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Executive Summary
Within this report we will analysis each subject thoroughly my impressions are that if all subjects are taken into consideration, your business will be profitable. We have delved into case studies from The Ritz Carlton regarding service recovery and Travel Lodge for brand consistency. It is of my opinion that if guest services are monitored correctly then the issues face by businesses would be far less. The hotel industry is ever expanding and must make sure it delivers each time, with sites such as trip advisor it is of the upmost importance that online reviews are taken care of promptly with both the customer and companies being felt heard.  Trip advisor is also policed as you will read more about in this report.




      CONTENTS
· Introduction
· Reputation Management 
· Brand Consistency
· Future Tech Impacts
· Service Failure
· Conclusion
Introduction
The hospitality industry is extremely competitive, businesses need to keep up with latest trends to remain consistence, hotel standards must be kept high, with an excellent service recovery when things do not go according to plan. Keep advancing regarding technology which changes daily.  Guest services must be monitored regularly to notice mistakes before they happen. In this report will seek out information on how hotel brands effectively monitor guest services and their different approaches each establishment takes.


Reputation Management
First let’s define reputation management, simply put it’s the practice of influencing perceptions and public conversations about an organisation and its brand. It also means to proactively response to reputation threats, courteously and respectfully, to do so is to respond to complaints and bad reviews quickly and resolve any issues so that the customer is satisfied. “Communication, marketing, legal, customer experience, sales and loyalty” Gartner 2023. All make up branches of the reputation management tree. Things that influence a business's reputation are social media, reviews in papers, trip advisor and guest reviews. The way businesses react to bad reviews sets a tone in how the business is perceived. If a business is harsh or rash when replying to a customer's complaint it will put off respective visitors to the establishment. As the customers have the sense that they are all one and if a customer is complaining and getting a bad response, if another customer experiences the same issue, they tend to believe that they will receive the same response, hence turning them away from the business. 
Furthermore, your online reputation is what is first seen by the public currently. Many customers tend to research places online before booking. Online reviews and the way in which a company response to a customer is what is likely to be judged before anything else is considered. We can investigate the case study of Travel Lodge 2019, false reviews scandal. A red warning badge issued stating reviews may have been manipulated by the business.  When weighing up holiday destinations and even short breaks away with a loved one, customers look for assistance and they find it on sites such as trip adviser. Posting reviews and opinions ranks the destinations in order of overall experience and this is based on customer reviews, having a healthy presence online is a sure way to affectively way to create an online persona.
 The pandemic has changed the way the entire world holidays and takes breaks, which hygiene being at the forefront of every business. The hotels in the UK made a brave stand during the pandemic and offered out rooms to the homeless with breakfast and then dinners which were donated by food banks, this is very strategic move as hotels such as Travel lodge, Holiday Inn and Ibis offered out accommodation.
Service Culture
Service culture is measured by experience and perception of the person being served. How to measure this is to look at customer reviews and to run surveys at the end of a trip or end of a meal. We can also do this by asking mid service and ask the customer to rate their service and ask if they want anything that could make their experience better. The way in which businesses can protect their service culture is by only hiring team members that how similar views of that of the company. Make. atraining programme thst reenforces the comopanies ethos. Then finally hold people accountable and find ways to help both customer and team member.  Leadership teams are a useful way to keep team members in check. Team members trust their own peers and would find it easier to talk to their leader than taking things up with the management. The company's main goal should be to provide value for customers, and tro provide a memorable experience for the right reasons. They are many hotels that have their own views on service culture, I have found that I prefer the way The Ritz Carlton handle their service culture. The Ritz have their own training programme and team members must go through rigorous training. They hold 21 days of training for all new team members, this strategy is in place to support the team members and reenforce the company's ethos. The empower their work force whether you are front of house or back of house. Employees can use up to £2000 per guest per day to resolve issues without asking permission. Staff are entrusted to do what seems best in the moment. Staff that feel valued tend to work harder and faster than those that are not.

Brand Consistency
How to maintain brand consistency, first it starts with training and harnessing those skills provided by training. To continuously review how said brand is perceived by the public but also employees. To maintain consistency across all channels, including housekeeping, food preparation and front and back of house. Consistency must be kept the same across all locations. An effective way to hold the company accountable is to use mystery shoppers, as this is an exceptionally clever way to observe the way potential customers will perceive the company. 
Branding is an effective way to stand out in the crowd, the hotel industry is incredibly competitive, and ideas are always flowing. An effective brand management would build trust, engage with customers, opens new revenue streams, helps customers become ambassadors and advocates for your business. 


Future Tech Impacts
To invest into the future technology impacts, many of the budget friendly hotels have already started to roll this out. You use an iPad or check in computer to check yourself in. Similar to that which is now done in all airlines. This is a effective way to introduce technology. Businesses woukd find it beneficial to partner with a phone company as one of the highest complaints is slow internet connections. I’ve also found that hotel with complaints about the internet connection seem to lose ranking points. This is the 21st century and the internet is not just a commodity it is an essential part of our lives. Many people can work from their laptops or phone, so a secure internet connection is paramount to any developing hotel business. Although there has been a surge in hotels offering breaks and their many selling points is that they do not offer internet at all. The industry is ever evolving to suit the needs and wants of everyone. 

Service Failure
The recovery to service failure is what makes or breaks a business. There are many case studies to analysis for this subject, but I will investigate The Ritz, a lady got her dress shrunk and to fix the problem, they hired a limo to take her to source a new dress. But the service recovery did not finish there, the lady in question also have The Ritz staff serenade her on her entry to a dinner she way attending. Her husband is now an ambassador for The Ritz and has told this story many times. 
CONCLUSION 
In conclusion to keep your business from expanding, attracting new customers, and staying ahead of the trends. Businesses need to listen to customers; customers often complain about issues that can be resolved very quickly. If a customer is complaint about the speed of the internet connection that is deemed as a grave issue. To stay aware of their reputation both on and offline, keeping your brand consistent and try to be ahead of the curve. Reward loyal customers and keep hotel standards very high.  
Recommendations My recommendations would be for hotels to start to introduce AI technology to free up the employees to be able to get back to service culture at its heart. Many businesses are afraid to introduce AI technology as it feels like a risk of employees and jobs could be lost. I've decided to take a positive view of the innovative technology, as it helps to free up employees from easy tasks such as booking in guests. If AI technology were to be rolled out customers would have more staff to interact with and they would not be so busy. 
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