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This assignment focuses on studying and analyzing the guest services provision of HOTEL GOTHAM that is located in the United Kingdom. It briefly explains the main components making up these services. Moreover, It”s explains the focus of hotel on quality management continuous improvement. Also, it is aimed at evaluating the response of this hotel to the changes that are brought in consumer preferences due to technological advancements, cultural impacts and other factors. It further describes the ways through which such changes are affecting the hotel management to serve its guests. Many articles have been studied and extensive research has been done to make this assignment worthy and fruitful.






















Introduction
Purpose of the assignment
This assignment is primarily focused on the application of topics of hotel management on a hotel. These topics include guest services, components of the guest services, quality management, changing consumer preferences and their impact on hotel management to deliver guest services. The Hotel chosen for applying understanding and knowledge is Hotel Gotham.
Defining key terms
Guest services of a hotel include all the efforts of hotel management to meet the customer needs. In Hospitality Industry guest services make managers to meet and satisfy expectations of guests. The key terms associated with guest services are as follows.
Rooms and suites
These are provided for stay or accommodation to the guests
Amenities
These are additional benefits associated with the stay of guests.
Transportation
It includes the services of pick and drop to the guests and they are carried where they want to go. This also includes shuttle services.
Tourism
Tour guides are available in the hotels for guests. They take then to the beautiful places.
Restaurant
Restaurants are also built within the hotels. Here, best quality of food and drinks are served to guests on their demand.
CCTV
CCTV cameras are installed in the hotels to ensure security of guests.
Internet
WI-FI facility is provided to the guests to remain connected all the time with hotel.
Check in & Check out
This facility has been upgraded through use of technology Now check in and check out are done online which saves enough times of customers.
Phone calls 
Guests are given with the telephone to ask for anything they want over the counter. Also, some hotels provide free calls facility on national level.
Dispensary
Dispensaries have been established in the hotels to provide first aid to the fuests in case of any emergency.

Common room
This is a room having LEDs, sports stuff and other material to entertain social circles of the guests within the hotel.
Conference hall
It accommodates delegates from different companies to discuss matters of importance.
Clubs and cafes
These are established to entertain guests through music, dancing and drinks
Laundry services
These are provided to guests to wash and iron their clothes.

Components of guest services
The components of guest services are of high importance. These are the game changer. Guests decide on this basis either to continue availing the services of hotel or not. It is crucial for front office staff to communicate well and in a soft tune with the guests. First of all, communication bears more importance than other components of guest services. It creates base for all other components. Secondly, the level of toleration and skills of working under pressure make difference. The guest services are nothing if not provided in time and in a friendly environment. Guests come with different attitudes and nature. Therefore, staff should have some power of tolerance to respond them accordingly. Thirdly, computer literacy plays important role now a days. Guests have no time to wait for necessary formalities of hotel. That is why computers have been installed to respond them quickly. But at the same time, computer literate is mandatory who can work like a machine. Fourth component is friendliness. Guests always expect a welcoming and friendly attitude from managers and staff. This is the reason; most of the hotels place friendly staff at the entrance of the hotel to welcome guests. This component is responsible for good will of the hotel. Last but not the least, problem solving is the major component of guest services which become responsible for the retention of guests. Every guest comes to have a safe and joyful stay in the hotel. In this situation, staff should be problem solving. They should have alternatives to offer to the guests.
All the components are of equal importance. All the successful hotels of world focus more on these components than anything else. Offers become effective only when these components are associated with them. 
HOTEL GOTHAM 
This hotel is part of Gulph Greek Hotels. It has achieved its success though offering best guest services. It has availed first mover advantage in offering some unique services which have then been adapted by other hotels. This means that it has always remained successful in competitive environment of hotel industry.

The key services offered by this hotel are as below.
Online reservations and check in/checkout facility, different packages having discounts and bonus points, best flex with breakfasts, parking lots and services.
Also, it offers spacious rooms which are designed with new styles and features. All the rooms have 37 inch HD flat screen LEDs. A free high-speed WIFI covering entire hotel’s premises is available for guests here. It offers full time room service. There are upgraded and attractive amenities associated with each package offered. It provides facility of restaurant which provides quality food and drinks as per the choice of guests. Further, it consists of bar which makes the stay of all guests more joyful. This hotel has not left its dining facilities which gives unforgettable experience to visitors. Similarly, it has indoor pool where guests spend time and enjoy swimming. It offers a unique state-of-the-art fitness facility. This hotel has on-site parking which is very economical and all time available with full security. It is situated in a very convenient location which makes it a suitable choice for meetings, conferences and special events. It encourages the event organizing teams and provides special packages in this regard. Its bedrooms are famous and consist of every facility a comprehensive and quality bedroom should have.

