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Executive Summary:
Among the world's most competitive industries is the hospitality sector. Businesses must always be developing and refining their guest service strategies if they hope to flourish. A good approach to accomplish this is to keep an eye on guest service. Numerous techniques, including mystery shopping, guest surveys, and social media monitoring, might be used to accomplish this. [Hinkin, T. R., & Tracey, J. B. (2004)] Effective guest service monitoring has several advantages. Initially, it can assist companies in pinpointing their strengths and opportunities for development. Secondly, it can assist companies in monitoring their advancements over time and observing how their customer service is getting better. Thirdly, it can assist companies in recognising possible concerns and taking action before they develop into more significant ones.Businesses have several obstacles to overcome when it comes to efficiently overseeing guest service. The subjective nature of guest reviews presents one difficulty. One additional difficulty is keeping track of guest service through a variety of channels, including social media comments, internet reviews, and in-person feedback. For companies in the hospitality sector, efficiently supervising guest service is crucial, despite the difficulties. By doing this, companies can make sure they are staying ahead of the competition and giving their customers the greatest experience possible .[Liu, C.,
& Zhang, Y. (2021)]
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Introduction:
There is fierce competition in the hospitality sector. To be successful, businesses must provide outstanding customer service and stay up to date with the latest trends. Effectively monitoring guest service strategies is one strategy to make sure your company is offering the greatest customer service available. There are several methods for keeping an eye on guest service. One popular method is to survey visitors. [Tanford, S., & Brown, S. (2019)] It is possible to conduct guest surveys via the phone, online, or in person. They can be used to get opinions on a range of elements of the visitor experience, including the standard of the lodging, the selection of food and drinks, and the staff's level of service. Utilizing social media to keep an eye on guest service is another method. Social media sites like Facebook, Instagram, and Twitter can be an excellent method to monitor customer opinion and spot possible issues. Companies can monitor brand mentions and customer feedback on social media by using tools for social media monitoring. Another technique to check on customer service is by mystery shopping. Sending trained people to a firm to directly experience customer service is known as mystery shopping. Mystery shoppers can evaluate the level of personnel service, facility cleanliness, and general consumer satisfaction. [Hinkin, T. R., & Tracey,
J. B. (2004)]


Main Findings:
Reputation Management:
The process of keeping an eye on and managing a company's internet reputation is known as reputation management. Managing news stories, social media posts, and consumer reviews falls within this category. Because it can have a big impact on reservations, reputation management is crucial for companies in the hospitality sector.
Businesses can take a variety of actions to control their internet reputation. [Tanford, S.,
& Brown, S. (2019)] They should first keep an eye on the reviews they have left on websites like TripAdvisor and Google. Businesses should reply to unfavorable evaluations in a timely and courteous manner. Additionally, companies want to motivate their clients to write favorable reviews. [(Marriott International, 2022)].In the digital age, a hotel's reputation is largely shaped by its online reviews. Negative evaluations can hurt a hotel's reputation, whereas positive ratings can greatly improve it. For example, Marriott International understands how critical it is to keep an eye on internet reviews and act quickly to address them in order to preserve a strong online presence. Social media sites are excellent resources for user reviews and brand visibility. Hotels may communicate with visitors and demonstrate their dedication to providing exceptional service by maintaining an active and interesting social media presence. They can accomplish this by providing post-stay surveys to guests and providing incentives for them to write reviews. [Leung, S., & Bai, B. (2019]
Service Culture:
The ideals and beliefs that direct employees' interactions with clients are known as service culture. Businesses in the hospitality sector must have a strong service culture. The Ritz-Carlton is well known for its flawless service, and its "Gold Standards" serve as an example of its exceptional culture. These guidelines include staff development as well as a dedication to making every visitor experience outstanding [(The Ritz-Carlton, 2022)]. A robust service culture is dynamic and ever-changing. Sustaining and improving service excellence requires continual staff training, evaluation, and feedback systems.There are several things that organizations can do to build a great service culture, but it all starts with the attitude and dedication of their staff to provide exceptional customer service. First and foremost, they ought to appoint workers who are extroverted and amiable by nature. Second, they ought to teach staff members the best practices for customer care. Thirdly, they ought to honor and commend staff members who deliver superior customer service. [Rust, R. T., & Oliver, R. L. (2000)]
Brand Consistency:
Ensuring a uniform representation of a business's brand across all platforms is known as brand consistency. This covers the company's marketing materials, social media accounts, and website. For companies in the hotel sector, maintaining brand consistency is crucial as it fosters a favorable and uniform consumer experience .Businesses can take several measures to guarantee brand coherence. They ought to create a brand style guide first. This applies to their print materials, social media profiles, and websites. [Hinkin, T. R., & Tracey, J. B. (2004)]
Health and Safety Procedures:
Following the COVID-19 outbreak, lodging facilities have put in place stringent health and safety procedures. Improved cleaning practices, contactless check-in and check-out, and social distancing strategies are a few examples. Having good communication and putting health and safety procedures in place are crucial to gaining the trust of visitors and making sure they are safe while here.[Hinkin, T. R., & Tracey, J.
