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Introduction 
The aim of the report is to produce an effective analysis of the service industry, quality management and approaches to continuous improvement. For this purpose, a renowned UK-based budget hotel Hilton has been selected and the assignment is based on service offered by the hotel and its approach to quality management and continuous improvement. The report has produced an effective discussion about the service provisions of the undertaken hotel and the procedures adopted by the hotel to manage the changing preferences of the consumers. Besides this, it also sheds light on the procedures by which the consumers' preferences impact on guest service management.  Hospitality, as well as the tourism industry, is one of the rapidly growing industries in the UK. The competition in the industry is increasingly becoming more and more intense. In this context, the organizations in this industry have to put much more effort is to deliver better quality service to the customers as quality service is most important for customers satisfaction. 
Definition of key terms
Guest services: The guest services are mainly the services, supports, and amenities provided by the hotels to the guest.
Quality Management: The quality management can be defined as the act of supervising the entire activities as well as tasks required to maintain the quality standards.  
Consumer preferences: The consumer preferences can be defined as the likes, dislikes, expectations of the customers along with their motivation and inclinations to buy goods or services.
The undertaken hotel Hilton has provided adequate focus on the consumers’ preferences and the quality management to deliver excellent quality of gust services to the customers.                
Discussion/evaluation and critical analysis 
Identification of service provision and critical analysis 
The UK-based Hilton group of the hotel is regarded as one of the leading international hotels. The hotel groups have branches in over seventy-eight nations. The hotel company has the mission to deliver unforgettable experiences to its customers. It provides optimum services to both the visitors; business class and leisure travel. Hence, the company has put great effort into delivering the optimum level of service quality to the visitors. The primary aim of the Hilton Groups of Hotel is to earn profit by selling various things like room services and meals. Regarding this matter, the key objectives of the hotel company are to improve the experiences of the guests by elevating operational efficiency.   
The Hilton hotel offers significant services such as room services, guest reception, and food services along with gaming and entertainment services. Apart from this, the hotel group offers several luxury amenities to the customers like full-service accommodation, on-site restaurants along with extremely high standards of personalized service like concierge, room services as well as clothes pressing services. 
The hotel has highest standards of bars, private chef and butler services, guest relation assistance and daily maid services. The hotel offers various products and services to both business and leisure travellers. The company offers additional services like bed and breakfast, fun packages for family along with conference facilities to maximize its sales volume. The company provides various goods and services to the customers who visit the hotel. The hotel offers a wide range of foods and drinks, which are most important for the traveller who stays in this hotel. The visitors to this hotel can relax when they dine at the restaurant of this hotel. Furthermore, in its entire service offerings, the hotel group stresses on delivering services of the highest quality standards. The company also emphasizes continuous quality improvement to meet the changing needs and expectations of the customers (stravelandtourism.weebly, 2019). 
The SERVQUAL model is an important model that helps in measuring the service quality of an organization and this model can be used to analysis the service quality of the Hilton Hotel. The SERVQUAL model is often called the RATER model as it focuses on 5 important service factors. The service industries like hotels are required to measure their service quality on a regular basis. The SERVQUAL model has 5 dimensions, which are Reliability, Assurance, Tangibles, Empathy and Responsiveness. 
If the service quality of the Hilton hotel is assessed with the SERVQUAL model, then it can be found that the services are completely reliable. The room services and food staffs are reliable and the customers can have those services without any hesitant. The company has also assured the customers about the quality standards of the services by the hotel. The company has also achieved the certifications from the authorities for quality standards like ISO. The employees who are working in this hotel are highly skilled and knowledgeable and capable enough to build confidence and trust among the customers of the hotel. The services of the hotel are tangible as the visitors can feel the services and their quality. The company has the highest standards of room services and the food quality of the hotel is also maximum standards. The room services, foods, and other entertainment programs like gymnasium and swimming pools can be seen by the visitors and everything in this hotel are of the highest standards.
Apart from this, the entire staff of the Hilton Hotel is caring and provide personalized attention to the visitors as well as the staffs are willing to support the customers to get prompt services. It is observed that in entire dimensions of the SERVQUAL model the service quality of the hotel can meet the required standards. Hence, it can be said that the Hilton group of the hotel is providing an optimum standard of quality to the visitors (Trilyo Blog, 2018).                              
