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In this essay I will be discussing the importance of efficiently monitoring guest service approaches I will also be discussing how to keep up with the latest trends and the consequences of not doing so additionally I will discuss reputation management service culture brand consistency hotel standards customer loyalty future technology impacts and service failure. I will be providing real world examples of how a hotel has implemented changes to keep up with latest trends and overall how important monitoring the guest experience as a whole is to hotel. Lastly, I will be giving my personal recommendations on how a hotel brand can improve at monitoring the customer experience as well as the other points mentioned.
 
Reputation management means monitoring the reputation of your hotel for example asking the customer at the end of their stay to rate each aspect of their stay out of 10. This will make the customer feel like their opinion is very important to the hotel this makes the customer enjoy their stay a whole lot more. The word-of-mouth survey also helps the hotel manage their reputation by quickly dealing with any customer complaint before they are made more public damaging the hotels reputation this can be done by offering the customer a voucher or even their money back this will make the customer happy and the hotel happy. Another way hotels manage their reputation is sending automated feedback surveys as well as responding to the reviews provided by the automated feedback surveys responding to both the positive and negative reviews this will make the public feel like the hotel really cares about their customers which will shed a good light on the hotel managing their reputation well a great example of a hotel doing with is JW Marriott by used both in person surveys and online surveys like trip advisor they ensure that each guest’s experience staying at the JW Marriott was good if not then apologies to the customer or offer a refund as well as change things at the hotel if enough customers complain about it. It’s important to keep up with market trends but it is very difficult to do so as trends come and go every single day it is also difficult to pick which trend will stay long enough for a hotel to change to accommodate said trend. My recommendation on improving reputation management is monitoring market trends A good way to keep up with trends is to use social media as most of the population uses a social media a great way it’s a great way to stay up to date on people opinions on the hotel industry as well as the opinion of your hotel having a social media team or a social media manager will greatly improve the monitoring of reputation. Having a hotel use social media can also help it get a younger demographic as well as get more popularity as well as publicity. An obstacle a hotel might face implementing market trends is like I said market trends change every single day making it very difficult to commit to any changes to follow the market trends. A way around this can be having a market trends manger who’s only job is to keep up with the trends and only implementing small changes and never coming to any big ones unless the trend is popular with an extended period. 




Service culture is the staff trying to provide excellent service to the customer whatever it may be for example checking in the hotel asking for room service or even just helping with bags or being polite a example pf excellent service is the customer having a personalised experience for example for a wedding or an anniversary a hotel like JW MARRIOTT will make sure the guests have an enhanced experience for example providing free drinks or a free dinner this will make the customer feel like JW Marriott really cares about their experience staying at their hotel the guest might also compare stays at their hotel and other hotels driving word of mouth about the positive experience staying with JW Marriott this overall is good service culture and excellent service. Another way for good service culture is to quickly fix mistakes as well as possible for example I saw a video on YouTube about a hotel messing up a guest's dress while she was staying by dry cleaning it the wrong way to make up for that mistake, they went a bought the lady a brand-new dress to make up for messing up the lady's original dress sometimes messing up but quickly recovering has a more positive impact on the guest then there would be without the mistake happening in the first place. Another example of good service culture is to show the customer appreciation it’s very important to build strong relationships with your customers offering special discounts or prices is a great way to show guests that you appreciate them as a business special discount can come in coupons or percentage of certain items like a stay or a breakfast or even adding a bonus thing for free like free drinks or snacks. To follow marketing trends better I would recommend for the service culture part of hospitality to get more into technology while still holding onto their roots by that I mean as time moves forward the world evolves and so does the customers' needs and expectations and although not every customer expects the same things over time expectations change that’s why I recommend for service culture to adapt the use of robots and AI technology in my opinion may help service culture for example AI powered agents to respond to complaints and praise of customers while their still being an option of speaking to a person this will help the staff because not as much workload would be put on them and any customer who actually wants to speak to a person would still be able to another suggestion I have is an online booking what I mean is some customer may be too tired to talk to a person to take them to their room I suggest having a code sent to your phone with that code you can get the key to your room without speaking to nobody while some customers may still want to speak to someone so I suggest both options being available to customers. The use of technology in being implemented in countries like China while an American hotel like Hilton is behind on their competition. The reason I be my suggestion will positively impact service culture is because it makes life easier for the staff and the service culture industry will be getting customers it may have not had before. The obstacles this change may face is that hotels have a lot of personal information on their customers for example their address bank account birthdays and many more and the more everything online the more of a chance there is for the information to be hacked and used for criminal activity and until hotels can make sure this can never happen, they shouldn’t implement this fully. 
 






Conclusion in this report I have explained what reputations management and service culture is I  have, also given examples of how in both aspects a hotel or the hospitality industry can improve their reputation management and service culture I have also explained what obstacles the hospitality industry may face implementing my recommendations and suggestions like implementing more technology and using social media to keep up with trends and only implementing them if the trends are there for a prolonged amount of time. I also suggested the use of AI technology as well as robots to help improve service culture helping the staff have less workload as well as gaining a new demographic of customers, I have also explained the consequences this might bring like hacks by criminals seeking people personal information and how maybe the hospitality industry should make sure to make this type of consequence can never happen before implemented this idea I also suggested that people may not like this because there are some problems a robot AI or a computer may not solve and the guest may need to speak to a actual person to have their problem resolved that’s why I suggested that the hospitality industry should implement this slowly as not everyone will be ok with this change. Lastly, I have found out that it is very difficult to implement market trends to an industry that has been around since 15,000BCE as no one wants to change something that already mostly without any flaw my only suggestion for the hospitality industry is to keep up with the times and what’s going on in the world 100 years ago toilets were a luxury and now if a hotel doesn’t have them then no one is going to stay there no matter how good the hotel is that’s why my final suggestion is for the hotel industry to keep up with the times something that back 100 years was a luxury could in the future become a necessity another example of this is for a hotel to have a stable internet connection without one the hotel may lose many customers.
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