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I have been assigned to write an essay about Hospitality and Guest Service. In order to do this, I am going to express my point what is guest service and how to improve it, I am going to do a research about this and I am going to share my personal work experience, comparing a small family hotel and a big hotel chain, as I have worked in both.  
There is not a business that can exist without customers. Expellant customer service is a vitally necessary to keep current customers and attract new ones. Every business is as big as customers think they are. In hotel industry, guest satisfaction should be a priority no matter we manage a small hotel or a famous hotel chain.  Guests come in the hotel with certain expectations and we need to keep our promises, even to go above and beyond to impress them. The guest experience in our hotel is going to last longer then duration of their stay. They could be our biggest critics or our most important marketing tools to advertise. When our guests have a nice experience, when they are impressed and excited, they are going to share these feelings in social media and they are going to highly recommend our hotel to their friends or family members. If they are not happy, they are going to express their negative experience through online comments and negative feedback because they want to be sure no one else will get their bad experience. 
The employees play very important role about guests’ satisfaction. The guests’ opinion is an appraisal for our staff, if it is trained and experienced enough to provide the quality of services, which are expected. If there is a problem, we should act in professional manner to resolve it as soon as possible. 
Our brand name depends on customers’ loyalty. A positive guest experience is the best way to continue working for our reputation and high guest satisfaction rating. 
Our guests experience begins long before they come to check in for their stay at reception. We should have a mobile friendly website with fast speed and easy access to booking. The content of the website should be valuable, showing what experience the guests can expect.
We should politely ask our customers to leave their feedback. This means we appreciate their opinion and we are ready to put extra efforts to deliver exceptional customer service. Also when we overview the feedback we can think what improvement and what we can change to satisfied our guests. The feedback helps us to make better decisions. 
Every single employee working in the hotel is responsible for guests’ satisfaction and it is very important everyone understand that.  When we hire people to work in the hotel we should look their qualifications and experience, but we should discover their personality. They must be very friendly, willing to help all times, enjoy working with people, and to have polite approach.  Good communication skills are essential and crucial to work in the hotel. They need to be able to respond accurately to guests enquiries, to help them to resolve their problems as soon as possible. To be patient is also a must skill to work in the hotel. Sometimes there are upset customers, they can become rude and it is very important the employee to stay calm and deal with the situation. In the hotel there are diversity of people with different background, from all over the world and to be patient is more than necessary. 
When we have the right people is easier to please the guests. Everyone works in the hotel needs to feel yourself part of the team and all together to put their efforts to deliver exceptional customer service. 
Delicious food, clean room and nice amenities are basic customers’ expectations. They like to interact with helpful staff and to be located in their chosen destination so they can discover interesting places. Nowadays technology is also important for good customers’ experience.  Smart room key, charging stations, free and fast Wi-Fi are part of common facilities that hotel should have. It is important to have a booking technology available that allow customers to book directly, and to be easily maintained and updated.
There are specific rules in every country, which we call protocol and etiquette. It is very important to be considered especially in the hospitality industry when we deal with national and international visitors. Unknowing the rules may offend the customers and even damage the business. 
Protocol deems to be a guide for acceptable behaviour. Good manner and common sense are aimed in the way of communication between people. 
Etiquette is the customary code of polite behaviour in society. It shows and keeps respect about the rights and dignity of others. 
It is in human nature to judge the actions of others based on our own cultural traditions.
In the United Kingdom there is a diversity of people from all over the world. We have to be very thoughtful and tolerant, to have a good manner and respect others people difference. 
There are general rules which we can apply working in the hospitality industry. 
· Always be kind. Use ‘’thank you’’ and ‘’please’’. Treat every single person with respect, from cleaner to guests, from your colleagues to boss. 
· Address guests by their family names. 
· Dress smart, appropriate to your work position.
· Keep secret about confident information of guests that you have been shared.
· Do make up, nails and haircut before to come in your office, because unexpected guests may arrive. 
