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Executive Summary
Effective guest services and measures to promote the guest satisfaction rate are essential to maintain the business and brand image of the respective hotel. These also help to improve the revenue status and the market reputation of the organisation. Hotel Indigo is one of the premium quality hotels in the UK and provides their best effort and services to meet the expectations of their customers. Thus, the following report has portrayed the idea of guest service practices and management of the quality of these services to maintain the standard and reputation of the hotel. Besides this, the strategies required for the maintenance of reputation and various types of hotel standards have been discussed. Moreover, the importance of service culture and reputation management has been emphasised to suggest further improvement strategies. 
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[bookmark: _Toc150462429]Introduction
Guest services can be defined as the facilities and assistance provided by the hotel staff and authorities to make comfortable experiences for the visitors. Satisfactory guest assistance promotes interaction with their clients and resolves their issues to meet their satisfaction level. Hence, the following report will describe the guest service strategies followed by Hotel Indigo as well as the measurement approaches of the services. The effective hotel standards will be mentioned to compare the range of services among various hotels in the UK. Additionally, the reputation management techniques followed by Hotel Indigo will be underlined. The following report will also emphasise the concept of service culture and its significance in maintaining the hotel's reputation. Moreover, some future recommendations will be mentioned to promote the effectiveness of guest services.


[bookmark: _Toc150462430]Discussion of Guest Service Strategies and Measurements
[bookmark: _Toc150462431]Concept of Guest Service Strategies
Guest service strategies concentrate on the demand of the customers and adopt measures to attract them and maintain the profit margin. These strategies help to set the standard of facilities with care, loyalty, and consistency (Følstad and Skjuve, 2019). A positive and attractive guest service approach has an influential effect on the customers and promotes the market reputation. Moreover, it influences the adoption of sustainable hotel practices that lead to meeting customer demands and expectations. 
[bookmark: _Toc150462432]Importance of Guest Service Strategies
The guest services approaches followed by Hotel Indigo have some importance that helps the authority to maintain their business functionality. 
Lower cost of guest service
The hotel adopts measures to meet the trends of the modern world. They lower the guest service cost by promoting the measures of self-service. The visitors are comfortable resolving the issues by their own responsibilities and refuse the help of guest service providers in the hotel (Gil-Gomez et al., 2020). Hence, the management of Hotel Indigo took measures to advertise their guest services through digital platforms and attract customers. These help the guest service department to convince their clients and reduce the expenditure on guest service. 
Customer retention
The adoption of an effective customer retention strategy helps the authority of Hotel Indigo to promote the development of a loyal customer base, reduce the costs of guest acquisition, form a strong network of promotion, encourage the booking rates as well as improve the value generation of the company (Castillo et al., 2021). The strategies include an assessment of the booking history to identify potential customers, conducting proper market research to analyse the interest levels, understanding the motivation and desire of the guests to book the service, and offering incentives for repetitive bookings. Further, the hotel follows the strategies to provide special services to the VIP customers and promote the feedback generation program to value their guests.


