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Introduction
The modern competitive business world necessitates organizations to implement superior strategies over the competitors. Service quality is one of the critical factors for success, especially in the service industry. The strategies for providing high-quality services for a five-star hotel are aimed at satisfying the customers’ expectations and needs. Customer satisfaction is a contributing factor in ensuring repeat business and customers’ loyalty. The management of the service industry such as five-star hotels should develop a culture of quality to rest of employees. Everyone in the organization should identify the importance of quality in the hotel industry. Employees play a vital role in the hotel industry since they come face to face with the customers (Wojciechowska-Solis, Mazurek-Kusiak, & Soroka, 2017, p.181). Thus, they should possess essential skills such as communication, technical, problem-solving skills among others to serve the customers in a better way. Further, possession of such skills contributes to a healthy relationship among the hotel staffs and the customers. Increased competition in the hospitality industry has influenced hotels to have a wider choice for the value of money for the customers. 
Five-star hotels are luxurious, and the prices of their products and services are relatively higher than other hotels. Thus, customers’ expectation of value for their money is high (Sangode, 2016, p.43). A five-star hotel should continuously ensure the services offered to the customers are of superior quality. 
Service Quality
Researchers have defined the service quality in various ways (Allan, 2016, p.62). However, the definitions cut across the impression that the customers have on the inferiority or superiority of the services offered by the organization. The service quality is the life of a hotel and an integral aspect of service management. There exists a link between service quality and customer satisfaction (Allan, 2016, p.63). Further, customer satisfaction is also related to the repeat business. When a hotel portrays a compelling image to the customers, it creates a competitive advantage over the competitors. 
The service quality in five-star hotels assumes the following characteristics; tangibility, reliability, responsiveness, assurance and empathy (Gunarathne, 2014, p.2). The tangibility characteristic involves the physical appearance of the hotel facility and its surroundings (Wojciechowska et al., 2017, p. 180). The physical dimension includes the method of communication, the personnel, and the equipment. These factors create the initial impression of the hotel and hotels strive to create a positive impression to influence a repeat business. The reliability of the services offered by the hotel involves meeting the expectations of the customers. Further, reliability is critical since it gives the customers the first impression on whether the hotel fulfills the customers’ requirements and satisfaction. 
The concept of responsiveness in the service quality involves the willingness of the hotel in providing the customers with the services required for high quality and prompt services. The customers feel valued when they obtain high quality of service. The assurance of the service quality is vested on the employees  (Madar, 2014, p.71). The employees should earn confidence and trust from the customers (Wojciechowska et al., 2017, p. 180). When customers feel uncomfortable with the workers' services, the chances are that they will never return to the hotel again. Empathy in service quality is the care and attention administered to the customers visiting the hotel. Specialized individual treatment to customers makes them feel valued and influence a repeat business (Watiki, 2014, p.39). 
Customer satisfaction
The philosophy of customer satisfaction involves developing value for customers, managing the customers’ expectations and forecasting their expectations (Gunarathne, 2014, p.2). Further, a hotel should demonstrate the ability to satisfy the customers’ needs responsibly. Customer satisfaction and service quality are important factors for the success of the hotels (Gunarathne, 2014, p.2). Achieving sustainable advantage involves the provision of high-quality services that results in customer’s satisfaction. The two factors place the organization at the competitive edge as well as enhancing customers’ loyalty. Customer satisfaction is a result of the perception of the value received by the customers in the exchange of their resources. Achieving the customer satisfaction is a challenge to the organization. However, organizations make anticipations and identify the customers’ needs and make strategies aimed at satisfying the needs of the customers (Borgave, 2012, p. 14). Businesses that can identify and understand the customers’ needs generate higher revenue and profits compared to those that do not. Various researchers conceptualize the customer satisfaction as a person’s feeling of disappointments or pleasure by comparing the services offered by hotels about the expectations that the customer have (Watiki, 2014, p.19)
. Customer Retention
Customer retention is a sustained long-lasting relationship between a business and the customers. Customers patronize an organization product and services and refer other people on the superiority of an organization services (Allan, 2016, p.63). Customer retention also involves the decision made by the customers to continue utilizing the services offered by a firm from standards, expectations, and demands of the customers. When customers are satisfied by the services provided by a hotel, chances of retaining the customer increase (Borgave, 2012, p.24). Organizations obtain feedback from the customers and improve their services towards achieving customers’ satisfaction. 
Conclusion
Service quality is a crucial factor, especially in five-star hotels. Five-star hotels are considered to be luxurious, and their services are charged relatively higher than the rest of the hotels (Sangode, 2016, p.43). Thus to meet or exceed customers’ expectations, five-star hotels require to identify and anticipate the needs and wants of the customers. An employee plays a significant role in the delivery of quality services (Wojciechowska et al., 2017, p. 180). The management should consider the employee competencies such as communication and problem-solving skills before hiring them. Besides, the organization can implement a training program aimed at improving the skills of the employees (Wojciechowska et al., 2017, p. 180). Thus, organizations ought to consider employee job satisfaction to influence their morale toward work. Employees are the first contact and give the customers the first impression. Thus, their attitude affects the perception of the services they deliver to the customers. 
The modern business world is very competitive. Thus delivery of superior services in the hospitality industry is crucial. When a client is satisfied with the services offered by a hotel, there is a higher chance of returning for the services in the same hotel. Thus, customer retention is enhanced and referrals. 
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