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Executive Summary

This report aims to highlight the importance of monitoring effective guest services in the hospitality industry. This report has five parts. The first part introduces the topic and explains the purpose of this report. The second part defines and explains guest service and service culture in the hospitality industry as well as highlights their importance. In this part, the various benefits that monitoring guest services generates are explained. These benefits include reputation management, service culture, and customer loyalty. The third part discusses the need to monitor guest service along with its benefits. The fourth part summarizes the topic and the fifth part states recommendations to this hospitality industry that can be utilized to improve its services. 
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[bookmark: _Toc150213534]Introduction
The hospitality sector is widely recognized as a global industry due to its increased competition and high market value. Companies and hospitality businesses, either small or big, are facing difficulty in managing their customers because almost everyone expects personalized experience and high-quality services (Pimic, Dukic, and Krsmanovic, 2023). The trends are also rapidly evolving and businesses are required to upgrade their services accordingly to maintain high standards. At present, hotel facilities like rooms, bars, nightclubs, and restaurant services, all are considered part of the basic package by digital consumers. They regard these services as integral components of their lifestyle. It means that hospitality businesses are expected to do more to consider themselves luxury (Kandampully, Zhang, and Jaakkola, 2018). In this era, where demand and supply of hospitality services are continuously increasing, the key to becoming successful is to utilize various guest service approaches in the business and ensure they are effectively operating. 
Hospitality managers widely believe that firms who want to gain profits need to focus more on their customer experience. But studies also show that along with customer satisfaction, customer loyalty is also important because only then, the business can get a continuous increase in its revenue (Kandampully and Suhartanto, 2000). According to a survey, it has been shown that 89% of the firms compete primarily based on their customer experience and therefore, it is one of the key strategies widely adopted by them (Gartner, 2014). This shows that effective guest services are highly important to raise the standards for a business. The UK market includes numerous 5-star and luxury hotels to national budget brands and therefore, every business needs to carefully monitor their guest services to ensure they are generating benefits. 
The purpose of this report is to highlight the importance of effectively monitoring guest service approaches in the hospitality industry. By emphasizing various aspects like reputation management, service culture, and customer loyalty, this report reflects the role of guest services in all of them. Through a careful analysis of the UK market, examples of successful hospitality businesses are stated to identify the dos and don’ts of this industry. Lastly, it proposes realistic recommendations that can help hospitality businesses. 
[bookmark: _Toc150213535]Guest Services and their Importance
Guest service also known as customer service is the care, assistance, or support provided by businesses to their consumers, specifically in the hospitality industry. While searching for suitable hotels or restaurants to visit, consumers always look up to the guest service that they provide and the reviews of other people on it. As determined by many studies, guest service is the only element that directly impacts customer experience (Morvay, 2014). The customer experience is defined as the subjective reaction that they give when using a product. As the most important factor, it influences the evaluation and satisfaction of consumers. Therefore, to improve service quality for customers, hotels can work on their core values and provide customers with unique experiences. Only those hotels can offer quality services that respond to guest's expectations, needs, and preferences. Restaurants and other businesses in the hospitality industry should make high-quality services not a goal but a tool for achieving customer loyalty and satisfaction (Manhas and Tukamushaba, 2015). 
When implementing any strategy in a business, it is always essential to monitor its progress to determine its effectiveness. Likewise, every company or hotel in the hospitality industry should monitor their guest service to ensure it is complying with the hotel’s working standards as well as the needs of the consumers (Herrity, 2021). Monitoring the guest service will also determine its effectiveness in achieving organizational goals. Some reasons that require restaurants and hotels to monitor their customer service include:

[bookmark: _Toc150213536]Reputation Management
Restaurants and hotels that have strong customer service create a reputation that attracts consumers within a glimpse. It is because guests/customers who are valued, respected, and treated fairly are the ones more likely to come back to the hotel. The reputation of a business determines the success of a business (Alemar, 2023). In the past, companies used to rely on traditional advertising and word of mouth to build their reputation but the same old tactics don't work in the current fast-paced world. Currently, online reviews and social media platforms play a key role in shaping the reputation of businesses. It is because consumers share their experiences in the form of reviews on various sites from which other people judge the quality of a place. This is how guest service affects and shapes the reputation of a restaurant in the form of a back-to-back chain. Ynyshir, a five-star restaurant based in the UK maintains a strong reputation through its excellent customer service. The place is already a great tourist attraction but the way employees treat the customers adds plus points to its reputation (Ynyshir, n.d.). From bringing consistency in the food quality and serving behavior to offering personalized services, consumers have considered it a top choice. This depicts that guest service directly affects user experience and therefore, hospitality businesses should strictly monitor it. 

