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Hotel Brand Background

The Hyatt Hotel brand is a luxury hotel
company founded in 1957 and is based in
Chicago, lllinois.

The brand's founding principle is to
provide exceptional and personalized
service to guests and create a memorable
experience.

Based on online review sites such as Trip
\ Advisor, Booking.com, and Expedia, the

1 'ﬁ L Hyatt Hotel generally receives high levels
an i LU f of customer satisfaction, with a large
| majority of guests reporting positive
experiences and leaving positive reviews.
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Honors Awarded to the Hyatt Hotel

1 e se B

The Hyatt Hotel brand has received numerous awards and honors from renowned
organizations such as Forbes, Fortune, Interbred, and others. Some of the awards that the
brand has received include:

Forbes Travel Guide Five-Star Award: The Hyatt Hotel has received the Forbes Five-Star
Award multiple times, which is awarded to hotels that provide exceptional service,
amenities, and experiences.

Fortune 100 Best Companies to Work For: The Hyatt Hotel has been recognized as one of
the best companies to work for by Fortune magazine, which ranks companies based on
their workplace culture, benefits, and other factors.

Interbrand's Best Global Brands: The Hyatt Hotel has been recognized as one of the
world's best global brands by Interbred, a leading brand consultancy firm.




The main customers of the Hyatt Hoft
brand are typically:

*Business travelers

*] eisure travelers

*Couples and Family travelers
*Celebrity Clients

*Corporate companies

It 1s important to note that these
categories are not mutually exclusive,
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and many guests may fall into multiple

categories.
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Nature, Scope And Role Of The Guest
Services Facilities

{ /

The Hyatt Hotel brand offers a range of guest services and facilities |

that cater to different customer categories. Some of these services
and facilities are:

¥
i
|

For Business travelers:
*Business center with printing, fax, and email services

*Meeting and conference rooms with state-of-the-art technology
*High-speed internet access



Nature Scope And Role Of The Guest |
| Services And Facilities i
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For Family travelers:

| *Kid's club with supervised
""" ‘ I8 Activities

BlE| -Family-friendly dining options
Ml +Children's amenities such as

cribs, high chairs, and playpens



Nature, Scope And Role Of The Guest
Services And Facilities

For Leisure travelers:

Spa and wellness services

Outdoor swimming pools

Fitness center with modern equipment
Excursion and tour services




~ Nature, Scope And Role Of The Guest

Services And Facilities
Luxury travelers:
|

- Butler service G
- Private dining experiences g
- Exclusive lounge access HE
Personalized in-room amenities and services
These are some of the different customer categories that the Hyatt Hotel
brand caters to and the various guest services and facilities provided to meet
their needs and expectations. The aim is to create a personalized experience
for each guest and ensure their stay is comfortable, convenient, and

memorable.
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The Role And Function Of “

Guest Services

Guest services play a crucial role in the luxury hotel industry as they contribute to a
guest's overall experience and can greatly impact their satisfaction and likelihood to
return (Gronroos, 1990). Effective guest services can differentiate a luxury hotel from
Its competition and can enhance a guest's perception of the hotel's brand and level of
luxury (Chen and Lu, 2011).

The following are some key reasons why the role and function of guest services are
Important to consider in the luxury hotel industry:

Personalization: Guest services can provide a personalized touch to a guest's
experience and make them feel valued and special (Bigne et al., 2005). This can lead
to increased guest satisfaction and loyalty (Yoo and Lee, 2000).

Problem resolution: Guest services can be the first point of contact for guests with
Issues or concerns and play a critical role in resolving these problems efficiently and

effectively (Bitner, 1992).



~ The Role And Function Of Guest Services

Enhancing the guest experience: Guest services can suggest activities, dining
options, and other services to guests, enhancing their overall experience and
creating opportunities for upselling (Liu and Wang, 2008).

ze Building brand reputation: Consistently high-quality guest services can
723 | 'j contribute to the hotel's overall reputation and establish a strong brand image
- (Gronroos, 1990).

Therefore, considering the role and function of guest services is essential for
luxury hotels to deliver exceptional experiences and maintain a competitive
edge in the industry (Chen and Lu, 2011).



" The Importance Of Hospitality |

Hospitality refers to the provision of welcoming, friendly and
attentive service, as well as a comfortable and enjoyable
environment for guests (Gronroos, 1990).

The importance of hospitality can be seen in the following
ways:

1. Building customer loyalty

2. Differentiating from competitors

3. Enhancing brand reputation

4. Driving business growth

Therefore, hospitality is an important factor in ensuring the
success of a business in the service industry.



How Hotels Meet/Exceed Guest Expectations =
Hotels aim to meet and exceed guest expectations by delivering
high-quality service, offering superior amenities, maintaining

. consistency, paying attention to detail, and embracing iy
. innovation. £l

1. Personalized service
2. Superior amenities
3. Consistency

4. Attention to detalil

5. Innovation




Conclusion

We discussed the importance of hospitality in the hotel industry and how
hotels like the Hyatt meet and exceed guest expectations. We noted that
hotels aim to deliver high-quality service, offer superior amenities,
maintain consistency, pay attention to detail, and embrace innovation to
provide an exceptional experience for guests.

27, The Hyatt specifically focuses on delivering personalized service, offering
| arange of luxurious amenities, maintaining a high level of consistency,
| paying attention to detail, and investing in innovation to stay ahead of
Industry trends. By consistently delivering high-quality service and
exceptional experiences, hotels can establish themselves as leaders in the
Industry and set the standard for meeting and exceeding guest expectations.
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