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The importance of effectively monitoring guest service approaches


Executive Summary
The success of a hospitality business greatly depends on effectively monitoring guest services. The failure to detect the needs and demands of guests or consumers can hamper the brand image of the hospitality business. In this report, the importance of effective monitoring of guest service-related activities is emphasised. Monitoring guest service is necessary to achieve competitive advantages. It will help organisations to enhance their brand image. Customers will be satisfied by getting their expected value. Different ways of monitoring guest service are included in this study. Finally some recommendations are provided which will help to enhance the guest service quality of any hospitality business. 
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[bookmark: _Toc148637986]Introduction
Service can be defined as some helpful activities performed by benefits provider to their customer which is intangible, and has economic value. Guest service can be defined as the advice or guidelines provided by the authority of a hotel (Hayes et al., 2017). It is a division of the hospitality industry. The guest service intends to provide a positive experience to the customer. Guest satisfaction is an important factor to be considered in the hospitality industry (Ali BJ et al., 2021). An organisation will not be able to achieve its goal without ensuring customer satisfaction. Effective monitoring is a must to ensure customer satisfaction in the hospitality industry (Walker, 2021). Whether the organisation is huge or very small, the importance of effective monitoring cannot be denied. Different techniques of effective monitoring are also included in this study. The advantages and challenges of effective monitoring will also be discussed. Finally, recommendations are provided based on the findings.


[bookmark: _Toc148637987]Importance of monitoring guest service
Customers are considered one of the most important stakeholders of a business. Positive feedback from customers can enhance an organisation's reputation (Sota et al., 2020). Organisations brand image can be enhanced by the enjoyable experience of the guest or customer. Customer feedback also helps to improve the hotel service standards. By monitoring guest service effectively, a company will be able to understand the changing demands of its customers (Bagdan, 2019). Some reasons why organisations should conduct effective monitoring of guest service are given below.
Increased Reputation and Reputation management
Reputation management is considered an important activity in the hospitality industry (Perez-Aranda, 2019). Customers are considered the lifeblood of every organisation. No matter how good a company's products are whether it meets the demands of its customers. A satisfied customer helps to enhance the brand's reputation (Wang et al., 2021). A happy customer becomes a loyal customer of a company. Whitbread Group, Travelodge, and Accor SA are some reputed hospitality industry companies that conduct effective monitoring of guest service. Effective monitoring helps to ensure reputation management properly. 
Service Culture
Service cultures enable organisations to focus on customer satisfaction by providing the best experiences and the most value to the customer. The Ritz is an example of a hotel that follows the service Culture of the UK. The signature product of the hotel is "Afternoon Tea" which presents one of the British cultures. The company make its service culture unique from others through their service etiquette, live music, presentation, decoration, customisation and personalised service. Effective monitoring will help to practice an appropriate service culture.
Continuous improvement
By effective monitoring, an organisation can understand the area they should improve to makes better (Bagdan, 2019). The hospitality industry is a fast-changing industry that needs continuous improvement to cope with the massive competition. The Fat Duck restaurant emphasises monitoring the consumer feedback and they offer menus according to the customer preferences. They consistently upgrade their food and service offerings and follow new trends which attract customers. 
Decision making
Effective monitoring acts as market research by which organisations can know about the feedback of customers regarding their products. It helps them to make a better business decision (Bagdan, 2019). The customer mentions several positive and negative factors of the company while giving feedback. Organisations can use the data to ensure better quality and services.
Better dealings with technology
In today's technological world, businesses are adopting advanced technology. By monitoring guest service, organisations will be able to better deal with future technology (Moren and Tejada, 2019). Inamo is a UK-based restaurant that uses interactive tabletops technology which help customer to order quickly.  This technology allows customer to play games, change the appearance of the table, customisation of their experience and so on.
Quality assurance
Effective monitoring will ensure that the service standards consistently meet the demands of customers (Ford and Sturman, 2018). It will help organisations to provide the best quality compared to their competitors. Premier Inn is considered one of the famous UK companies which have a strong quality control system.
Customer loyalty
It is necessary to make customers satisfied to turn them into loyal customers. A loyal customer is an asset for a company. By ensuring effective monitoring, organisations will be able to provide benefits according to their expectation. The Goring Hotel is very conscious regarding its customer loyalty (Owens, 2019). They facilitate guests with free fitness, club access, personalised service, and so on. Besides, discounts, special perks and extra facilities for the repetitive customer make their customer more satisfied. It will create a positive attitude towards the mind of the customer which will make them loyal. So, by effective monitoring organizations can enhance customer loyalty.
Word-of-mouth marketing
A loyal customer mostly shares their experience with their family, friends, and relatives. Customers mostly trust recommendations from there compared to other mediums of marketing. The Hand and Flowers is an example of a successful company that relies on this type of marketing. Word-of-mouth is a strong medium of marketing to grab new customers (Subramanian, 2018). So, by conducting effective monitoring guests will be happy and they will recommend others.
[bookmark: _Toc148637988]Ways of Monitoring Guest Service
There are several methods by which organisations can ensure effective monitoring of guest service. Some of them are given below.
Mystery shopping
Some UK business including Premier Inn follows mystery shopping as a part of their monitoring to know the actual feedback of their customers. It can be an effective way to read the customer (Bichler et al., 2020). Premier Inn hires mystery shoppers who act like guests. Then they share their experience regarding the service which helps Premier Company to improve its performance.
Customer Surveys
It is the most common way of monitoring. Almost every organisation is concerned about customer satisfaction conducts customer surveys to collect customer feedback (Armas-Cruz et al., 2022). City Relay, The Imperial London Hotels Limited, Beds and Bars Group, Travelodge, and many hospitality businesses conduct customer surveys to identify the areas of improvement.
Social Media Monitoring and Reviews
Consumers often share their opinions on social media. They mention their positive and negative experience regarding the service quality (Alrawadieh and Law, 2019). Sometimes they provide recommendations. Hospitality businesses should frequently monitor social media platforms to know the feedback of their customers.
Training and Development program
Organizations should conduct regular training and development programs for their employees and staff so that they can understand the behaviour of their customers. 
So, these are some ways of ensuring effective monitoring of guest services.
[bookmark: _Toc148637989]Advantages of effective monitoring
Organisations can enjoy many benefits by ensuring effective monitoring within organisations. Competitive advantages can be achieved by effective monitoring (Casado Salguero et al., 2019). Customer satisfaction can be achieved by ensuring effective monitoring like The Ritz Hotel. The hotel has a competitive advantage in ensuring customer satisfaction. Customer will be loyal if they get their expected value from the organisation. The Fat Duck is an example of a company that has customer loyalty. The company takes several initiatives to ensure effective monitoring within the organisation. The product and service quality can be ensured by effective monitoring. Organisations will be able to cope with future technological changes by ensuring effective monitoring (Kansakar et al., 2019). Brand reputation will be increased. The business decision-making will be easier. The exact area of improvement will be easily identified by effective monitoring. Finally, organisations will be able to achieve their goals by effectively monitoring guest services.
[bookmark: _Toc148637990]Obstacles faced by the hotel industry in effective monitoring
Customer safety issues are considered one of the common obstacles faced by the hotel industry. Customers are not willing to give feedback regarding privacy issues. It can hamper the effective monitoring. Appropriate data analysis tools are needed to analyse the feedback collected from guests. Without expert and appropriate analysis tools, accurate findings are not possible. Sometimes, guests do not give actual feedback. It can cause errors in decision-making. Continuous improvement is a tough task to maintain. It can be costly and hard to maintain. Sometimes negative feedback from influencers can create a disaster for the company. Lack of knowledge and experience of staff and employees can also affect the effective monitoring of guest services.


