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Executive Summary
The hotel industry can enhance guest loyalty and satisfaction by handling the complaints of the customers, providing better services, and maintaining the relationship.  This report has discussed the issues and challenges that are encountered by the recent hotel industry. The strategies that are important to understand the needs of the customers of the hotel industry have been outlined. Moreover, the role of hospitality services to fulfil the changing expectations of the customers has been analysed. The operational systems that have an important role to provide excellent services have been explained in this report. Further, key challenges to practise guest services and some solutions to improve customer services in the hotel industry have been discussed. 
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[bookmark: _mu70sza5vdho][bookmark: _Toc150202356]Introduction
The hotel industry completely depends on the guests hence every organisation that belongs to this sector must provide the best customer service. Guest service is the key to building relationships between the clients and the organisation. Satisfied customers visit the same hotel again and again and also promote the service of the hotel. The reputation of a hotel depends on customer satisfaction hence every establishment in this industry must concentrate on guest service management. This report will evaluate the importance of customer service management to acknowledge the needs of guests. Further, guest service approaches of different hotels will be assessed to understand the required operational systems and resource provision and current issues in this industry. 


[bookmark: _tahua1lfe05n][bookmark: _Toc150202357]Importance of guest service strategies in understanding the guest needs
The needs and demands of the guests of the hotel industry can be understood by implementing customer service strategies. Some key points must be acknowledged to understand the needs of the customers. 
Personalisation
Every customer has different preferences when purchasing the services of the hotel industry. The buying behaviour of customers is recorded by some hotels and it allows them to offer personalised experiences. Personalised services fulfil the needs of the guests and the customer service professionals of the hotels can understand the demand of the guests. 
Competitive advantage
A profound understanding of the needs of guests fosters loyalty and also increases the percentage of repeat visits. Hotels like Premier Inn use loyalty programs to know the preferences of guests and offer them the services. Hence, the customers visit the hotel again and again and it increases the profitability of the hotel (premierinn, 2023). 
Customer satisfaction
Customer service strategies are made to satisfy and fulfil the needs of the guests and satisfy them. Satisfied guests often provide positive reviews and comments about their fulfilment of needs. The demands or needs that are not fulfilled are also mentioned by them. Hence, the customer service strategies can encourage guests to inform their needs to the hotels (Plumlee, 2020). 
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Customer satisfaction
Measuring customer services can help enhance guest satisfaction in future. The satisfaction level of guests can be understood accurately when the current services and the feedback of guests on the services are measured. Hence, the improvement areas will be identified and improved. However, satisfied guests recommend the services to others and also come back. 
Competitive edge
Organisations in the hotel industry have been going through high competition in recent years.  Therefore, the hotels are now concentrating on measuring their customer services to provide better services to the guests. Exceptional services can be provided by the hotels that empower the measurement of customer services (Hudson and Hudson, 2022). 
Quality control
Consistent service quality can be maintained by measuring the services that are provided to the guests. The hotels can maintain the standards of service quality when they regularly monitor the services and guests’ feedback. Further, the deficiencies in providing high-quality services are also rectified promptly when the services are measured regularly. 
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Reputation Management
Now, people like to have technology-driven services such as mobile check-ins and online booking systems. The expectations of guests regarding cleanliness, health, and safety protocols are also increasing. Hence, every hotel must maintain the requirements of the guests to hold and manage their reputation. The decisions and preferences of customers are now influenced by social media and online reviews. A positive image is maintained when the hotels are actively engaged with the feedback of the guests (Perez-Aranda et al., 2019).
Service Culture
The accommodation providers in the hospitality industry are now emphasising memorable and personalised guest experiences and a significant role is played by service culture here. Most hotels are now adopting sustainable practices such as energy-efficient designs, recycling programmes, and eco-friendly amenities to respond to eco-conscious guests. Moreover, several dietary options are offered to guests to consider their dietary preferences.  Some technological advantages such as virtual concierges and contactless check-ins are offered to the clients. 
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Brand Consistency
An excellent operational system is required to deliver better services to the guests and it also depends on considering brand consistency. Brand standards such as design elements, messaging guidelines, and service protocols must be clearly defined to the employees who are directly connected to the guests. Employee training is also an important part of brand consistency as the staff are given continuous training about the service culture and brand values of the hotel. Therefore, the employees are able to deliver excellent services as the hotels mention during the brand marketing. The quality of the services is regularly evaluated and audited to confirm that all standards are met consistently. 
Hotel Standards
Hotel standards include both the physical and operational standards which ensure that all expectations of customers are met easily. Every hotel tries to comply with both internal and industry standards to deliver excellent services to the guests. Industry standards are related to guest services, hygiene, and safety. While internal standards include monitoring and establishment of internal service quality. Identifying the competitors and measuring the service quality gap also fall under hotel standards. This also helps in identifying the areas for innovation and improvement to deliver better services. Maintaining standards ensures the quality and reliability of the services. 
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	JW Marriot
	Banyan Tree