· If you need to leave the office, inform your colleagues in advance about where are you going and how long you will be out.
· Always inform managers and your colleagues if you have to leave early or if you will be arriving late.
· Keep the office clean and tidy at all times.
· Be punctual and prepared with documentation needed for the arriving guests.
· Keep official working hours.
Customers impression begins before visit. That is why they need to feel our care before arriving. If the guests drive, we should provide them full direction with map and weather conditions in our area.
Welcoming guests plays an important role because this is their first touch with our staff. It creates first impression which lasts during their stay. 
To make guests feel comfortable, the receptionist should always be friendly. Receptionist behaviour should create a warm atmosphere. Recognition the guests by name makes them feel at home among friends.
There are some basic rules that we must know and use. 
· Keep genuine smile and eye contact.
· Speak clearly with pleasant tone of voice.
· Do not speak too slow or too fast.
· Do not be impatient, mechanical or indifferent. Always be helpful and interested.
· Sometimes it occurs something unexpected and urgent to do but we have to try to not keep the guests waiting longer than 10-15min. We have to arrange other colleagues to help the guests. We should apologize in person and the guests need to know how long will wait. We should offer them reading materials and refreshing drinks to keep good relationship. When the guests leave the hotel with a nice impression, it is more likely to return.
To avoid any inconvenience situations and make their stay an enjoyable experience, we must check guests room and if there is any problem, we have to deal with before arriving. A welcoming information packet about the area is a nice surprise. 
When the guests depart, we should serve them with the same care and attention we gave on their arrival. We should deal with checkout and arrange pick up their luggage on time. We should treat out guests as they are family members or close friends.
There is also basic telephone etiquette. The first telephone contacts is as important as the first meeting because reflect to guests attitude and influence the overall impression. We should answer as soon as possible, not later than third ring. If there is a delay, we must apologise immediately. We should speak clearly and slowly but answer promptly. 
[bookmark: _GoBack]We should great the caller and identify ourselves and the name of the establishment. We must not talk with food in our mouth or aside to colleagues whilst on the phone. We should speak into phone piece and don not cover it with a hand. We must always use positive expressions that show we are friendly and helpful. 
We need to be very careful when greeting guests. Some gestures differ from country to country. Different cultural groups act differently, what is normal and appropriate in European country could be an insult in another country. We must know about type of guest will arrive and be precise with our gestures, as body language has the power as words. We need to know are our guests tourists, business tourists or families, disable tourists or any other sickness, as they have different expectations and requirements.  
My first work experience in the hospitality industry was with Kip hotel-a small family hotel. I have worked there two years. I started as a housekeeper and later I became a senior housekeeper. I have learnt a lot from there but the most important for me are people. They are vital power for every business. If they are good trained and do the job from the bottom of their hearts, we can overcome any challenge. We were a small staff but working together as a team, as a family. Very important appraisal about our work is guests reviews. Here are some of them by the time I have been there: ’Staff very helpful. Room very clean.’’ Stayed in August 2017. ‘’Super kind staff…excellent service! Room tidy and clean.’’ Stayed in September 2017. ‘’LOOOOVED the staff, they were absolute gems. Thought the shared room was perfect. Beds were comfy, the shower was so good, and the complimentary hot drinks were key!’’ Stayed in December 2017. And much more. 
After this I started in one of Hilton hotel chain as a supervisor in housekeeping department. There are many good practises there but I saw gaps in my department. My opinion is the main problem there were people. For me they have not been trained enough and some of them worked as they are forced. This reflect to their work and our performance. We had many good reviews but at the same time many complaints
To summarise what is excellent customer service I would say it is all about make our guests feel desired, significant and give them unforgettable experience. We should show them that we understand, they can trust us and we care about their needs, wishes and expectations. Working in hospitality industry we should put all our efforts and do our job from the bottom of our heart. Because nothing can replace the genuine smile and this makes difference. In other words, served guests as you would like to be served and treat people as you would like to be treated. 
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