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Introduction

The hotel industry has experienced tremendous growth and transformations because of the ever-changing preferences of the consumers. The emergence of new and distinct types of customers has also implied that the hotels are under constant pressure to continuously reinvent their services to curb the overwhelming competition. This report analyses how The Bloomsbury Hotel is adapting to the trends in consumer preferences through technology and other avenues in order to maintain relevance in the market.

[bookmark: _Toc25078863]Definition of key terms
Customer services comprise of amenities, support and other tertiary services provided by the hotel to its guests. These include concierge and laundry services among others. 
Consumer preferences can be defined as subjective tests of the individual based on various utilities. They are measured in terms of satisfaction to the customer after using the hotel's services.

[bookmark: _Toc25078864]Critical Analysis 
[bookmark: _Toc25078865]Service provision and quality management
Teamwork: The Bloomsbury Hotel has created avenues to enhance and promote teamwork as the only channel to maximize productivity and provide excellent customer service.
Competency: The Bloomsbury Hotel hires highly qualified and experienced personnel to provide world-class services to every customer.

Human Resource Management: the human resources department at The Bloomsbury Hotel is dedicated to coordinating the process of hiring, managing employee performance and providing adequate training to meet the expectations of the customers. The employees undergo regular training and workshops which enhance their skills, thus providing excellent service. It also conducts regular evaluations and appraisals to keep the employees motivated in the course of discharging their duties. 
Continuous change management: The Bloomsbury Hotel has set aside a department to deal with the unending changes in the hotel industry so that the hotel is always at par with the prevailing trends. 
Efficient administration: the hotel has come up with various mechanisms to improve efficiency and manage the employees so that the services are provided accurately and promptly. 
[bookmark: _Toc25078866]
Adaptations to the trends in consumer preferences
The continuous changes in consumer preferences imply that the hotel industry will face an uphill task of continuously reinventing itself in order to stay ahead of the competitors and maintain its relevance in the market (Varkaris & Neuhofer, 2017). One serious trend is the fact the customers have developed the need for personalized services. They want services that exactly meet their wild expectations, and this has put much undue pressure on the hoteliers (Abdullah, Abdurahman, & Hamali, 2011). The Bloomsbury Hotel management has devised various strategies to ensure that it delivers the expected level of customer experience. One of the interventions to adapt to the ever-changing consumer preferences is the incorporation of technology in the analysis of the individual customer preferences so that the hotel can provide the exact experience that the customer needs. The hotel has invested in the analysis of big data, which provides a host of information about each customer and their individual needs. Big data analysis is also used to analyze more specific information about the customers who book rooms at the facility so that they can be accorded the expected kind of treatment by the hotel staff. Analysis of the consumers' web patterns and social media activity is a vital tool that has enabled the hotel management to ensure that their service delivery stays ahead of the competition (Lodging Magazine, 2019). The emergence of middle-class customers from emerging countries is also a major challenge. These consumers expect to get a variety of customized services at a relatively lower cost. The hotel must, therefore, work around the clock to find effective ways of cutting costs in order to retain this valuable lot of customers. The lot mostly consist of millennials who crave for instant gratification, and always seeking ways to explore new and fascinating opportunities while spending smartly (Richard, 2017). This makes big data analysis a crucial tool for the hotel to keep up with the varied needs of this generation. 
[bookmark: _GoBack]The advancement of artificial intelligence has compelled the hotel industry to incorporate it into their operations (Lodging Magazine, 2019). It provides numerous services to the customers and has escalated the rate of competition among the hoteliers. Thus, every hotelier must invest in these technologies if they ever dream of staying in the competition. The Bloomsbury Hotel has deployed the assistance of virtual companions in the form of chat bots and digital assistants. These provide companionship to the customers as the chat bots can chat with all the customers and adapt to their conversation style, thus mimicking humans. The bots are also essential in providing assistance services as they can answer the questions asked by the customer by looking up the relevant piece of information in the database (Lodging Magazine, 2019). This eliminates the need for customers to call support every time they encounter a challenge. The digital assistants installed use voice recognition to have real time conversations with the customers and make some tasks such as ordering for meals easier (Lodging Magazine, 2019). 
Social media has emerged as a key platform that aids the customers in making decisions on the hotels and places to visit (Varkaris & Neuhofer, 2017). Comprehending the way consumers use social media to make meaningful decisions has been a hurdle to hotels. This has prompted The Bloomsbury Hotel to implement technology-assisted systems to analyze the way consumers use this platform for decision making. The findings are used to make meaningful conclusions and recommendations on how the team should handle marketing activities (Bloomsbury Hotel, 2019). It has emerged that most of the consumers use social media to engage with their peers, share travel experiences and procure certain products and services related to travel. The opinions and recommendations can guide travelers as well as changing their initial and final decisions (Varkaris & Neuhofer, 2017). Striving to understand the role of social media on the consumer's decision making has been prioritized at The Bloomsbury Hotel as a means of adapting effectively to the ever-changing consumer preferences. 
[bookmark: _Toc25078867]THE EFFECT OF THE TRENDS IN CONSUMER PREFERENCES ON GUEST MANAGEMENT SERVICE

Ability to retain existing customers has become a vital skill in the hotel industry. Many hoteliers are investing in excellent customer service as a major way of maintaining a large pool of returning customers (Varkaris & Neuhofer, 2017). For the case of The Bloomsbury Hotel, the management has implemented online rating systems whereby the customers are asked to review their experience after checking out (Deloitte, 2019). This helps keep the relevant personnel informed of the necessary changes they need to make in order to enhance the comfort of the customers. It also helps the hotel to manage its reputation internally by communicating with the customers before they give their reviews on third-party websites. This can help the hotel to avert a crisis caused by a negative review whenever a customer is dissatisfied. The concerned department can communicate directly to the customers who are dissatisfied and decide on a suitable course of action so that they can save the reputation of the hotel and retain the customer. Extreme cases can also lead to compensations for the customer so that they will not end up channeling their anger on social media or other rating platforms. 
The trends in consumer preferences have influenced the way the hotel handles its marketing activities. As much as the hotels have traditional marketing departments, the staff may not have the required skills to conduct successful marketing campaigns in this era of digital marketing. The Bloomsbury Hotel has resorted to outsourcing especially in the field of advertising, public relations management and marketing. This has led to the massive growth of Online Travel Agencies (OTAs). They carry out marketing and advertisement on behalf of the hotel and earn commissions on successful bookings (Varkaris & Neuhofer, 2017). The advent of social media marketing and its massive advantages have also led to tremendous changes in the hotel business model. Various companies are being contracted by the hotel to maintain an online presence and ensure that it provides satisfactory customer service (Varkaris & Neuhofer, 2017). 

[bookmark: _Toc25078868]Conclusion
The analysis shows that, indeed, the hotel industry has been greatly transformed by the trends in consumer preferences. Numerous technological advancements and structural changes have been observed, and the trend will continue as long as the industry exists. The Bloomsbury Hotel has implemented various solutions to keep up with the pressure. These include automation, the use of artificial intelligence and reshuffling marketing models to keep pace with the competitors. Use of digital assistants and virtual component have helped the hotel to enhance service delivery and maintain its customers. Thus, it is evident that the hotel has adapted perfectly to the trends in consumer preferences. 
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