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Executive Summary
The report has described different sectors of the hospitality industry. In the report, there has been a detailed discussion about why it is important for organisations in the hospitality industry to have a good reputation. There has also been a section of recommendations that has further enhanced the academic value of this piece of study.  
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[bookmark: _Toc150882734]Introduction 
The following report will showcase a detailed study of the importance of effectively monitoring guest service approaches. The report will focus on the two major topics of reputation management and service culture. These two are some of the most crucial aspects of the hospitality industry. Why these aspects are the most crucial will be discussed in the report, as well as their application. Apart from these sections, the report will also introduce two more topics: future technology impacts and customer loyalty. These two factors will also be elaborated on to understand how different sections of the hospitality industry are influenced by these common factors. The study will also include a section of recommendations to provide the hospitality industry with certain recommendations that can enhance their business in the hospitality industry of the UK. During the making of the report, the utilisation of justified references will be done to enhance the academic value of this report. 

[bookmark: _Toc150882735]Reputation Management 
In hospitality, there are several different businesses like Hotel services, transportation, food services and many more (Doorley and Garcia, 2020). It is important for businesses in the hospitality sector to maintain a revolution well enough to be accounted for a transaction by customers. To manage and maintain reputation, an organisation has a few strategies to follow. 
Monitoring 
The organisation can first monitor their present brand reputation to generate an idea of whether or not it needs to boost or protect its current reputation (Badr et al., 2020). 
Analysing competitor
Risk to reputation happens when there is a competitive brand in the same market; hence, it is also very important to understand the competitors.
Action plan 
After sorting out the competitors and understanding the requirements of reputation, the organisation is expected to develop a plan of action and apply the plan in reality (Su et al., 2020). 
Monitor after results and update 
In the hospitality industry, the market is highly competitive. Hence, organisations must also update their reputation management strategy to stay competitive with changing market trends (Bellini et al., 2020). 
This plan is important to be designed by organisation management and market experts so that the organisation can target their expected customer base and use its growing reputation as a marketing tool to generate greater revenue (Christensen and Lægreid, 2020). 
[bookmark: _Toc150882736]Service Culture 
Service culture refers to the fact of providing services to the customers. These services can be of different kinds, such as accommodation services, transportation services, culinary services and others (Constant and Taylor, 2020). These services are essential to provide by an organisation if they want to stay competitive in the hospitality industry as customers expect over-the-top services. The organisations also expect to do the same to enhance their customer retention rate. To enhance the service culture of an organisation, it is the responsibility of the management of that organisation to look after the feedback they are getting from their valuable customers (World Health Organization, 2019). 
The issues or loopholes mentioned by the customers need to be fixed as soon as possible by the organisation to make sure the same customer doesn't need to repeat the same issue again (Khaksar et al., 2023). Focusing on the feedback of the customers is also considered a part of service culture, as here, an organisation tries their best to come up with a solution to provide better service to its customers. Organisations like JW Marriott Grosvenor House London spend a lot of their resources to make sure that they are following all the market trends and that their customers are getting the service they expect (Tien et al., 2021).
[bookmark: _Toc150882737]Customer Loyalty 
Customer loyalty is the fact of a customer staying connected with an organisation despite having multiple other choices (Lina, 2022). A customer stays loyal only when a customer gets certain perks from an organisation or develops a good connection with the services they are getting from the organisation. In the hospitality industry in the UK, the competition is very strong, and all the market joints have their own tactics to generate loyal customers (Dam and Dam, 2021). However, the basic fundamental of having a loyal customer base is to identify the requirements of the customer and provide the customer with the solution they are expecting. The previously discussed service culture is also a great tool for enhancing customer loyalty. When an organisation looks after their service culture and makes sure to deliver to the customers what they need, the organisation also enhances the probability of that customer being loyal (Alkitbi et al., 2020). 
