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Executive summary
  The report has shown the hospitality industry is related to multiple operations and businesses for different hotels, events, cruises, entertainment, food and more tourism-related services. Quality services and professional approaches with the aspects of improving customer relationships or positive customer experience have been explained here. Proper reputation management of the industry and different companies like Marriott has led Marriott International to achieve a score of 80 in ASCI in 2023 and developed brand awareness at over 83% in the U.S. Moreover, service culture in the industry has been explained in the context of developed customer satisfaction and increasing brand reputation.  
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Introduction
  Hospitality is an industry that includes operations and businesses for different hotels, events, cruises, entertainment, food and more tourism-related services. Service is related to actions or performances through the connection between guests and other staff. Guest services mainly aim to provide an enjoyable experience to the customers which can also include primary hotels, spa industry, sports and event facilities (Solomon, 2019). Hence, it is a large industry, and it holds a competitive aspect in other markets. Keeping up with the latest trends and following customer demands is a must for the industry to avoid being left behind. The following report will discuss the importance of guest service approaches with an understanding of the concept of effective and continuous monitoring of the approaches. Additionally, the effectiveness of reputation management and service culture in different hospitality companies will be discussed here. All these approaches and their impacts are related to some important areas such as brand consistency, hotel standards, customer loyalty or technological impacts and more that will be included in the report.   
 	 

[bookmark: _Toc8158]The Importance of Guest Services Approaches 
  Guest service approaches are related to providing professional services with care to the guests. It includes the provision of integrable goods such as offering unique and relaxing accommodation or food. Quality services are also under this approach which is related to exceeding the expectations of all the clients and providing the best experiences during their travel (Mayfield, 2023). All the approaches are related to developing brand consistency among the guests and the industry. For the approaches, guests will choose these facilities and companies again and again with developed performance and profits. Some of the effectiveness of these approaches will be discussed below- 
Improving relationships: The guests are the main area of the industry. These guest visits hotels and other hospitality organisations for different purposes, far from their homes and the main aim of these approaches is to provide excellent services with accommodation, food, entertainment and more. Providing proper services with the best approach can develop the relationship between the guests and the company (Silva, 2023). In the early 1800s, the Royal Hotel in Plymouth was the first modern hotel in England and all its complementary facilities or holiday reposts developed the brand reputation through exceeding customer expectations which also improved relationships with the customers and the entire market.  
[image: ] 
(Source: Forbes, 2022) 
Positive guest experience: Guest service approaches ensure quality and boost the entire service with more effort. All will develop positive reviews from the guests and the reflection of holding a good business with a good organisational image. The indicator of quality services is directly connected to guest experiences developing trust and loyalty among the customers and encouraging them to come back and include with the company (Forbes, 2022). In the early 21st century, global corporate hotel chains merged with each other and brands like InterContinental Hotel Group or Marriott owned other brands. These changes impacted the entire hospitality industry in a positive way and developed the guest’s perception or exceeded their expectations by providing better facilities.  
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  Through continuous monitoring, the approaches of the hospitality organisations will reflect the customer’s feedback and experiences regarding the services. Organisations can understand if the customers are satisfied or want something more through the organisational services and approaches. With the data and feedback on online platforms or word-of-mouth, companies can gather information and monitor the progress of their products and services (Limna, 2022). All these aspects will be beneficial for the companies in relation to handling organisational services and reputation which are related to the below components-  
Understanding customer needs: A broad area of the hospitality industry includes different kinds of customers with their hospitality demands and requirements. With continuous monitoring and guest service approaches and their impacts on the customer’s experiences. The hotel industry includes several departments like rooms, reservations, conversion or food services with more subdivisions. For example, the guest manager of The Ritz-Carlton is related to greetings, administering check-ins or check-outs, delivering mail and caring for duties like recommending places, bookings or arranging laundry which helps him to understand what are the actual needs of these guests and the management can make changes based on the experiences.      
Evaluating market trends and preferences: This industry is related to multiple jobs and markets; thus, understanding the current trends both the positive and negative aspects is a must for this industry. There are different new trends like sustainable hotel services or technological usage in the hotel services which guests can want in their travel experiences. Through continuous monitoring of the approaches, the entire industry can include positive trends in the market and eliminate the negative trends with their impacts (DEMİR et al., 2021). For example, software companies started to develop new tools and techniques, related to customer databases, property management systems for reservations, housekeeping management, loyalty programmes and more.  
 	 
