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Introduction 

This report is about Novotel Wolverhampton Hotel it is 3-star hotel. I will be discussing about their services, products, quality management and how the hotel adapts to the guests needs and changing their preferences what the outcome will effect any change to the guest service management.
[bookmark: _Hlk45810552]Guest service is a care provided by hotel which given to guests during and after their stay. (Zendesk 2020)
The  hotel provides their guests  incredible service such are hot buffet breakfast, smoking free area, free  self parking, bar/lounge playground for kids, pet  friendly, ,free, WiFi/internet access meeting room fax/photocopy, currency exchange ,shop, dry cleaning strollers 24 hours front – desk express check in and out, restaurant, baby  bed,,free toiletries , terrace available… However, Novotel hotel is 6 minutes walk to city centre there are lot of transportation link, it makes easy to get around to explore Wolverhampton.

Discussion/ Evaluation and Critical Analysis 

Quality management is a sharing process that authorises staff in different aspects to work in group in order to start guess services. (Quality Management Hospitality (undated).
The quality service Novotel provides  food and beverages bathtubs, walk in show, combination, large flexible work area, 32 LCD TV, comfort queen bed en-suit, hairdryer, Iron, high speed internet, data port in room wireless, internet in all room.
They also have elements, direct dial telephone in the hotel. These are some of their in-house service hotel safe, safety despite boxes at reception, free daily new paper, laundry service WLAN in room.(All.accor.com 2019) 
Novotel need to improve their hotel  by listening to good or bad feedback from customers they need to,   take feedback very seriously and  important they should check on their social media page  because most customers put their feedback on there. I  stayed  at the Novotel Wolverhampton hotel    the front -desk staff were not English speaker so it was difficult understanding the staff and   also  there was no vending machine to get a drink the only option was the bar, the major concern I was not been told  went booking the hotel that the breakfast was not included in the hotel fee. The hotel needs to get staff who is English speaking because it is the main part of the hotel if the staff can not speak English how can they book or answers telephone call.
The hotel is not up to his name you have to pay for parking which is ridiculous as it should be free if you are staying there, the design layout was so old the bedsheets was not clean shower broken. There were no hot water in the shower and the lighting is dingy, the bed were not comfortable for me, towels were hard and scratchy lot of noises were coming from outside also the Air cool was not working the room was so hot so I end up leaving halfway through the night. However, they need an improvement. 
Servqual: is applied to measure customer satisfaction in the hotel industry. (Mulder 2018) There are 5 dimensions quality of service they are Reliability: is been trustworthy or performing consistently well, Novotel Wolverhampton hotel stand by their hotel and will do all that needed for customers trust. Responsiveness: it is task within a given time, Novotel always response to their customer immediately that will occur in the hotel. Assurance: is appositive declaration intended to give confidence promise. Novotel Wolverhampton hotel give all their service to customers and all the staff are helpful...Tangible: is begin touchable or real want all customers to get experience. Empathy: is the ability understand and share the feelings of another, Novotel Wolverhampton hotel share and get experience of the hotel.

Evaluate how hotel adapts to changing consumers preference 

According to Novotel Wolverhampton hotel they are adapting to (Covid -19) by taking safety measures which are currently in place, and also food and beverages service are limited to ensure the safety of everything. Due to (Covid -19) they also taking steps to help protect their guest and staff. Some hotels have a way they use tracking for their guest likes or dislikes experience based on their past hotel stayed, an receptionist always know the type of hotel the customer want to stay in, in other words they know the customer preference because the customer usually stayed in that hotel. As you know the customer preference it may help you with the booking you can use this as a customer service opportunity by adapting to these like or dislikes you will know if the customer might have special request. Adapting to a customer preference is about giving what the customer request or what they want. (Alonso 2018). Industries are adapting to changing by developing and it seems that this is largely driven by technology and other advertising in the hotel, in some hotel digital technology are making things easier for customers to booked online and most easier for hotel. However some change are mostly complicated and requires resources, consumer tastes are desire for hotel to the travel industry are constantly changing it customers satisfaction is always hotel priority consumer need that necessitate new to innovative methods of their technology in any hotel to be able to connect with each other and found an desire experience overall. Social media is becoming the most important tools for hotel to capture the attention of it audience those who are increasingly reliant on digital technology, hotel have many chances to improve their relationship with consumers. Having a platform can able customers speak to the hotel directly can also make customers feel satisfy (David 2017)
More than 60 percent of business travellers use smartphones surprisingly traveller turning to their mobile devices and social media to book their hotel, and also to book a flight. Customers are keen to know what their essentials needs will be taken best care of this is while they are involved in understanding what options hotel have to offer went making a booking. Customer always arriving with hight expectation they want their meal to be spectacular so hotel need to keep up with these demand, customers preferences are different some are vegetarian always give your customer the chance to choose their own dishes, however as a hotel you should get different kind of food on your menu including vegetarians because most customers are vegetarian. (Hong 2019) 