[bookmark: _Toc150882738]Future Technology Impacts 
The current generation is very advanced as well as equipped with the latest range of technology. The country of United Kingdom is one of the most technologically well-equipped countries. The people of the UK are well aware of the various gadgets and methodologies of the latest technological innovations. The use of the latest technology is prevalent in all sectors of business present in the UK. 
[image: ]
Market Size of Hotel Industry from 2013-22, with a Forecast for 2023 (in billion GBP)
Source: (Statista, 2023)
In the year 2022, the Hotel Industry was valued at approximately 16.42 billion British pounds in the markets of the United Kingdom. The Hotel industry is known for its big contribution to the business market of the UK as well as the revenue of the country, which is around 3% of the total economic output of the UK. According to this data obtained from Statista, it has been predicted that the market size of this sector would be able to reach 19.76 billion British pounds at the end of the year 2023. There is much competition within the industry of Hotelier chains. The latest data collected by Research and Markets shows that more than 85 new projects in the hotelier chains have been implemented in the city of London, along with an addition of approximately 16,000 new rooms that will be executed in the near future (Research and Markets, 2023). With the increase in competition, the JW Marriott Grosvenor House situated in London would be facing strong competition from the Hilton Honors, United Kingdom. The Hilton Honors have the upper hand in the technologies with the availability of the Digital Key within the office. There is a special feature present in the official app of the Hilton Honors hotelier chain named Digital Key. It provides Bluetooth-based or Near Field Communication (NFC) based connectivity to the customers availing this feature. It provides secured and more sustainable access to their room that piques the interest of the customers and attracts more engagement to the Hilton Honors. In order to compete with these advanced technologies of Hilton Honors, the JW Marriott Grosvenor needs to implement various technologies. 
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Demands for Various Technologies and software
Source: (Hollander, 2022)
There are various features, such as the introduction of Artificial Intelligence (AI) in the various operations and functions within the Hotel management. Chatbots might prove to be more efficient and effective in doing various works like improving efficiency in operations like attending to guests or executing simple operations of orders of different services from customers. Advancement in the official mobile apps would also provide more technological enhancement to the hotelier chains of JW Marriott Grosvenor House, London. Implementation of small robotic devices would enhance the productivity of management skills and contribute to perfectionism within hospitality works. It would help the organisation of JW Marriott to attract more customers and fix a more firm engagement base. It would also enhance the brand name of the organisation and contribute to its overall productivity, thereby letting JW Marriott Grosvenor House earn a competitive advantage over the other hotel chains. 


[bookmark: _Toc150882739]Conclusion 
The above report has discussed the importance of monetary Gas service approaches. In this discussion, the repetition management of an organisation has been a major highlight. What reputation is and how it impacts the business of an organisation has been elaborated, and to enhance the academic value of the information, justified citations have been included. Further on, the report has discussed the service culture, which is a part of the hospitality industry, and the way service culture gets utilised has also been shared. These two topics were the most important criteria for this report. However, there have also been some other topics that were introduced and further elaborated in the report. These topics included customer loyalty and future technology impacts. Lastly, the report has contributed a section to provide recommendations to the hospitality industry that can eat their business. 
[bookmark: _Toc150882740]Recommendations 
Utilise social media responses
Social media is a place where people contribute their opinions without any restrictions, and this freedom helps them to be unfiltered about their opinions. It is highly recommended that organisations look after the comments presented on their social media platforms to utilise the most crucial ones in developing more facilities. Through this method, the organisations will also be able to portray that they are active in providing solutions to their customers in the soonest possible time. This factor will further increase their market reputation and, thus, their market share. 
Better advertisement
There are organisations in the hospitality industry that people have never heard of. That is the reason why it is highly recommended for organisations to promote their business so that they can reach out to the customers who are looking for them. In this modern era, there are lots of different mediums for advertisement. However, social media marketing can be the best option to choose. Social media marketing allows organisations to target their customers for better marketing.
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