Quality and Continuous improvement of HOTEL GOTHAM

Quality management refers to all the techniques adapted to achieve objectives of consumer satisfaction as well as continuous improvement. The HOTEL GOTHAM has always focused on continuous improvement and ensured quality services to its guests. It has been analyzed that this hotel is highly concerned about the continuous improvement in service quality, reliability, empathy, responsiveness and assurance to ensure best service delivery. Following are some guest services which have continuously been improved over time for best quality management practices.
The management of this hotel as always recognized the value of guests. It has worked to provide overall best customer experience. For this purpose, it has introduced multiple services to the guests at one place. There is nothing for which guest needs to go out of the hotel premises.

This hotel has a research team which continuously works to find out potential customers. The front office operations start from the very beginning of guest experience of the hotel. There is staff member deployed over entrance to welcome in a friendly manner to guest. He guides the guests about the formalities of hotel and remains with them till they enter their allotted rooms.
There is a section for noting the complaints and feedback of the guests. After reviewing the feedback, hotel management works to improve services provision of the hotel. The services such as swimming pool, bar, parking services, guide etc are result of feedback from the guests.
Bottom of Form
The front office staff tries to keep a close liaison with guests to let them feel at home. Similarly, the selection criteria for employees in this hotel are very transparent. All the employees are recruited through a process of proper tests and interviews. There is a proper training for them to teach them latest advancements and techniques which are helpful in the satisfaction of guests.
There is a system of performance appraisal through which employees are promoted and awarded. To ensure quality of the hotel, employees need to be motivated. This hotel has been organizing employee of the year, employee of month and other kind of awards for employees.
 
Response of hotel management to changing consumer preferences
Guest satisfaction is a top priority of this hotel. For this purpose, it has established a research team which is tasked with environmental scanning, competitor analysis and data collection on customer priorities .The management of this hotel understands that the success or failure of and hotel depends on the guests rating. Therefore, with the changes in consumer preferences, the hotel has continuously been working innovatively to meet with all kind of needs and wants.

The Hotel Gotham has ensured cleanliness, nice amenities and tasty food. The food is now being offered in varieties on the basis of different cultures. The cooks have been hired from different countries to meet the demands of guests from every corner of world. The proper training and development of employees has been started periodically to understanding changing attitudes and priorities of customers. Moreover, with the advent of new technology, this hotel has introduced WIFI, online bookings and complaints resolutions. It has designed website on new patterns which is continuously updated.
Further, the arrangements for tourist guests have been done by introducing shuttle service, transportation, tourist guide etc. The data base of all the visitors have been prepared to contact them and inform them about the changes made from time to time in guest services of the hotel.
Changing consumer preferences affecting Hotel management
The changes in consumer preferences have always affected hotel management to offer quality guest services. The internet marketing has increased competition and created much pressure on prices. As a result, the hotels have been compelled to be competitive in offering guest services. Hotels have to consider their profits while ensuring best service delivery. This is a big challenge hospitality industry has been facing due to internet marketing. Consumers always compare quality as well as prices hotels offer. With the introduction of smart phones, every customer needs no time to access multiple options for stay. This has posed a challenge for hotels to upgrade their services, work 
On IT departments and rank their hotel websites on top. Also, the software like PMS has compelled the hoteliers to centralize their work for effective service delivery to the guests. The world has become global village and the cultures have been assimilated which have affected guest services such as changes in foods and tastes, drinks, travelling options, security devices installations and placement of antics inside and outside the hotel premises. Thus, the changes in consumer preferences have impacted largely and from multiple angles the hotel management to offer its guest services effectively.












Conclusion
We have analyzed that, guest services are of primary importance for hotel management. These are effectively delivered through its components. Such components make the guests always remember services of hotel. They are responsible for the retention of existing guests and attraction of new customers. Further, quality management of any hotel needs proper planning and careful implementation. HOTEL GOTHAM has always ensured its quality management through its quality offerings to its guests. The great leadership, training and development of employees, continuous improvement, sustainability, amenities, complaint resolutions and feedback recording and all above discuss steps of this hotel has proved its concern for quality management (continuous improvement).Also, the consumer preferences have continuously been changing especially with the advancement in technology. This has brought many challenges for the hotels. Hotel Gotham has wisely tackled all these challenges and introduced latest technology with new service offerings to retain and attract the customers. Every hotel has to understand needs of the time to be successful.
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