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Executive Summary
The report has discussed a detailed analysis of the topic of guest service and hospitality. The report has drawn an understanding of the service guest monitoring approach and its importance. An analysis of the hotel industry called Banyan Tree with its service quality has been highlighted in this report. The issues of this hotel sector and recommendations for Banyan Tree from the market trends have been discussed in the report. Furthermore, the recommendations for the hospitality and hotel industry have been depicted in the report.
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[bookmark: _heading=h.gjdgxs]Introduction 
The report will briefly focus on the understanding of the service of the guest monitoring approach with its basic importance in the international market. Banyan Tree is the reputed hotel industry that flourished as a multi-branded and independent hospitality group and its service quality will be discussed in the following report. The impact of reputation management and service culture of the Banyan Tree hospitality sector will be highlighted in the report. The challenges of this hotel sector and according to the market trends the recommendations that the hotel industry needs in today's world will be depicted in the report. In addition, the competitors of Banyan Tree and general recommendations for the hospitality sectors will be explained in detail in the report.





Guest service approaches
Definition of Guest service approaches
Guest service is a skill that is very important for any kind of business or organisation. Through this skill, any industry can make customers feel comfortable, memorable and happy with their services or products. Continuing to monitor guest service is very important for any company to build a strong relationship with their customers. Along with this, it helps to increase revenues, and boost referrals. All the people connected with the company should gain skills and knowledge to handle different situations depending on the several customer's needs, their emotions and their expectations. Therefore, guest service approaches are very important for any kind of hospitality industry to grow its popularity in the market (Følstad, 2019).
[bookmark: _heading=h.30j0zll]Importance of guest service approaches
This section of this report will discuss the importance of guest service approaches. Guest service helps any company to build a positive relationship with their customers. If any hospitality organisation can build a good customer service base it will help them to connect with their customers efficiently. Moreover, it will help any company to create a positive reputation in the market. Continuing to monitor guest service also helps any hospitality industry to attract more customers by gaining satisfaction and loyalty from them (Groth, Johnson, 2019).
[bookmark: _heading=h.1fob9te]Impact of monitoring guest service approaches
[bookmark: _heading=h.3znysh7]The Reputation Management system of Banyan Tree
Consistency in brand
Banyan Tree mainly focuses on its brand consistency processes to maintain its reputation in the hospitality sector. This company is always careful about its strong corporate identity which helps to build an identity for their organisation (Abdelmoety, 2020). 
Inconsistency in brand
Banyan Tree works on its physical evidence that is associated with the industry’s establishment like, pictures, design of the logos, typography etc. Along with this, the company is very careful about the brand and it should not face any inconsistency. Brand inconsistency can break customer’s trust and loyalty on the company and due to this, the organisation can face a huge loss in their business. Therefore, Banyan Tree always tries to maintain the consistency of its brand by keeping various updated information for its customers and by updating its website in online so that consumers should not face any problems. Banyan Tree is still trying to launch some new restaurants in different places by maintaining strict government rules. This company has been partnered with Pixel Onion and it has helped the company by opening different platforms. 
Housekeeping services
Moreover, the company’s other focal point is its housekeeping standard. The organisation always try to keep their hotel entrance very clean as the first impression is the last impression. Banyan Tree keeps its focus on the guest rooms by inspecting the rooms, sanitising and cleaning every corner of the bathrooms, wiping off every surface of the rooms and removing all the trash. 
Technological improvement
This organisation also continue their work on technological improvement. They always try to invest more in updating their online websites so that customers can feel comfortable booking hotels without physical visiting. Banyan Tree also tries to innovate some new technological advantages in their hotels. Therefore, these all are the processes that Banyan Tree implement in the company to manage its reputation (Guillet, 2021). 
[bookmark: _heading=h.2et92p0]Service Culture system of Banyan Tree
Customer service experience  
The Service Culture system of the Banyan Tree has both sides good and bad. This company mostly try to focus on their service culture though, in some cases, they fail to maintain their best customer service process. The main reason for this weak customer service is the company does not understand the aspects in which the brand is worthy of their customer’s loyalty. The management system of this company does not sit with their team regarding this issue and does not make any marketing strategy. This can be a big threat in the future for this company. 
Deeper relationship with customers
Furthermore, the company does not try to grow any deeper relationships with its consumers and Banyan Tree does not give that much of a place to their customers to connect with the brand and with each other. 
Feedback taking process
On the other hand, the good side of the Service Culture of Banyan Tree is they always try to take feedback from their customers at every chance they get. It helps this organisation to understand how much customers are happy with their services. This company also ask their customer service team members about the response of the customers for common issues and after that, they work on this matter accordingly. 
Working on improving customer service experience
This company also continue their work on improving their customer service experience. They regularly check their values and brand identity as they have some weaknesses in their customer service base. As many customers are joining with this company, the industry is trying to develop its marketing strategies and massaging.
[bookmark: _heading=h.tyjcwt]Obstacles of banyan Trees
Banyan Tree is facing a lot of issues regarding its popularity in the market. They do not meet their customer experience as their customer service base is not that much of good. They do not sit with their team members regarding this matter or how to solve it. They are unable to connect with their customers in depth. Along with this, Amazon Web Services is the website on which this company basically hosted. This website is very critical for the company's reputation and for generating revenue as this website faces a number of challenges to reaching full. This platform was unable to meet customer’s expectations due to its variability and issues in availability (Tsao, 2018).
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Initially, Banyan Tree has to improve its customer service experience base. They can sit with their customer service team members regarding this issue and can talk with them. They can connect with their most valuable customers and can ask for feedback for their services so that the company can meet customer’s expectations as per their needs. Along with this, the company has to update their online platform. Most of the customers are comfortable booking their hotel through online. Therefore, if they can invest more money in updating their online website it will help the company to grow their value in the hospitality industry.
[bookmark: _heading=h.1t3h5sf]Recommendations
It is highly recommended to all of the hospitality sectors in the UK to improve their service qualities in order to get more potential customers. With the engagement of more customers, hotel industries will get more revenue and it is beneficial for them to run businesses smoothly. Moreover, hospitality sectors can get the advantage of expanding their business by using better quality service (Wong, 2020).
It is advisable for the UK’s hotel sectors to utilise advanced technologies in different ways. Through using different technologies, these types of firms can provide more comfort to the customers. Conduct room service robot is a way of advanced technology that any hotel sector can utilise to get high revenue and customers’ positive feedback (Akbar, 2018).
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Factors

