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The importance of effectively monitoring guest service approaches


[bookmark: _Toc150454992]Introduction 
Within the dynamic realm of hospitality, strategies for guest service are essential in shaping customer experiences and these approaches encompass a variety of interactions, beginning with the initial contact and extending to engagements following the stay.     The significance of these interactions lies in their significant impact on guest satisfaction, loyalty, and the overall image of the establishment. In a world filled with numerous choices, it is essential to stay informed about evolving service trends as modern visitors are discerning, seeking more than just accommodation but an extraordinary adventure. Staying flexible and open to changing expectations ensures that you stay relevant and competitive in the market while in addition, positive guest experiences greatly influence receiving favorable evaluations and word-of-mouth recommendations, which play a crucial role in business growth. (Ford & Stout, 2018)

At its core, hospitality involves creating a haven for guests, where their needs are anticipated and exceeded and this initial observation emphasizes the significance of embracing and mastering new service methods in the ongoing pursuit of exceptional guest satisfaction.  (Oliver, 2020)

[bookmark: _Toc150454993]Service Culture
The service culture within hotels plays a vital role in shaping the approaches to guest service, fostering an environment where guest satisfaction is the top priority and hotels strive to create a memorable experience, and the culture of service is essential in achieving this.  Take the Mandarin Oriental Hotel as an example as this hotel is widely renowned for its exceptional service culture, surpassing conventional standards of hospitality.     Staff members go above and beyond their roles as service providers, ensuring that guests feel genuinely valued and cared for and this approach greatly enhances the guest service by placing a strong emphasis on anticipating their needs. Moreover, the staff goes above and beyond to fulfill guest desires even before they are voiced as the goal is to create a strong connection and exceed expected results.  (Mandarin OrientalHotel Group, 2021)


The service culture at Mandarin Oriental is focused on attention to detail, courtesy, and a commitment to exceeding expectations and this  has a significant impact on the training programs, initiatives to empower staff, and the overall culture of the hotel.     The result is a customer service approach that surpasses traditional transactions and instead offers a personalized, captivating experience.  (Hart & Chase, 2022)

Throughout the entire hotel industry, there is a shift happening in the service culture to prioritize the desires and requirements of guests and this involves incorporating technology, personalization, and a dedication to sustainability.     Hotels are becoming more and more conscious of the importance of delivering exceptional service to foster guest loyalty, thus, the service culture continues to play a crucial role in crafting exceptional and memorable guest experiences.  (Reichheld & Sasser, 2020)

Hotels that want to appeal to millennials in their service culture should focus on being genuine, offering personalized experiences, and seamlessly incorporating technology and the Mandarin Oriental sets itself apart by embracing a service culture that goes beyond traditional hospitality.     The staff receives specialized training to provide tailored experiences, leveraging technology to enhance efficiency and deliver personalized service while for instance, the hotel could use mobile applications to streamline check-in processes, incorporate smart controls for the rooms, and offer personalized recommendations using data analysis.    The Mandarin Oriental priorities sustainability in its service culture, aligning with the eco-conscious values of millennials and it also  sets a high standard for hotels looking to connect with the millennial demographic. They prioritize authenticity, personalization, technology, and sustainability in their service culture. (Mandarin OrientalHotel Group, 2020)


[bookmark: _Toc150454994]Reputation Management
 The management of reputation is a key factor in shaping the strategies used by hotels to deliver exceptional guest service and this is because maintaining a positive online reputation is crucial for attracting and retaining customers.     (McAlexander & Honey,  2017)

When it comes to reputation management, the hotels should show a remarkable skill in handling challenges proactively as when faced with negative online reviews, the hotel should prioritize addressing them promptly and personally.     This demonstrates a commitment to ensuring guest satisfaction, while also emphasizing transparency and a willingness to address any concerns.     (Lewis & Bine, 2017)

Furthermore, the hotel should strategically leverages positive evaluations and testimonials as part of its marketing strategy as guest feedback is incorporated into promotional materials, showcasing the authentic experiences of previous guests. This approach not only enhances the hotel's reputation but also serves as a powerful tool in fostering positive guest expectations. A hotel’s success is credited to its skillful use of reputation management as a proactive approach to encourage visitor engagement and the hotel should continuously enhances its approach by integrating feedback, whether it is positive or negative, into its service culture.   This ensures that every visitor has an exceptional and personalized experience but also, it showcases how the management of guest experiences impacts service strategies by turning challenges into chances for improvement and emphasizing a commitment to continuous enhancement.  (Grewal et al., 2017)

