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Executive Summary
In this research paper, the importance of monitoring guest service for the hotel industry is discussed. Nowadays, the hotel industry has become very competitive so they must monitor guest services to achieve guest satisfaction. The Findings section of the research paper presents information related to reputation management, service culture, customer loyalty, and hotel standards of several hotels. The last part of the research paper reports on ways to improve the guest service approach.
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The main objective of this project is to discuss guest service approach monitoring. An important responsibility of every hotel management is to supervise the guest service activities. By monitoring the guest service, hotel management can learn about their strong and weak features and improve the weak features (Kvitkova & Petru, 2023). Reputation management, service culture, hotel standards, and customer loyalty are some of the important aspects of guest service. The author presents information about the service culture, hotel standards, customer loyalty, and reputation management of several popular hotels in this project.
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[bookmark: _Toc147746441]Reputation Management of the Hotel Industry
Reputation is a reflection of customer satisfaction, loyalty, and branding of a business organization. Business organizations with good customer satisfaction, loyalty, and branding also have a good reputation around the world. The team that determines or controls the reputation of a business organization is called reputation management. Reputation management is important for every hotel. Guests look at the hotel's reputation before accepting services from any hotel (Kadieva, 2017). Guests do not like to receive services from hotels that have a bad reputation. That is why reputation management is an important responsibility for every hotel. 
Various hotels have taken effective steps for reputation management. Fairmont Hotel management has formed a team for reputation management whose main responsibility is to receive customer ratings and reviews from its website. The responsibility of this team of Fairmont Hotel is to improve the reputation of the hotel by accepting good customer reviews and ratings from the website and helping the management resolve the issues of poor guest ratings or reviews (Syed et al., 2023). Kimpton is one of the popular hotels in the hotel industry that has focused on service quality for reputation management. 
Because the management of this hotel has realized that the reputation depends a lot on the service quality. Therefore, the management of this hotel has taken several other steps including staff training to improve service quality. The author has learned from several other hotel websites that every hotel is very careful about reputation management. Because without a good reputation, it is not possible to attract guests.

[bookmark: _Toc147746442]Service Culture of the Hotel Industry
How a restaurant is accustomed to serving guests is called service culture. Service culture is the tradition of a restaurant that attracts guests to receive service in the restaurant. Guests are not willing to accept service from a restaurant whose service culture is not of good quality. The service culture of the hotel industry expresses how they ensure overall service to guests. Conrad Hotel is a popular company in the hotel industry with a very advanced service culture (Rahimi & Gunlu, 2016). The management of this hotel has taken several customer demands and unique measures to ensure overall service to the guests. The authorities of Conrad Hotel have implemented spa services as per the demand of the customers so that the incoming guests can avail of the services from here. Spa service is one of the service cultures of this hotel. Guests have given rave reviews about Conrad Hotel's spa services on the hotel's website. Banyan Tree Hotel is another popular hotel with a very advanced service culture. The management of this hotel has also improved the service culture to satisfy the guests (Nazarian et al., 2017). One of the service cultures of Banyan Hotel is its car parking center and its transportation system. By booking a room at the Banyan Tree Hotel, guests can travel to various locations through the hotel's transportation system. Guests are not required to arrange any other ride for transportation. One of the service cultures of this hotel is to provide services to the guests through its transport system. 
Hotel Indigo is another popular hotel company that has a lot of popularity regarding service culture. Guests have given many positive reviews about the hotel's service culture on the website. Emergency doctor arrangement is one of the service culture of this hotel. The authorities of this hotel provide emergency doctors to the customers whenever they need them. ST Regis is another popular organization in the hotel industry whose service culture has gained popularity around the world (Reilly, 2018).

 One of the service cultures of ST Regis is the hospitality of the hotel staff and good accommodation. Within the website, guests have commented that every staff member at ST Regis Hotel is very friendly and goes out of their way to serve the guests. ST Regis Hotel also has a modern and technologically advanced accommodation system tailored to the demands of the guests. Each room in this hotel is designed under a smart room with all modern facilities for the guests. 
This author has taken information from various hotel websites to understand that each hotel adopts customer demands and unique strategies to improve service culture (Xu et al., 2020). There is a great need to improve service quality for the hotel industry. That is why every hotel management develops a service culture by including modern services.
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Hotel standard refers to the improvement of the service quality of a hotel and the development of the construction of this hotel. A standard hotel must be equipped with modern furniture, equipment, and a modern security system. Every hotel must have an acceptable level of hotel standards. The level of hotel standards of ST Regis is very high. Each location of this hotel is furnished with modern furniture and equipment. This hotel has first class and higher level facilities. Each room at ST Regis Hotel is designed under Smart Room which reflects the standard of this hotel. A modern security system has been implemented in this hotel to ensure extra security for the guests. 
Raffles is a well-known organization in the hotel industry that has maintained hotel standards. Every space in this hotel is decorated with modern lighting and furniture. Raffles Hotel management is also very careful to provide guest services that reflect the standard of their hotel (Simanungkalit et al., 2022). The management of this hotel has implemented all the modern facilities to satisfy the guests which has helped them to maintain the standard of the hotel. The author has understood from the information on the websites of various hotels that the authorities of each hotel have taken effective steps to maintain hotel standards.
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Customer Loyalty in the Hotel Industry
When customers are satisfied by receiving services from a particular hotel, loyalty is automatically created among them. Customer loyalty is very important to the hotel industry as it attracts guests to frequent the same hotel. 
The management of ST Regis Hotel is attentive to service quality to achieve customer loyalty. Because it is possible to automatically gain customer loyalty by improving service quality. So the management of this hotel has instructed every staff to always be engaged in customer service and not misbehave with the guests. Guests are very happy with the friendly staff and smart room facilities at ST Regis Hotel and have built loyalty towards this hotel (Margaretha et al., 2022). That's why many guests are used to receiving services at ST Regis hotels again and again. The management of ST Regis Hotel provides special discounts and better services for regular guests which helps in gaining more customer loyalty.
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The overall information of this research suggests that reputation management, service culture, hotel standards, and customer loyalty are important for every hotel. A hotel's service quality and tradition are reflected in reputation management and service culture (Leung et al., 2018). Reputation management, service culture, hotel standards, and customer loyalty encourage guests to accept services from hotels. Finally, one thing is clearly understood every hotel has an important responsibility to properly manage the activities of reputation management, service culture, hotel standards, brand consistency, and customer loyalty to achieve guest satisfaction.
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The hotel industry should follow several recommendations or steps to improve guest service. Analysis of guest demand should always be done to improve the guest service system. Every hotel should implement activities by conducting profile and demand analysis of potential guests. Hotel management should act on guest feedback which is an important step in improving guest service procedures. The management of every restaurant should arrange training for all employees so that they can learn to implement modern guest service activities. Employee training helps improve guest service. 
The hotel authorities should implement the use of the latest technology with which guest services can be improved. Hotels should take extra care of guests and implement more unique facilities to achieve guest satisfaction.
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