	1 Kimpton 
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	2 Sofitel
[image: ]
	3 Banyan Tree
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	Basic price  

	£117.84
	£184.51
	£585.69

	Rating (Tripadvisor out of 5) 
	4
	4.5
	5

	Revenue 
	 25 Million
	17 Million
	159.2 Million

	Service quality 
	Good
	Very good
	Excellent


Source-  (Tripadvisor, 2023)
Analysis
Banyan Tree hotel sector in the UK is best for travellers to travel comfortably. According to the above information, the hospitality industry gets feedback in a positive way from customers and the rating of this company is 5 out of 5. In addition, the Banyan Tree’s revenue is too high in the UK marketplace rather than the other two hotel industries. Kimpton and Sofitel hotel sectors can’t give proper quality services which Banyan Tree provides to the customers. Thus, Banyan Tree Company make more customer engagement from these positive aspects.


[bookmark: _heading=h.17dp8vu]Conclusion
The report has discussed the concepts of service of guest monitoring approach with its importance for the hotel sectors in the UK marketplace. The influences of service culture and reputation management of the Banyan Tree hotel industry have been explained in the report. The challenges faced by this hospitality sector nowadays and the recommendations that are needed according to the market trends have been depicted in the report. Moreover, the competitors in this industry have been shown with the recommendations for the hotel firms in the UK market have been portrayed in the report.
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