Without a doubt, it is crucial to uphold a favorable image in order to attract and keep millennial guests in the hospitality industry as Millennials heavily rely on online reviews and social media when making decisions, and a positive reputation greatly influences their choices.    Hotels that take charge of their online reputation, promptly respond to feedback, and showcase authentic guest experiences effectively cater to the preferences of millennial visitors, building trust and fostering loyalty. (Ford & Stout, 2018)

[bookmark: _Toc150454995]Brand Consistency
Maintaining brand consistency in hotels is essential for creating a unified and easily recognizable visitor experience and issues can arise when there is inconsistency across various touch-points, leading to confusion or a diminished brand reputation.  (Hart & Chase, 2022)

A common issue arises from the inconsistency in service provision, leading to clients experiencing different encounters across various hotel locations or departments and to address this issue, hotels could implement rigorous training programs, set clear service standards, and regularly assess performance to ensure consistency.  (McAlexander & Honey, 2017)

Another challenge is to maintain the consistency of visual and communicative elements while differences in branding elements or communication could potentially weaken brand recognition.     One potential approach is to establish and enforce brand guidelines, which would guarantee that all digital and physical products adhere closely to the predetermined brand identity.  (Daholkar & Thorpe, 2022)

The Mandarin Oriental Hotel showcases a remarkable commitment to maintaining a consistent brand image and the hotel firm has successfully addressed these issues by implementing a thorough training program and strictly following brand guidelines.   Personnel at all sites undergo comprehensive training programs that focus on the core principles and service standards of the brand while in addition, the Mandarin Oriental maintains a distinct visual identity that is consistently utilized in various marketing materials, ensuring a cohesive and recognizable brand image worldwide.  (Mandarin OrientalHotel Group, 2023)

Hotels can overcome challenges related to brand consistency by investing in training programs, enforcing clear guidelines, and upholding a cohesive visual and communicative identity and the  Mandarin Oriental's commitment to maintaining a consistent brand image showcases the positive impact that such strategies can have on creating a cohesive and memorable guest experience.  (Oliver, 2020)

Millennials, with their proficiency in technology and strong social consciousness, place a high value on authentic and trustworthy interactions with brands and hotels catering to the preferences of young adults should focus on seamlessly blending digital and physical experiences, while ensuring that their brand message aligns with their values.  (Holloway et al., 2023)

The Mandarin Oriental has successfully embraced the needs and preferences of the younger generation by incorporating cutting-edge technology and a strong commitment to sustainability into its core values and the hotel organization offers modern amenities through online platforms and in-room experiences, while maintaining a commitment to personalized and environmentally-friendly luxury.     The Mandarin Oriental is a great choice for millennials who are looking for unique, socially aware, and tech-savvy experiences, as this approach perfectly matches their preferences.  (Mandarin OrientalHotel Group, 2021)


[bookmark: _Toc150454996]Service Failure
Issues in hotels can vary greatly and may involve challenges with making reservations, the condition of rooms, or lapses in customer service and these shortcomings greatly impact passenger satisfaction.     A common problem that often arises is the occurrence of check-ins being delayed or mishandled, which can lead to feelings of frustration while to address this matter, hotels could implement more efficient check-in processes, offer personalized greetings, and ensure transparent communication about possible delays.  (Parasuraman et al., 2015)

There may also be issues related to the room, such as cleaning or maintenance and to address these concerns, hotels should focus on conducting regular inspections, offering thorough training for housekeeping staff, and promptly addressing any guest complaints.  (Kano, 2022)

The Mandarin Oriental Hotel demonstrates a remarkable ability to handle service failures with finesse so, if an error happens, the hotel is well-known for its proactive and personalized approach to addressing the problem and ensuring customer happiness is restored.     For instance, if a guest faces any challenges during their stay, the Mandarin Oriental staff promptly resolves the issue and often goes the extra mile by offering complimentary experiences, services, or gestures tailored to the guest's interests and by promptly addressing the concern, the hotel not only turns a negative experience into a positive one, but also showcases its commitment to exceeding customer expectations and maintaining a reputation for exceptional service.  (Mandarin OrientalHotel Group, 2022)

[bookmark: _Toc150454997]Conclusion
Visitor service approaches in hotels are crucial as they significantly influence visitor satisfaction, loyalty, and the overall reputation of the company and a personalized and attentive service culture sets the stage for exceptional experiences, creating lasting impressions that foster repeat business and positive recommendations.     The success of a hotel is determined by its ability to maintain a high level of consistency, meet the diverse expectations of its guests, and proactively address any service issues that may arise while in the highly competitive hospitality industry, placing a strong emphasis on guest service is not just important, but also crucial for hotels that want to thrive.
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