[bookmark: _GoBack]

Emilia Zelin

1815221
Hospitality and Guest Service Management
M4X01915
Hospitality and Guests Services
Lecturer Dale Clarke

Trident Hotel, Jamaica 
             
[image: th]









Table of Contents



Introduction …………………………………………………………...3
Discussion/Evaluation and Critical Analysis………………………5
Conclusion ……………………………………………………………7
Reference List ……………………………………………………….8

















Introduction 


The main purpose of this report is to discuss and analyse the quality of the services provided by Trident Hotel, Jamaica, the way the management team is handling different guests enquires and how they adapt to customer preferences. In any kind of business, the client is the most important part in having a successful, well known company.  The key of the growth in the tourism industry, in the last years, is defined by a great hospitality service. The facilities offered by any business and the way the staff is treating the customer is the most important part in succeeding.  If the customer is happy then he may come back or recommend the hotel services further to his friends. Trident Hotel, Jamaica is one of the hotels that are delivering great customer service, the team focus on customer wants and needs in a very polite way and the communication between the management team and the customer is impressive.  Receiving 5 starts reviews from 95% of visitors, Trident Hotel is taking all the pride in satisfying the customer.  Also, the guests said that they “felt like making part of a big family”, which is essential for a successful business, leaving the idea of a cosy and quiet hotel. The history of the hotel and how the new management is leading this hotel from 2009, to a well-known luxury hotel, are some more bullets that this report will analyse. 

















Discussion/Evaluation and Critical Analysis:

Service provided by Trident Hotel, Jamaica 

The Trident Hotel is a 5 stars hotel, one of the most suitable places for short trips, conferences, private events, products launch, weddings and honeymoons. The construction of the amazing hotel took nearly a decade. It opened to the public in 1980 with spacious and breath-taking rooms and remarkable architecture that made the hotel a great achievement (USA Today, 2018). It is situated in the north side of the island, close to Port Antonio. It is a property that feels unique in Jamaica, as it is close to Trident Castle, Rio Grande, Blue Lagoon, Boston Bay Beach, so it is perfect for a romantic trip and for a family trip if you want to relax in the Caribbean. The management team is also supporting different private events like products launch, fashion events, fashion shoots, conferences and even weddings, having 13 different villas, each with a private terrace and pool, offering the intimacy that the customers needs. Other guests may prefer an adventurous journey , full of fun activities so the staff is guiding them to different types of activities,  Guests from different classes of travellers can access this exclusive accommodation and amazing views and can benefit of all the facilities offered by both Trident Hotel and Trident Castle: pool, yoga desk, spa, fitness and a restaurant inspired by the Golden Age that offers international dishes where the customer are pleased by wonderful ocean and mountain views. Rooms start with £200 per night for a single person.

     Trident hotel is very successful because it is providing adequate services towards their whole consumer base in order to satisfy every consumer (Manhas and Tukamushaba,2015). The services provided are king size bedrooms with smart TV, Wi-Fi Connections, Free landline phones, luxury shower, mini bar / wet bar, private pool, 24 hours front desk, babysitter service, wonderful landscape and welcome summer drink on arrival.  This last service is showing how passionate are the staff members about satisfying the customer expectations, which is very good for a hotel to interact with the customer from his first step in the building. Besides these facilities customer could benefit of: VIP airport transfer, a pass to Frenchman`s Cove, massage and all the other spa and Salon facilities, Private Snorkelling lessons, fitness lessons, media rooms with cinema, private beach where they have experiences Water Sports Guides that are happy to accompany every customer  on a chosen excursion, including an kayak trip or a boat ride along the Jamaican coast, there are children areas as well with a site supervisor that is taking care of them . All these amenities brought a high level of customer satisfaction because the quality of the products and services are having a good value, the atmosphere is friendly, and the staff is very helpful and polite. 
Hospitality is really making improvements in different aspects, trying to get the best out of their product and maintain the international quality standard at a high level. The hotel is quite successful, and there are not biggest changes regarding the quality or the diversity of the services along with the comfort of the tourist. 




Quality management and improvements of Trident Hotel, Port Antonio, Jamaica. 

