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Executive Summary
This report has described the importance of customer service and guest service monitoring approaches in the hospitality industry. Firms' reputation management process and the significance of maintaining the brands' reputation have been illustrated in the report. Vitality of the customer review management and the impacts of customers’ negative reviews also has been discussed along with the consequences of service failure within the hospitality industry. Customer loyalty development process has been provided with some helpful recommendations in the report.
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[bookmark: _Toc150682860]Introduction
The hospitality industry of the UK is growing very fast with new companies and business management. Therefore, companies need to focus on better client service to satisfy them. The reason behind monitoring customer service within the hospitality industry and the process of maintaining a company's reputation will be discussed in the report. Also, the importance of brand reputation and how it can be achieved through better customer service will be highlighted in this specific report. Therefore, the effectiveness of customer service management within the hospitality firm and the consequences of customers’ positive and negative reviews will be illustrated in the report accordingly. While running a hospitality firm, the impact of service failure and the probable process of enhancing customers’ loyalty will be elaborated along with some effective recommendations.

[bookmark: _Toc150682861]Reason for effectively monitoring guest service approaches within hospitality firms
Observing and managing customer service within the hospitality industry is the most important factor in ensuring company growth and client engagement. Enhanced client base depends on customer satisfaction and that only can be possible through better service provision as per the guest’s requirements. Therefore, authorities in the hospitality industry needed to initiate effective client service teams to monitor and ensure customer satisfaction. Guests’ purchasing or expenditure power on the company products and services ensures better profit margins and a trustworthy customer base. Implementation of an effective guest monitoring approach can be beneficial to fulfilling guests’ requirements and gaining their positive reviews. Also, the brand reputation of the hospitality industry can be developed and enhanced through better customer service. Positive reviews of the customers regarding client service in the hospitality industry within a particular firm can be beneficial to increasing brand reputation and worldwide recognition. Therefore, initiating and associating effective guest service monitoring approaches and service management teams are essential for the development of the hospitality industry (McQuerrey, 2023).
[bookmark: _Toc150682862]The way hotels can manage their reputation
Creating a Reputation Management Action Plan
Maintaining the hospitality industry and company reputation is the most vital aspect to ensure long-term business conduction and enhanced profit margins. Therefore, certain effective approaches can be beneficial to improve and maintain the reputation of the hospitality industry. Implementation of a Reputation management action plan can help regarding this specific aspect related to the maintenance of reputation. Initiation of this action plan and performing related activities accordingly can improve the reputation of the hospitality industry and companies. This way companies can maintain their reputation within a competitive business market.
Enhancement of Customer service
A customer service culture is concerned with what occurs within the organization. The organization’s culture determines how the vision, values, and mission are communicated to the staff and costumers. Customers are the most vital assets for companies due to the clients' expenditure power.  Expenses of the customers in the hospitality industry and firms help in generating revenue for the companies. Enhanced spending depends on well-maintained customer engagement and better customer engagement ensures an increased reputation for the firms. Therefore, companies need to focus on better customer service so that customers can be satisfied and do business with the hospitality industry. Maintaining customer service within an organization through developed customer service can be a way of maintaining the company's reputation (Williams, 2023). 
Adequate adherence to protocol 
Certain protocols are pre-set with a hospitality firm and this protocol helps in maintaining overall aspects and activities of the firm. Working staff and authorities need to follow these protocols even in an emergency. Maintaining these protocols shows the effectiveness and concerns of the firm. This can attract customers and make them feel important through better service provision. Working according to the protocols and satisfying customers through instant service provision can help maintain the company's reputation. Only an enhanced company reputation can define the effectiveness and brand value of the company. 
[bookmark: _Toc150682863]Significance of brand consistency standard
Improved customer engagement
Maintaining brand value not only helps the company to gain popularity but also with the help of increased popularity better customer engagement can be achieved. A well-reputed brand and popular brand attracts customers significantly. The reliability of the customers depends on the firm’s brand reputation. Enhancing and maintaining the brand value of the company required a lot of aspects to maintain.  Constant Brad's reputation projects the effectiveness of the hospitality firm. While searching for hospitality services, customers demand a safe and secure place. Brand reputation ensures the safety and security of the customers and better customer engagement can be achieved through brand reputation maintenance (McQuerrey, 2019).
Worldwide recognition
One of the major requirements of the hospitality firm is to get the world across acknowledgement and recognition. Popularity all over the world means further opportunities for international business conduction. Moreover, customers from different parts of the world also can be engaged due to increased reputation. Therefore, the business and profit margins of industrial firms can be increased through significant customer engagement. Maintaining and improving the brand reputation can be beneficial to gaining worldwide recognition. Accordingly, this specific industry can improve its revenue and potential. 


