

 The importance of effectively monitoring guest service approaches 


Executive Summary

In this report I will be discussing the importance of effectively monitoring guest service approaches and how the hotel industry deals with the effectiveness of their staff and how they approach each customer. I will bring forth examples and references of their strategies and management criteria. I will also be discussing the changes being made in the hospitality industry and how each hotel adjusts to the new ways of offering great experiences to their customers.
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The hotel industry has change over the years. Technology has developed significantly, toilet facilities, electricity facilities and food has also risen to amazing standards but most of all technology has had a significant impact on the way hotels provide customer service.  With social media taking over reputation of hotels are being affected in many ways. This report will explain how the hotels deals with reputation management and service cultures. Real life examples will be use and examples will be provided to back up any arguments.
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Reputation Management is the continuing series of action were influencing the publics ability on how they perceive a particular individual, company or brand. (K. Campbell 2023). They are different types of reputation management that are used in the hotel industry. Online presence is one of the most used platforms of 2023. With this all hotels must consider how their online presence is being viewed by consumers. “The hospitality field is very important, and it is very competitive so your online reputation can affect your sales rate” (Customer Alliance 2014).  “According to Ehotelier 2020, If a hotel has poor reputation and its rated negatively on the internet, a property consequences limiting the number of customer  can affect any income it can achieve”. To manage a hotels reputation also means dealing with reviews left by customers after they have visited a particular hotel. “Reviews that are left on online platforms are the holy grail for customers who travels in this century. These reviews are left on sites like, trip advisors, google ads and yelp.” (E. Tuzunkan 2023).
Waldorf Astoria Beijing China received a negative review on trip advisor. The review stated that the hotel was a disgrace for the Waldorf name, and he/she was highly disappointed. “This is an overcrowded Chinese middleclass business hotel”. (Trip advisor 2023) This customer was very passionate about how he was treated at this hotel; his review had every detailed information on his stay at “Waldorf Astoria Beijing China”. The hotel did not respond to his review, however there is no evidence that they did or did not contact the customer privately.  However, from going through the list of reviews made about the Waldorf in China, its clear that the hotel manager did not reply to these reviews but did with others.
The hotel de pourtales is a five-star private hotel in France. Kim Kardashian was robbed at this hotel, while she was in her room getting dressed. How did these robbers get into the room of a five-star guest. The hotel had no concrete security to protect their customers. After the robbery the hotel made a few changes to protect their customers. “two burly security men were stationed in front of the hotel, down by the courtyard and café, it is usually open to the but its now closed” (T. Isaac-Goize 2016) The Hotel de Pourtales has not loss any reputation damaged as it has very strict policy on secrecy “until now discretion has been the hotels main priority, websites, phone number are not available to the public to have access to” (Stuff 2016) This hotel puts in place ways to maintain their online presence. 
Social media is growing every day and millions of people across the world uses social media for travel, Ideas, fashion, fitness and the list continue. Hotels have now been using social media has another way of marketing their business. With social media they can post pictures in detail, create videos to provide content for their business. This also helps businesses to build a reputation and manage it well. The Claridge’s luxury hotel in London uses social media to advertise the rooms and events happening at the hotel (CLARIDGE’S 2023). Claridge’s is very active on their social media advertising, they do a post every day to keep the followers coming and to keep their online reputation going. Waldorf -Astoria Beijing has a social media account but it is not active as “CLARIDE’S”, they Instagram post are months apart. With social media, being active helps your business and help the customer understands the services that you may provide. (Waldorf-Astoria Beijing 2023)
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Service culture is service provide by a company and the culture they believe in; it is put together to provide quality service according to that organisation facts and beliefs. “The goal is to provide the best possible experience for the customer” (F. Louveau 2023). According to a former member of the Forbes council, she speaks of how important service culture is to grow your business. “We want the customer to keep coming back for more and more, trusting that we do right by them when we attend to their needs. We also help them decide if they can’t decide for themselves”. (J. Fouts 2019).  The staff are the most important part of the service culture as they are the ones providing the service to the customers. “When the employees of a hospitality industry, feels respected. Inspired and cared for, they will go above and beyond to provide service quality to the customer” (E. Moran). Employers have a duty of care to their employees, and they must commit to this so that their business can grow. Happy employees, happy customers, happy employers. 
Moxy Hotel is one of Marriott owns brand that is new addition to their collection. Marriott invested in the Moxy brand so that they may provide a different kind of service culture that differentiates “Moxy” from the other “Marriott” locations. “Moxy hotel provides a party environment for young travellers, who wants to feel comfortable in their own space with restaurants and bars opening 24/7” (C. Miceli 2023). With technology increasing Marriott, had to come up with a way to stay in the race of keeping up with the times. “The next generation traveller, this was the reason Marriott invented Moxy, for people with younger sensibility” (B. Tuttle 2013) 
The Four-Season hotel make all effort to great the best service culture in the hospitality business. They invest in all their staff because they know that the staff are the key to their successful business. “Here at Four-Season we are committed to an ethical culture; we understand the risks involves but we believe in all reasonable efforts to keep these standards”. (Four-Season). They understand the importance of making sure the customers are always happy. The reason they have kept their five stars is because, they go above and beyond to ensure all the service they provide are of excellent standards. 
The Ritz Carlton has a unique way of providing service culture, their unique way has given them the title of a luxury five-star hotel for many years. All their chosen location was handpicked specifically to provide customer service according to location. “This culture is built on a foundation of core values and best practices that are instilled in every employee from day one” (M. Viktoriya 2023). The Ritz-Carlton has a programme for new employees called the Ritz-Carlton training programme, this programme is given to all new employees to ensure they have the right knowledge to carried excellent five-star service. 
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To conclude this report, reputation management has played a significant role in the hospitality business and the hotels of today are working hard to maintain their reputation. I have seen where they respond to review, good or bad and they have tried to provide good customer service because they know that without the customers, they won’t have any business. Hotels have also taken the time out to invest in their employees, because they know that employees need, love respect and appreciated. It has been found that some hotels do not use social media to their full extent. When hotel has a damaged reputation from a customer review and they do not respond, we find that they may lose customer, so it is recommended that they use the examples of other hotel just get an idea on service culture and maintaining reputation.
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-For the Waldorf Astoria in Beijing, I recommend they train their staff to learn all languages pertains to the customers, needs. Their social media needs be more active, and the photos needs to be more exciting for their followers to feel connected with and adhere to the stand of Waldor-Astoria. When they do these things, their followings will increase. 
Waldorf-Astoria Beijing would benefit from the training they provide staff at the “Four-Season”, The link attached to explain what this hotel needs. Available at: Training at the Four Seasons - YouTube
-Waldorf-Astoria also need to learn to respond to all reviews to let all customers feel that their views are being heard.
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