Evaluation of the procedure by which the hotel adapts to changing consumer preferences 
The increasing rise in the millennial business traveller had certainly led to a shift in the priorities and habits in the corporate tourist world. Like a relaxing traveller, the new generations of business travellers have craved some options in an effective manner. The tourist when goes for lodging options they want to book those hotels that are according to their preferences. In recent times the hotel industry like Hilton takes the personalization message to heart and expresses they are paying severe attention to the variable individual visitor's preferences (Trilyo Blog, 2018). To recognize in a better manner how the Hilton is adapting to the new habits of travellers. The travel and hotel sectors are experiencing significant changes inclined by the novel tastes and preference of visitors and their fresh habits. Unavoidably, hotels must set out with fresh offers and varying factors. The completion and the expansion of new technologies go in parallel range with building customization likely and offer a memorable experience for the traveller from all over the world. The thought would be to catch the attention of and promote faithfulness with customers through an elite proposal. This is the reason the Hilton Hotel will tender more untried stays (Nchm, 2018). 
The star category would lose out values and the online standing would be the most essential attribute when booking in a hotel. In the present time, the guests travel in various ways and so expect the hotels to adapt to some new and efficient needs and requests. This usually requires a new organization of spaces. Rooms are getting smaller as the guests now want to spend more time in the common areas. These spaces are getting more and more cosier so that the travellers do not have to find other leisure outside the hotel. The Hilton hotel is now giving some amazing offerings to the guest. This is regarding some special occasions and holiday setup such as personalized rooms according to the guest's choice with preferred lighting and images of any kind if needed. The technological innovations are immense in the present stage that high ranges of Wi-Fi connections are also being provided to the guests. As in the present scenario, the internet setup that too high quality is very much needed (blog.staah, 2017). 
The rooms are getting shorter but much cosier where the visitors can spend a long time and their privacy will not be harmed. Some of the functionality inside the room setup is also changing in Hilton as customers do not prefer now a day's much furniture. So, some adjustable furniture is also being provided to the customers according to their choice. New pieces of equipment are being added in the room for fitness purposes as all people nowadays the health-conscious. Whatever the new trends are being set up by the Hilton Hotel in regards to the customers' preferences are accomplished with great reliability, empathy, and tangibility. The hotel holds responsiveness of the service and the work they do and always try to give the best to the visitors. This re the parts of the SERVQUAL model that helps the business such as hospitality business give its peak accomplishment through quality service (Alonso, 2018).
The process by which consumer preference impacts on guest service management
As the trends are changing in the hotel industry due to customer preferences are changing day by day the service management is also getting innovative. The Hilton hotel serves guests according to the preferences the demand for. If the guests prefer or demand a specialized kind of service then the Hotel provider intends to give that to the customer. In previous times the Hilton does not use to have all these packaged deals but with time and preference, this has come into service. There are certain packages that are being implemented by the Hilton hotel for its normal guest and the prime members. That profoundly intends to provide those customized services that will be asked for by the customers. Hilton in a worldwide manner has understood the customer's experience and tries to give service in an evident manner. In past times the cosiness of the rooms and implemented several new gadgets in the rooms were not there. But with the technological innovation and innovative architectural gains, the Hilton is developing its guest service management in a more definite order. The Hilton has come up with a CRM system for helping the customers with the best services and with the needs they opt for while they lodge in. The maintenance of inventory has also been improved due to high technological improvements that have enhanced service management with tangible aesthetics attribution (Fcscs, 2018). The most advanced attribution of the SERVQUAL model has also developed guest service management through customer satisfaction and service quality management. The reliability, assurance, responsiveness, empathy, and tangibles are creating a great amount of leisure for service management in the modern days in regards to Hilton. According to the guest preferences the right person is being allocated for the right job in Hilton and does not allocate someone who is not suitable for the same (marketingstudyguide, 2018). The complaint and any kind of issues in the present time are being solved in a more evident manner as all are being sorted with the SAP technology that is being implemented by the hotel. The employees have a greater kind of ability to access real-time information, which is always better in a position to ensure the standards and operation of the organization. The increase in the expectation of the guest has given space for cross-functional teams for process planning. These also have linked with rewards to guest satisfaction and the financial outcomes in a preferred manner (Kontzer, 2016).


Conclusion 
The report provides optimum stress on recognizing and analysing the service quality of Hilton Hotel UK and it adopts the changing preferences of the customers. Moreover, it also produces an effective analysis of the guest service management of the hotel and the impacts of the changing consumers’ preferences on the guest service management of the organization. The discussion can be ended with the concluding notes that Hilton Hotel has provided utmost stress on the quality of the services to deliver optimum quality standards of services to the guest. The preferences of the customers are continual changes and the Hilton management always keeps an eye to recognize the changing needs of the customers. Moreover, the Hotel has developed or refurbished its service and products according to the changing needs of the customers. The company has adopted an effective process to manage to change consumers' preferences. Consumer preferences have significant impacts on the guest service management of the organization.      
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