[bookmark: _Toc150682864]Effectiveness of guest review management
Guest review management is an important aspect that has a huge significance due to its special features. Feedback of the customers matters a lot to the hospitality firms and it helps to identify the gaps in providing services and further development areas. Fulfilling those gaps can satisfy valuable customers and ensure the company's growth. The associated managing department can observe and determine how the facilities and services can be improved and the brand reputation of the company can be enhanced. Trustworthiness of the clients can be developed through the proper inspection of the review managers and the mitigation process of the issues effectively. Expenditure power of the loyal clients brings a huge profit for the hospitality industry and firms. Guest review management can perform as an effective way to increase the high value of the company brands. Increased company reputation helps in generating improved profit margins and enhanced customer engagement (Belcher, 2019).
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Brand value decreased
Unsatisfied customers always have a negative impression on the firms and their engagement with the company becomes weaker. Negative reviews of the customers of the hospitality firm directly impact on brand reputation of the company. Therefore, companies need to focus on client satisfaction and their providing services to avoid negative reviews. Reviews of the clients decide the firm’s future opportunities and overall progress. Decreased brand value can create a bad impact on the overall business of the hospitality industry. 
Downfall of the revenue
A negative impression of the customers means a decrease in trust in the firm and that creates a bad impact on the relationship between customer and client.  Customers are the main assets of hospitality firms due to their expenditure power. The source of company revenue and profit margins is customers’ spending ability. Therefore, negative reviews of the clients can be the cause of significant loss in the industry regarding revenue and profit (Lewis, 2023).
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Bad impact on the brand
Service failure means an inefficient working system in the firm and ineffective company staff teams. This can create a huge impact on the brand value of the hospitality firms and their business can be disrupted. Failure in service shows that the company is not concerned about its responsibilities and this irresponsible behavior can decrease the value of the firm brand and the revenue of the organization can be harmed. 
Customers negative perception regarding the firm
The impression and experience of the customers regarding client service in the hospitality industry have significance as per the role of the clients. Customers’ satisfaction depends on the products and services provided by the firm and their quality. Therefore, failure in service creates a negative impact on the customers’ perception. This negative experience could be the cause of a decrease in customer engagement within the firm. Subsequently, the business of the firm can be disrupted, and a huge amount of loss can be faced by the industry (Chron Contributor, 2021).
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Developed customer service
Hiring skilled, experienced, and trained working employees who have experience in the customer service sector within a hospitality firm can be an effective method to increase customers' loyalty. Satisfying valuable clients through better customer service provision and making them feel valuable can be beneficial to engaging loyal and powerful customers regarding expense.  Loyal customers of the firms are the vital source of revenue and profit margins through which company success can be ensured (Linton, 2023).
Implementation of technology
Implementation of advanced and developed technology within the hospitality industry for providing services to customers can be beneficial to increase loyal customers’ engagement. Various software, apps, digital payment applications, customization options, and booking and reservation options can attract trustworthy and valuable customers. Through this specific approach engagement of the loyal customers with the hospitality industry can be achieved (Mercer, 2023). 