As an disabled went booking a hotel you need to tell the hotel that you are disabled so they can meet your need, hotel should always get a special room that meet their individual need some hotel make wheelchair assess for them to be able to go out freely, some hotel have special bed for disabled it make things easy for them to get in and out of her because some like privacy some bring their own vibration pillow with them.so they can feel comfortable. And be aware of emergency alarm. Most disabled and elderly customers or people with mobility impairment.
(Euan’s guide 2019)

Consumers preference impacts guest service management 
 
Service management: is an outstanding leadership to lead staff though various activities such are events planning putting advertisements on social media. You can follow a simple by meeting your customer needs identity what the customer want make such you deliver what the customer requested, most hotel take steps to meet customer need and often for the modern market. However, make sure their needs are met it will help you compete with others hotel. In any hotel customers should be your first priority give your customer good experience you have to impress them, your customer is the most powerful marketing tools, because they are giving you a review on social media and 
recommend your hotel to friends or family. An positive customer experience is the best way to build your brand your brand build on how you loyalty to consumers it cannot be achieved without customer satisfaction rate, there are different ways of satisfying your customer by creating a mobile friendly website that offers visual appeal and social proof of experience that the customers will enjoy went at your hotel. Give your customer the best satisfaction so went they leave they will immediately put your brand on social media about the experience that they have at your hotel. As an hotel  away go extra mile for your customer so they can remember the satisfaction Understanding your customer preference are very important in the hotel sector, because you have to meet their and go beyond the expectation, make your customer to fee special and deliver what they ask you to do, give them on expected offer that will wow them and remember your hotel. Give your customer some discount, offer the kids free drink and me alif they have kids, tell your customer if any activity going on in the hotel. Customer connection are a vital resource hotel and consumer royalty is the main strategy of creating. Large networks of consumer connections. A customer who need constantly sit tight for you to do your part might become tired, regardless of how steadfast and endeavour off to your opposition. Keep customer steadfast by concentrating and having conversations which they are interested in most men like football ask them which team are they supporting and some women like favourite wine and shopping, tell them any special offers that is on in the hotel like drink or food ask them what kind of work they do. Customer always like to be treated with a warm welcoming and like to know more about the hotel and the places in town with some transportation assistant, as a hotel you need to give them information. Customer preference is the major part with in any hotel greet your customer with smiles and sometimes you help our elderly customer by taking their stuffs in the their room , so you need to satisfy the customer to the highest expectation go beyond given that they ask for, engage conversation with your customer by asking what are the favourite place. What are these things will they like to do in the future, offers free refreshment in lobby, send them birthday card or wedding anniversary present. offer simple but thoughtful service such as extra pillows or drink, offerings your customer with complimentary service that they will tell their family or friends about. Establish a connection with your customer as soon they walk in 
your hotel share your customer with social media and show them some entertainment pleases so they can go for day out with their family.

Conclusion 

Novotel Wolverhampton hotel is one of the best hotels in the world, it service are to international standards of which they provide incredible service to their customer. They also extend their service to the kids which make it very brilliant and important for family booking for a vacation them, also the hotel should adapt to customers preference because it will provide the opportunity, for the customers of what they went or not. Novotel should adapt changing by development which will be of added, valve to the hotel. some change may be difficult or may require more resources but is important development so in making the change, management should take in consideration of the audience or the 
customer for management decisions.
Consumer satisfaction should be a paramount concern for every hotel management, inducing this Novotel Wolverhampton hotel. As I said during my experiences with Novotel Wolverhampton hotel, them is no English speaker at the front desk it is the important part of the hotel that creating language blockage. As I concluded I recommend that all international hotel should consider free language communication to 
make customers warm welcoming happy and comfortable. Novotel Wolverhampton hotel use servqual to assess customer satisfaction and also for quality expectation.
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