B. (2004)]
Hotel Standards:
Maintaining strict hotel standards is essential to making guests happy.
Maintaining high hotel standards is essential to providing a remarkable and consistent guest experience. Global hotel chain Accor scrupulously follows set standards for quality to guarantee consistent excellence throughout all of its hotels. In order to provide guests confidence in their selection, hotels undergo routine audits and inspections to verify that they adhere to these quality requirements. [(Accor, 2022)].
Customer Loyalty:
Hilton Hhonors, offers a range of incentives to promote brand loyalty and repeat business. Successful loyalty programmes frequently include customized rewards, preference recognition, and personalization. Hotels can retain and reward their most loyal guests with loyalty programmes like Hilton Hhonors, which increases the likelihood that they will return. [(Hilton, 2022)].
Sustainability Initiatives:
In the hotel sector, sustainability is fast becoming a major trend. Prominent lodging establishments, such as InterContinental Hotels Group (IHG), are embracing environmentally conscious measures like minimizing waste, conserving energy, and procuring products sustainably In order to promote environmental responsibility and financial savings, hotels are urging their visitors to take part in green programmes, reuse towels, and use less energy .[(IHG, 2022).]
Market Diversification:
By entering new markets, numerous hotel chains are broadening their portfolios. Global companies such as Hilton Worldwide have been venturing into developing economies, offering prospects for expansion and heightened visibility for their brand .Effective diversification frequently entails comprehending and adjusting to the particular needs of regional markets. This involves adapting facilities and services to suit local tastes.[(Hilton Worldwide, 2022).]
Future Technological Impacts:
It is impossible to overlook the trend in the industry of integrating technology into guest services. In order to provide customers with greater convenience and control over their stays, hotels such as CitizenM have embraced technology for effective check-ins and room controls. Future technology effects include personalization, automation, and a smooth visitor experience achieved by creative solutions.It is inevitable that technology will be included into guest services. [(CitizenM, 2022)]
Service Failure:
Despite best efforts, service failures can occur. How these failures are handled can significantly impact guest satisfaction. The Four Seasons Hotels and Resorts, for example, have implemented a comprehensive service recovery system to address guest complaints promptly and effectively [(Four Seasons, 2022)]. Effective service recovery can transform a negative experience into a positive one, enhancing guest loyalty and trust in the hotel's commitment to service excellence. This expanded structure provides a more comprehensive understanding of the main findings in each area, highlighting key subtopics for further discussion. [ (CitizenM, 2022) ]
Conclusion:
For the hospitality sector to be successful, it must remain flexible and dedicated to observing guest service practices. Hotels may fulfill the expectations of today's discriminating customers by emphasizing reputation management, developing a strong service culture, upholding brand consistency, sticking to high hotel standards, nurturing customer loyalty, embracing technological improvements, and controlling service failures.[Tanford, S., & Brown, S. (2019)]


Recommendations:
1. Invest in technologies for managing your internet reputation to keep an eye on and efficiently address reviews from visitors.
2. Foster a robust service culture by providing thorough training to employees, conducting ongoing evaluations, and committing to providing exceptional customer service.
3. Maintain brand coherence in every facet of the company to surpass and surpass customer expectations.
4. Respect industry norms to guarantee consistent quality and happy customers.
5. Create or improve customer loyalty programmes to encourage return business and appreciation from your guests.
6. Accept technology innovations to enhance visitor satisfaction and optimize workflow.
7. Create a strong service recovery plan to quickly and efficiently handle service outages, turning bad experiences into good ones.[Liu, C., & Zhang, Y. (2021)]
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