[bookmark: _Toc150213537]Service Culture
Apart from creating a strong reputation, customer service also influences the culture of a business. The term service culture is used for the shared values, beliefs, and attitudes in a company that prioritizes and focuses on providing exceptional services to consumers. When it comes to serving customers, the culture is shaped through collective effort (Andriani et al., 2019). In hospitality companies, when guest service is prioritized, customers feel empowered and they work more effectively to bring continuous improvement in the organizational goals. The monitoring of customer service reveals whether the work culture is healthy for the customers and employees or not. It specifies the positives and negatives, thereby highlighting the areas for improvement. Mitchells & Butlers, a hospitality company in the UK has a strong workplace culture, as reported by its employees (Mitchells and Butlers, n.d.). Through its exclusive guest service, the company has established a customer-centric culture in which meeting the needs and preferences of guests is highly prioritized. 

[bookmark: _Toc150213538]Customer Loyalty
The way customers are treated by a company decides the way they react and respond to its services. In the hospitality industry, when hotels treat customers respectfully, they are likely to return to them. This explains how guest service can reinforce customer loyalty. The increased loyalty helps customers establish an emotional connection with the business, thus making them more attached to it (Tas, 2022).  From offering high-quality food to ensuring the comfort of consumers, businesses ensure the needs and preferences of visitors are addressed promptly. According to research studies, customer satisfaction is considered significant for an organization's success (Mim and Ferdous, 2021). It is regarded as an essential indicator that predicts future consumer loyalty. Grace & Savour, is a newly developed restaurant in the UK that has received one Michelin star right after its opening. Due to its high-quality customer service, the restaurant has been ranked among the UK’s top 100 restaurants (Grace & Savour, n.d.). These traits provoke customers to visit Grace & Savour back-to-back. The professional staff members ensure customer loyalty by offering luxury and fine-dining experiences to customers. 

[bookmark: _Toc150213539]Monitoring of Guest Services
Guest service is indeed an important aspect of hospitality businesses but consistency in its high quality is an additional factor that maintains positive outcomes. Most of the consumers report that they like the restaurants on the first visit but their experiences change when they visit the same place again. This is mostly due to the lack of consistency in the quality of services (Bhattacharya, 2022). This raises a major concern and requires businesses to become more responsible and monitor the services they are providing to evaluate their effectiveness in the long run. It is important to monitor and analyze guest services because without assessing them, it becomes difficult to figure out what is working for the business and what is not. This step is essential because it generates a lot of benefits including quality assurance, customer satisfaction, problem identification, reputation management, competitive advantage, and a lot more (Coleman, 2023). 

[bookmark: _Toc150213540]Conclusion
To conclude, guest service is an essential part of the customer experience that makes or breaks a business in the hospitality industry. It directly influences the way the business runs, competes with other companies and achieves its goals. When companies in the hotel and hospitality industry focus on their service quality explicitly, the business automatically gains progress. By managing customer service, businesses can create a strong and long-lasting reputation that continuously inspires consumers. The high-quality guest service also creates a completely customer-centric business culture. It also ensures that the needs and preferences of the consumers are fulfilled and they are re-visiting the hotels and restaurants for the top-notch services. 

[bookmark: _Toc150213541]Recommendations
Apart from emphasizing customer service, businesses operating in the hospitality industry should also consider the following recommendations:
· Since trends in the industry are continuously changing, hotels should invest in staff training so that they can familiarize themselves with the current up-to-date knowledge. 
· The tech-driven world demands innovation in every business sector and therefore, hospitality companies should also consider smart gadgets for offering high-quality services to the consumers. 
· By prioritizing personalized user experiences, businesses should ensure the needs and preferences of the consumers are explicitly addressed.
· Sustainability services are widely included in the business practices of every company and therefore, the hospitality sector should also prioritize it.
· Through local partnerships and collaborations, businesses should enhance guest experience to the maximum extent possible. 
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