[bookmark: _Toc148637991]Conclusions
If organisations fail to ensure effective monitoring it will face a lot of problems. Customer satisfaction will be reduced. The brand image of the organisation will be hampered. The organisation will not be able to meet its customer expectations. Without ensuring an effective monitoring system, organisations will fail to cope with current marketing trends like personalisation, digital transformation, eco-friendly initiatives, automation, and technological advancement and so on. So the importance of effective monitoring cannot be denied by the hotel industry to achieve the goal. Without effective monitoring sustainable development will not be possible. To achieve organisational success effective monitoring of guest service is a must.
[bookmark: _Toc148637992]Recommendations
Organisations should take proper initiative to remove the obstacles and ensure effective monitoring of guest services. Customers' safety can be ensured by hiding the confidential information of the customer. Feedback can be collected without intruding on customers' privacy. Advanced data analysis tools like Tableau, SPSS, SAS and experienced personnel should be used in data analysis. Organisations should train their employees and staff to ensure effective monitoring. In that case, employees can be trained in the job shadowing training method.  Proactive social media like Facebook, Twitter and Instagram engagement is necessary to collect feedback. Continuous benchmarking is necessary to ensure consistent improvement in monitoring services. Monitoring should not be stopped rather organisations should make it an ongoing process. Technological advancement should be ensured to ensure customer satisfaction and effective monitoring (Buhalis and Moldavska, 2022). Artificial intelligence and Robotics technology can be used in some activities. An automated check-in system can be used to reduce guest wait times. An organisation should consider the above factors to ensure effective monitoring of guest services.
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