After it`s construction, the owner of this beautiful edifice was the architect Earl Levy. He made few changes during the years. Famous guests like Tom Cruise and Johnny Deep visited these quiet, peaceful places. These big events made the hotel known. In 2003 Michael Lee Chin the billionaire, purchased the Trident Villas. In 2009 he made a smart decision when he bought the Trident Castle with $2.1 million. Experts estimated the castle would have been worth £8 million. Owning these properties, Michael started to invest money in developing and maintaining the construction. He also put a lot of effort in having quality staff, training them to response to any possible query.
By the years Trident Hotel become a well-known Caribbean hotel for it`s quite and private atmosphere and for its luxury facilities, great and friendly staff and amazing landscapes. The strategy used by the owner is focused on client’s comfort, offering all the help and support needed, the staff is well trained in meeting the customer expectations and sometimes anticipate their needs. (Tesone, 2017). There are very few customers complaining about different sides of their experience, but no one ever complained about a staff member, there are just difference between the cultures and taste, 
Assisted by Hotel Traffic Builders, a hospitality marketing agency, the hotel could grow consistently in the last 5 years and it attracted many more tourists during the year. This strategy helped the owner making his business successful, being sponsored by many advertising companies, he could get many celebrities visiting his lands. With the years he developed a lot more activities and updated the general cuisine to meet the customer preferences.
As mentioned above the team is focused on the customer, even if something went wrong the customers are still happy with their experience and there are still giving good reviews about the hotel. The management team it is very responsive to every message they receive, they are thanking to everybody for their visit and for the feedback and they are making sure that the guests are having a memorable vacation. According to Michael Happel (2010) “delivering remarkable services is making the customers coming back, encouraging them to come back as they will keep improving their services is another plus in developing the business”. The team is also adapting quickly to any customer preferences as Trident Hotel is an International hotel with different types of dishes from Jamaican to Japanese and English. 95% of the reviews on Trip Advisor are for excellent services, cleanliness, value, sleep quality, location, rooms and these criteria are making the hotel a remarkable one in demonstration a high level of customer service. The team focus and dedication to the customers’ requirements made this Hotel obtain many certificates along the years. The hotel is Traveler ` s Choice Award from 2014 to 2019 according to Trip Advisor , it is the winner of the Outside Travel Award – Best Hotel in 2014  , it obtained some more World Travel Awards for The Caribbean`s Leading Boutique Hotel from 2014 to 2018 , Trident Hotel received 2018 Choice Award  from Experts Choice and was featured in The Guardian , Entrepreneur and The New York Times and it is having a really nice collection of Excellence Certificates . 
The only issue that the hotel is facing, and the customers are complaining about is not having an offer with breakfast included and that it is expensive and not so diverse compared with other meals. The team reply is really impressive as they keep being nice and polite and they are asking the guest some more questions about what food they order and what area disappointed him the most, and also recommended him some more menus to try in future trips , to stay above other hotels from the area they must pay more attention to  the globalization trends.( WANG Jin-zhao & WANG, 2009 )  Another missing point is that pets are not allowed on the property. They should create a special place destinated for pets to extent their target market.  Understanding the issue is the most important step before acting on any situation. The quality of the products and services offered by Trident Hotel are maintaining the standards of every customer showing continuous improvements.  The customers expectations are changing with the time they want more luxurious services, more and more quality of services. (Solomon, 2014). Nobody complains about the violation of the Privacy Rights, which makes this hotel safe. In the reviews the customers are having just good words about the cleanliness of the rooms and other amenities, and about the quality of sleep that is really making the guests not forget this experience. 
Using the `` People 1`st Principles`` Trident Hotel could grow much more than that. A market research is all they need to summarize the customer wants and needs, they need to compare the existing trends to get a better view of what is the market requiring. They must carefully study the guest’s requirement trying to improve and satisfy all the customer needs. Offering discounts is another way of attracting new visitor.   After that they can easily prepare an action plan, in order to achieve the goal of having just happy customers. 







Conclusion 


In conclusion Trident Hotel is one of the most beautiful architectural building along with the Trident Castle, where most of the customers are leaving fully satisfied. It is offering a large variety of amenities for all kinds of tastes, it is adapting quickly to the customer preferences, winning Excellence Certificates and Travel and Tourism Awards, with fully competent staff that is always helpful, nice and polite, solving the guests enquires in a fast and prompt manner. Its location is making it perfect for quiet and relaxing trips , where the customers enjoys a lot of privacy, compared to other Jamaican Hotels , a lot of people are choosing the Northern Coast for a holiday and this made Trident Hotel being on the 3rd place in The Best Jamaican hotels ( Visit Jamaica ).The only improvements that the manager should make is getting a pet allowance so the number of visitors will totally increase , and sell more diverse food and offer different menus for breakfast as guests are complaining about this part of service . The rest of the services are irreproachable, from greeting customers, supporting their daily activities, getting memorable experiences and making their holiday unforgettable. Guests are leaving very happy which is making them to recommend Trident Hotel further to their friends and giving positive feedback on social media.
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