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Introduction
In this assignment I will be analysing the way that the Holiday Inn Corby uses its management to make continuous improvements to satisfy the customers and to touch their expectations. The holiday inn hotel a 3-star hotel and is situated in Corby giving accessibility mostly for bussines people and for the ones looking for the Rockingham Speedway. 
Guest services is very important, and the way the hotel’s staff is showing their ability of doing services is even more important because this is one of the aspects that are either attracting or keeping away customers. Considering Michael Hurst’s affirmation, a restaurant/ hotel experience is mostly highlighted on the details and factors that are influencing the guest’s services. Basically, and simply, guest services are just as important as the products that are given out. Some of the factors that can be related to the affirmation that has been made by Michael, are the location and its surroundings, the services, the facilities, the balance between prices and quality because everyone wants quality and small prices. Also, there are some other factors like the staff’s abilities and how they are using their skills to satisfy the customers and to touch their expectations.
During this assignment there will be mentioned aspects relating to the strategies that are used by the ones in charge of the hotel. One of the strategies that will be mentioned is based on the “seven deadly sins of service to avoid” which are described through the APATHY; BRUSH-OFF, COLDNESS, CONDESCENSION, ROBOTICS, RULE BOOK, RUN-AROUND. The terms I just enumerated are playing an important role in the guest services and they are influencing the way the people are feeling in the hotel.  
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Discussion and critical analysis                                                                  Maybe the Holiday Inn hotel is not the most luxury hotel and not the most expensive as well, but is a hotel that looks nice, clean and attractive through its modesty and through the way the staff makes the guest feel. The way the guests are welcomed is very important in a hospitality and tourism environment. As Langhorn said, the guests are feeling satisfied only when they are receiving the respect from the service providers not only when they receive a valuable service (2004). This quote really states the idea of the managers and the staff in general playing the most important role in controlling the customers level of satisfaction through their behaviour and through their way of sharing communication, friendliness, services etc… Thinking about holiday inn they do provide different room types such as non-smoking rooms, suite and family rooms and they are also very developed when it comes to business guests. Coming to services they do offer a pool, a bar, free high-speed internet, fitness centre, free parking, children activities and business centre with internet access. All these services and facilities are balancing with the price that is given out to customers and they find it convenable as long as they never complain about the relation between the price and services.                                                                  After the services analysis in the holiday inn hotel, the necessary thing to mention is linked with the managers with are working hand in hand to take into considerations all the complaints and positive data from the customers and from the competitors as well. As most probably knowing, the hotel has more than one department and therefore, managers are obligated by the circumstances to work together and as Goodall said the hotel manager are dealing with high level of stress and with all the complex forecasting and decision-making activities. And even more said, hospitality managers should get specific requirements in addition to the ones that are needed for managements generally. Therefore, in the hotel is important to value the managers especially if they are working hard in making continuous improvement to the hotel and they are continuously increasing the reputation and view of the hotel. 
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As mentioned in the introduction side of the assignment one of the strategies used by the hotel is based on the seven deadly sins of service to avoid and considering the holiday inn hotel the staff is hardly working to avoid the following aspects to be able to touch the customers aspirations of services:          
APATHY- The members of staff know that customers like to be treated in a nice way and each guest wants to be welcomed with smiles on the staff’s face. Therefore, the employers are doing their best to satisfy the customer through their attitude that is showing the fact that everything they are doing, and offering is with pleasure. If customers are seeing apathy at the member of staff the most probably thing is that it will feel bad thinking that he is the one that caused that situation even if their wish was to be treated with a friendly manner. Thinking about the holiday inn hotel, everyone is working with their smile on faces to show how happy they are while working in the specific hotel. Even if the members of staff may have bad days, the negative thoughts are always left somewhere before coming to work to make sure that other people are not taking up to themselves negative atmosphere. 
Brush-off- Is another factor which is affecting the reputation of the hotel very much as much as the economy, the positive feedback, everything. Brushing off is really bad when you are representing a hotel and is even more important if you think about the impact it has on the customers and about how it might drive the hotel to unsuccessful situations. Anyway, at the holiday inn hotel everyone is trying to answer at every question in a nice way and each member of staff is working to support everyone with everything. In the holiday inn hotel, everyone is paying attention to things that are happening around in the hotel and everyone is trying to help people that are struggling to find or get to know stuff. 
Coldness- A cold attitude will always push the customer to the same attitude, and this is quite a factor that stays in the hotel’s way, especially if the member of staff is thinking about improvements. A cold attitude facing the customers will be always labelled as being rude and in this way, people will refuse to accept products and services from the specific person. The way you behave when you offer something, needs to be a lot better than you think and this because as previously mentioned people are looking forward welcoming and friendly attitudes. As Gronroos said in 1990 the employee’s behaviours are very well necessary because they are the ones connecting, he organisation with guests and also the members of staff are having critical factors to develop the effectiveness of the services and also the effectiveness of building relations with the customers. Now linking coldness to the holiday inn hotel, there are no members of staff providing services to people with a cold attitude and this is good and in the hotel’s advantage because the smiley and constant positive attitude brings more and more people to the hotel. 
Condescension- Is based on providing no respect to the guests that are coming in the hotel, this aspect plays a very important role in a hospitality and tourism environment mostly because people are giving respect and they expect to be respected as well. Situations in which people are not treated in the way they want could drive the hotel to some unwanted situations. For example, unhappy customers could make complaints related to the behavioural issues of staff. As Brown’s research showed in 1996, good customer service and respect is highly increasing the number of customers because automatically once with the good service the good atmosphere is coming as well. Now, considering the hotel, there weren’t cases in which people were complaining about the way they received services or about the staff’s behaviour and this is a very positive thing because they maintain the idea of receiving and giving respect to everyone. 
Robotism- The staff’s obligation is to collect information from each customer and to attract the customers from any extent. To do this, the employee must not start to throw questions to the guest about account number, name, address, number of people etc and the best thing to do for the employee is to ask the questions in a moderate way and one question at the time because otherwise people will have the impression that they are speaking with a robot or with a person that is desperate to  get to know information. In such cases the level of satisfaction of the guest is highly decreasing. In the holiday inn’s case, there might be some moments when some of the members of staff are making mistakes, but most of the time they are trying to control themselves as much as possible. 
Rule Books- In following the right procedures and legislations there is not always the most positive thing and this because when members of staff are only reproducing what they must say, the pressure of the discussion could be at a higher level. This is why the best choice that a member of charge could do is to follow its heart when speaking and its mind as well because in this way conversations are going more comfortable and then people are feeling the same habit as well. Coming to the holiday inn hotel, there are specific strategies that may be used while speaking with a person for example constant eye contact or smiling while explaining but they are never controlling what the employee must say and when to the customer in a simple discussion in which is requests information only.
Run-around- is the term that is used when members of staff are pushing guests too much to have a look at the hotel’s website and to fill out questionnaires and rapports that are showing their experience during the hotel. In the holiday inn hotel, the members of staff are allowing the guests to access those paperwork’s when they feel free and when they want. 



Conclusion
As a conclusion, about the holiday inn and its management, is clear to say that is a really good one because they are coming a company that is having the same hotel in more locations and all the other hotel, same as the one that has been used in this rapport they are having continuous improvements and this is important because it is the only way to attract customers. The skills are a key when the employers are trying to figure out what do the best for a customer. The skills of the employers are very important in the management of a hotel because the skills they have challenges them to think about more situations and solutions. Anyway, overall the continuous improvement is constantly making customers have positive points of view next to you.


The Hospitality Industry at a Glance
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