[bookmark: _Toc150682868]Conclusion
The report mentioned above has described the importance of customer service within the hospitality industry and the significance of the guest service monitoring approach. An effective process of reputation management and the vitality of maintaining the standard of the brand’s reputation has been demonstrated in the report. Depending on the significance of customers’ reviews the consequences of customer’s negative reviews within hospitality firms has been described. The impact of service failure in the hotel industry and the effective process of engaging loyal customers within the hospitality industry also has been highlighted.  Finally, some helpful recommendations for enhancement of guest services by hospitality firms have been provided as well.


[bookmark: _Toc150682869]Effective recommendations to the hospitality industry
Growing demand and competition in the hospitality industry also have some drawbacks that can be faced by the industry in the future. Therefore, these industries need to understand the current market demands and customers' requirements. Choosing effective and developed business strategies and marketing strategies also can be beneficial for the hospitality industry to conduct long-term business. Implementation of advanced and useful new technologies to improve the customer service of the company can be beneficial to generate a huge amount of profit margin (Markgraf, 2023).


[bookmark: _Toc150682870]References
 Aguilar-Rojas, O., Fandos-Herrera, C. and Flavián-Blanco, C., 2015. What may lead you to recommend and revisit a hotel after a service failure instead of complaining? International Journal of Contemporary Hospitality Management, 27(2), pp.214-235.
Bailey, R. and Ball, S., 2006. An exploration of the meanings of hotel brand equity. The Service Industries Journal, 26(1), pp.15-38.
Belcher, L. M., (2019). Customer Satisfaction in the Hospitality Industry. [Online] Available at: https://smallbusiness.chron.com/customer-satisfaction-hospitality-industry-15722.html [Accessed 1 October 2023].
Chron Contributor, (2021). A Description of Excellent Customer Service. [Online] Available at: https://smallbusiness.chron.com/description-excellent-customer-service-2083.html [Accessed 1 October 2023].
Cravens, D.W. and Piercy, N., 2006. Strategic marketing (Vol. 6). New York: McGraw-Hill.
Hudson, S. and Hudson, L., 2022. Customer service for hospitality and tourism. Goodfellow Publishers Ltd.
Knowles, T. and Howley, M.J., 2000. Branding in the UK public house sector: recent developments. International Journal of Contemporary Hospitality Management, 12(6), pp.366-370.
Lewis, J., (2023). How Negative Feedback Affects Employees. [Online] Available at: https://smallbusiness.chron.com/negative-feedback-affects-employees-26262.html [Accessed 1 October 2023].
Linton, I., (2023). How to Increase Customer Loyalty. [Online] Available at: https://smallbusiness.chron.com/increase-customer-loyalty-75785.html [Accessed 1 October 2023].
Markgraf, B., (2023). How to Introduce New Technology to an Organization. [Online] Available at: https://smallbusiness.chron.com/introduce-new-technology-organization-41307.html [Accessed 1 October 2023].
McQuerrey, L., (2019). Why Is Customer Service Important to an Organization? [Online] Available at: https://smallbusiness.chron.com/customer-service-important-organization-2050.html [Accessed 1 October 2023].
McQuerrey, L., (2023). Methods to Monitor & Control Customer Service. [Online] Available at: https://smallbusiness.chron.com/methods-monitor-control-customer-service-78613.html [Accessed 1 October 2023].
Mercer, E., (2023). Technology Implementation Plans for Businesses. [Online] Available at: https://smallbusiness.chron.com/technology-implementation-plans-businesses-57879.html [Accessed 1 October 2023].
Sparks, B., 2001. Managing service failure through recovery. Service quality management in hospitality, tourism and leisure, pp.193-219.
Williams, J., (2023). How to Monitor Customer Service. [Online] Available at: https://smallbusiness.chron.com/monitor-customer-service-1120.html [Accessed October 1.2023].


 
Page 2 of 3

image1.png
Prifysgol Cymru
Ny Y Drindod Dewi Sant
¥ University of Wales
Trinity Saint David

5