[bookmark: _Toc8160]Effectiveness of Reputation Management 
The concept of reputation management is related to influencing stakeholder perceptions through conversations about any specific organisation or brand. In the hospitality industry, reputation management includes different strategies online on a traditional ground such as monitoring tools for the managers and increasing engagement between the customers and brand while enhancing organisational property. Reputation management tries to keep the brand's reputation with different kinds of travellers like business, vacations or leisure. According to research in the hospitality industry, approximately 41% of guests visit for business purposes and the other 59% of guests are included in travelling for pleasure (Hayes et al., 2020). Understanding the different needs of travellers and maintaining the organisational reputation among them is effective for different aspects such as 
Developing customer loyalty: Building customer loyalty through communicating their values, providing exceptional customer services, showing appreciation, asking for feedback and continuous improvement can develop customer loyalty. Customers will get directly approached through these areas and ensure organisational improvement. Understanding the needs and improving organisational operations has led Marriott International to achieve a score of 80 in ASCI in 2023 and developed brand awareness at over 83% in the U.S. (Statista, 2023). The hotel chain is developing its global operations and become one of the most famous hotel chains globally.   
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(Source: Forbes, 2022) 
Understanding service failure: Through maintaining the reputation of a brand, management can identify its service failure and past errors. It helps the company to develop the business by using organisational strengths and mitigating weaknesses. By generating customer feedback and observing their actions after having the organisational services, management ensures the proper compact of the services. For example, multiple hotels in Britain have failed to maintain their food hygiene and 19 hotels generated zero ratings. Novotel receives comments like ‘high risk food’ It has led these companies to oversee their hygiene factors in every department. They have used proper hospitality skills and expertise with better management and implemented more efficient and clean services (Koc, 2019).  
  
 	 

[bookmark: _Toc8161]Effectiveness of Service Culture in The Industry 
The service culture in the hospitality industry is related to focusing on the mission and processes of serving their customers. The aim of this culture is to hold the best experience for the customers and prioritise their values. The industry follows a people-oriented culture where companies gather information about customer preferences and needs (Miao et al., 2021). The three main elements of a service culture such as commitment, attitude and actions. According to Kotler and Keller, the prime characteristics of service are Intangibility, Variability, Inseparability and Perishability. All these areas explain manufacturing and service delivery are more complex than a specific product and service which needs to be overseen. Simultaneous production, consumption, actions of service providers and business ethics are related to the concept which ensures a better industry culture (Laurinciukaite, 2022). All these areas are important for some areas like- 
Customer satisfaction: A proper and maintained service culture always provides appropriate products and services to the customers which ensures customer satisfaction (Moreno-Perdigon et al., 2021). Organisations like Premier Inn can fulfil expectations through their culture and develop organisational awareness over 93% of which is directly related to its popularity or customer loyalty (Kunst, 2023).  
[image: ] 
(Source: Kunst, 2023) 
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Organisational improvement: Customer satisfaction and people-oriented are related to organisational profits and more improvement which ensures the beneficial part of the employees. If employees get more benefits from the organisations, they will develop their productivity and loyalty to the company (BBC, 2020). Customer satisfaction will directly increase the brand's reputation in the market and customers will choose their company for the next travel experience as well. After research on employees of Imperial Hotel in the UK, over 85% of employees have explained they will recommend working in this company which has created a positive impact on the market (Imperial Hotels, 2023).  
 	 

[bookmark: _Toc8162]Conclusion 
The report has highlighted the concepts of the entire hospitality industry and its different areas of operations. The importance of guest service approaches such as maintaining relationships with customers and having positive experiences for the customers in handling brand consistency have been explained here. The importance of effective and continuous monitoring of guest service approaches in the aspects of understanding customer needs and market trends is described here. The effectiveness of reputation management and service culture in the hospitality industry have been defined in the report. It has included developing customer loyalty, understanding service failure, customer satisfaction and more and providing examples of different hospitality companies throughout the report such as Marriott International or Premier Inn Hotels.  
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