Customer loyalty
The development of customer loyalty promotes the business scale of Hotel Indigo and helps to meet the organisational objectives. The hotel improves its customer loyalty by engaging them to provide valuable suggestions and feedback and improves the communication and interaction channels to understand personal preferences (Følstad and Skjuve, 2019). Moreover, the planning of the pricing strategies should be beneficial to meet the expectations of guests and improve their loyalty to the brand. 
[bookmark: _Toc150462433]Guest Service Measurements
The hotel industry follows some measures to analyse the guest service facilities and plans to improve them for much better results.
Net Promoter Score
NPS or Net Promoter Score is a systematic measurement metric that helps the organisation to measure the level of customer loyalty towards the brand and values of the enterprise. The NPS of Hotel Indigo is 48% and considered a good hotel service provider that meets the satisfaction of customers (Baquero, 2022). Further, it helps the organisation to compare their performance level with their potential competitors and promote the path to improve their actions. 
Average Resolution Time
this performance indicator identifies the need to get customer service support for the guest and the response of the respective department to solve the query. Hotel Indigo take effective measures about any complaint or query of their guests and resolves them with efficiency within a very short time limit. This helps to meet the satisfaction level of guests and the management uses the feedback to analyse the functionality of the guest service department (Cominetti and Murphy, 2022). The determination of the average resolution time can be done by the division of the duration of the process to resolve the case with the total number of issues. 
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[bookmark: _Toc150462435]Concept 
Hotel standards denote the level of hotel operations in a satisfactory manner that will fulfil the requirements of business agreements, maintenance of the hotel condition as of the comments of the authorities and maintenance of the terms and conditions of the market (Fredrick and Authority, 2019). The maintenance of hotel standards is essential to attract guests with confidence and avoid any issue in the maintenance of position in the competitive market. 
[bookmark: _Toc150462436]Reasons to maintain the Hotel Standard
Creating brand standards is essential for the maintenance of the business reputation and the functionality of the organisation. The reasons behind the maintenance of the hotel standards are given below.
Enhanced customer experience
The certifications and standards in the hotel market help to improve the customer experience in Hotel Indigo. This further helps to improve the existing customer base and also promotes the attraction and recommendation to new clients (ihgplc, 2023). This also facilitates the formation of positive perceptions and expectations from the hotel services and transfers its effects to a large scale. 
Promising customer loyalty
Hotel Indigo adopted various approaches to promote customer loyalty. They maintain a positive relationship with the customers and manifest the services in a satisfying manner (Simpao, 2023). The adequate service and facilities from the hotel ensure the comfort of the guests and contribute to the improvement of the brand image of the hotel. 
[bookmark: _Toc150462437]Comparison of hotel standards among different hotels
A diverse range of hotel standards is available that make distinct differences among services and standards of various hotels. This standard is totally dependent on the service qualities of the hotel. These standards contain six parameters design, uniform, service, programs, technical upgradation and loyalty level of customers and employees (Fredrick and Authority, 2019). Every hotel needs to follow these standards to retain its position in the competitive hospitality market. 
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[bookmark: _Toc150462439]Reputation management approaches followed by hotels
Website and search engine optimisation
The use of a company website along with the SEO facilities helps to reach the target audience, monitor the activity and approaches of competitors as well as respond to becoming more active in the digital area. Search engine optimisation helps to increase the possible reach of the hotel site and improve the performance level and attract clients (Marinakou, E. and Giousmpasoglou, 2019). These facilities promote the delivery of key information about Hotel Indigo with accuracy in a short time range. This helps to improve the popularity of the hotel and highlights its attractions. The essential factors that consider the relevance of data include authority and discoverability. 
Digital marketing and social media
The use of digital marketing measures and social media platforms helps the authority of Hotel Indigo to respond to the customer's feedback and create effective marketing content (Giglio et al., 2020). These help the organisation to connect with their clients, maintain positive activity over the internet, and reduce the chances of reputation damage. 
[bookmark: _Toc150462440]Significance of guest review management
Guest reviews or feedback can be used as an effective marketing tool for the maintenance of the brand and reputation of the hotel. It helps to improve customer loyalty and overall performance. The positive feedback works as an active motivator for the performance of the guest service department and related segments of the hotel (Anagnostopoulou et al., 2029). On the other hand, the negative reviews promote the identification and analysis of the limitations of the hotel services and influence the activities to improve them. 
[bookmark: _Toc150462441]Effect of negative reviews
The reputation and brand image of the hotel can be affected largely by negative reviews. This reduces the competitive standard of the business and global market value along with a low rate of customer engagement and loyalty (Marinakou, E. and Giousmpasoglou, 2019). This further hinders the financial growth of the company, reduces the revenues and affects the involvement of key stakeholders of the business.
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Service culture can be defined as the condition, where employees are dedicated and obsessed with providing the best quality service to their guests (Reidhead, 2020). The management and the workforce of the business adopt every possible measure to meet the satisfaction level of customers. 
[bookmark: _Toc150462444]Difference between service and corporate culture
Service culture defines the culture of the organisation consisting of employees in a collective way. In contrast with this, corporate culture helps to dedicate the thoughts, understanding and activity of the employees to support the surrounding environment. Corporate culture stresses the implementation of values, standards and ethics in the hotel sector to boost the performance level (Mariani et al., 2020). Other than these, service culture ensures the better service of Hotel Indigo to satisfy the needs of their guests. Corporate culture deals with the internal facilities and service culture concerns with the external facilities. 
[bookmark: _Toc150462445]Importance of service culture
Service culture is essential in maintaining the brand identity and provides influences to the decision-making processes. Further, it helps to improve communication, organisational functions, employee motivation and the loyalty of the customers (Reidhead, 2020). The positive service culture of Hotel Indigo promotes the development of a healthy work environment and improves the economic stability and market reputation.
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The above report has discussed the importance of guest service facilities of Hotel Indigo in the UK. It has been concluded that effective guest service facilities are essential to promote the brand image of the hotel as well as the customer loyalty base. It has been suggested that some average resolution time and NPS are used as effective tools to measure the effectiveness of the guest facilities. It has also been extrapolated that the use of social media and websites are some influential tools to improve customer engagement levels. Moreover, the extent of positive and negative feedback has been showcased and some future recommendations have been portrayed to improve the customer service facilities of the hotel. 


[bookmark: _Toc150462447]Recommendations
It has been highly recommended to improve the hotel standards by considering the reviews and negative comments and adopting measures to enhance customer engagement and brand awareness. Besides this, the improvement of the service culture is also necessary to provide a positive image of the hotel in the population (Gil-Gomez et al., 2020). Moreover, it has been suggested to conduct effective training measures to improve the skills and knowledge of employees and make them capable of dealing with clients in an effective and sophisticated manner. 
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