	An upscale and sophisticated customer experience is offered by JW Marriot and most of its customers are business travellers. Hence, this hotel provides a corporate and polished ambience to guests. Most times, a professional and formal service approach is offered by this hotel and ensures that the needs of the guest are fulfilled efficiently. Top-notch services are provided by the well-trained employees of JW Marriott. Numerous facilities and amenities such as fitness centres, diverse dining options, and conference facilities are offered by this hotel to its guests (marriott, 2023). 
	This hotel concentrates on offering a more intimate and unique luxury experience to guests. The services and designs of this hotel are incorporated with nature and local culture. This hotel emphasises attentive and personalised services to its guests. Individualised care and attention are offered to the customers to ensure that guests do not face any kind of issues during their stay. The facilities and amenities of Banyan Tree hotel focus on relaxation. Some features like wellness facilities and spa are included and the services of this hotel are well-known for relaxation (banyantree, 2023). 
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Most hotels in the UK are encountering service failure due to the changing market trends. The reputation of the hotels is extensively impacted due to this use and many factors are there which are creating this problem for the hotel industry. Some factors that are contributing to service collapse issues are: 
Technological challenges
Hotel services must be updated with the current technology trends to provide the best services and fulfil the needs of guests. The use of malfunctioning and outdated technology including slow Wi-Fi and online room booking systems is a reason behind service failure. The customers become frustrated when they encounter such problems during their stay.
Customer expectations
Customers in the hotel industry now have higher expectations regarding hotel services. They expect to have faster and shorter response times, uninterrupted interaction, and personalised experience. Service failure issues are generated when the hotels are not able to fulfil the expectations and dissatisfied guests give negative reviews on different online platforms. 
Staff turnover and lack of training
Continuous training sessions are essential to be accustomed to the changing trends of the hotel industry. Inadequate training and high employee turnover may be the reason behind service failure. Customers of the hotel industry want a high quality of services nowadays and poorly trained and inexperienced employees are not able to fulfil the expectations of the guests (Ntounis et al., 2022). 
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Customer Loyalty
Customer loyalty programs reward guests and are also used as a tool to monitor customers' behaviour. Program data is used by the hotels to track the preferences, spending patterns, and repeat visits of guests. These programs allow the hotels to understand and deliver the service needs of the customers.
Guests feedback surveys
Some hotels encourage guests to provide feedback about the services that they have received during their stays. Collecting regular feedback from clients through comment cards and surveys help hotels in evaluating the satisfaction levels of guests. The improvement areas in the provided guest services will be identified through this procedure.
Establishment of KPI
A crucial role is played by the KPIs in motoring customer services as quantifiable data regarding guest services is provided by these indicators. The experience of guests can be measured by monitoring their check in and check out time and the responses of guest service providers to customers’ requests. New preference trends of guests and improvement areas are identified through this procedure (Mercan et al., 2021).
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Guests of the hotel industry are now more interested in technology-based services. Hence, most hotels in the UK such as Premier Inn, Hilton Hotels, and more are increasing the use of technology. Here are some technology-based services that can be used by the hotel industry:
Smart guest services 
Guests are now more concerned with their safety and times hence they expect faster check-out and check-in systems. The hotels can provide contactless and faster check-in as well as check-out services through kiosks and mobile apps. Apart from this, the room's service may include smart controls for temperature and lighting. 
Use of AI
The preferences and data of guests can be analysed by the use of AI hence the time and resources will be saved. This will help in providing personalised services and experience to the customers. Guests will be able to prefer their rooms and select activities and dining choices. Most operations will be completed in less time and the employees will also be motivated to work more effectively (Guillet, 2020).
Sustainable practices
Guests in the hotel industry are now concerned with eco-friendly hotel services. Therefore, eco-friendly technologies can be implemented in the hotels. The hotels can use technologies to conserve water and take initiatives to reduce waste. Energy-efficient lighting systems can be used by hotels to reduce the consumption of energy to operate the hotel services (McCartney and McCartney, 2020).
[bookmark: _em63bf43va95]

[bookmark: _69nomsluxlmj][bookmark: _Toc150202365]Conclusion
Guest services are the key elements of the hotel industry as the profitability of the hotels depends on the satisfaction of the customers. Customer service strategies such as personalised services, competitive advantages, and customer satisfaction have been used to understand the needs of guests. The satisfaction of customers has been assessed to measure the improvement areas to stand out in the competitive market. The role of quality control has been identified as a significant factor in measuring customer service. Several issues such as technological challenges, customer expectations, and lack of appropriate training have been identified to be responsible for service failure. The use of new technological innovations has been found to be effective for providing better quality guest services.
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