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Executive Summary
This report is a comprehensive collection of the importance of guest services' monitoring and utilising the trending methods to improve the areas interlinked with guest services' monitoring, such as Reputation Management, Service Culture, and Service Failure. Alongside this, the report also comprises sound evidence to support the core objective of this report, which is to highlight the importance of effectively monitoring guest service approaches. Moreover, the recommendations outlined at the end of this report provide valuable discussions for the betterment of hotel businesses by emphasising their beneficial influence over the practice of monitoring guest services. As a result, this report will be an instrumental tool for hotel businesses to thrive firmly across the hospitality industry.
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[bookmark: _Toc150346028]Introduction
This report aims to reveal valuable insights concerning the importance of effectively monitoring guest service approaches in the hospitality industry. There are various elements in this industry which allow hospitality businesses to monitor their guest services and elevate their market positions. Undoubtedly, there is a great share of the hotel and hospitality industry in nations’ economies (Walker, 2021). This industry comprises various business entities such as luxury hotels, tourism destinations, and travel companies. However, all these players on the ground employ their distinct yet effective strategies to keep rolling ahead in the industry or monitor guest service approaches. By staying compliant with their respective tactics in managing reputation concerns, service culture, and other business operations, they ensure rigour, quality and standard in their offerings. Alongside these factors, ‘service failure’ is another serious brick in this industry’s wall. Therefore, agencies, firms, and luxury hotels in this industry keep sharp eyes if their services are bending towards any failure.

[bookmark: _Toc150346029]Main Findings
This section upholds valuable discussions comprising the role and importance of monitoring guest services in some areas of the hospitality industry, such as Reputation Management, Service Culture, and Service Failure.

[bookmark: _Toc150346030]Reputation Management
First and foremost, hotel reputation management is all about keeping an eye on and changing how people talk about the hotel, either online or in their in-person gossip. It helps hotels to achieve excellence in the guest experience (Ford, 2020). However, there are various things included in this; for example, keeping up with review sites, writing and interacting on social media, making the website hotel search engine friendly, and a lot more. 
Undoubtedly, a hotel's reputation is very important to its business, and staying compliant and up-to-date with it can make a big difference in how the hotel performs against other competitors in the same industry (Mmutle, 2017). Some important things hotels can do to control their reputation are to read and react to guest reviews, handle bad feedback, and use positive feedback as an advantageous tool to improve the hotel's service quality. Alongside this, Hotels can build a strong reputation, leading to long-term success by using the tips outlined in the recommendations below.
At the same time, in this industry, the involvement of reputation management can be seen clearly among hotel and restaurant leaders to monitor and respond to guest services (Soloman, 2018). Alongside this, On TripAdvisor, the Hyde Suites Midtown Miami is rated first out of the 140 hotels in Miami, boasting in the market with 139 reviews. Among those reviews, 134 are either "excellent" or "very good." As a result, Hotel Hyde Suites Midtown Miami earned a reputable position in the hotel industry of Miami. The reason behind such robust reputation management of this hotel is keeping all of the reviews that are answered. This is a simple but efficient method of managing a hotel's reputation, and the hotel practices it with all of its staff members, including the general manager Quim Gener. He provides individual comments to each review, whether positive or negative (Boley, 2020). All these practices ensure the hotel consumers that the hotel values and cures them from every perspective.
On the other hand, it is tough to discover examples of luxury hotels that have failed in their reputation management. However, there are clearly occasions when hotels have gotten unfavourable ratings and criticism. For example, research that was carried out in Jordan concluded that fewer than half of the unfavourable valuations were given a management response and that more than half of these responses were standardised and did not respond to the concerns that were brought up in the reviews.
 
[bookmark: _Toc150346031]Service Culture
Initially, company cultures that put a lot of value on good customer service are called service cultures. For this purpose, the workers are taught to put the needs of the customer first in everything they do (Baum, 2019). As a result, their jobs are built on this philosophy, ensuring the customer has the best experience and gets the best value beyond his expectations. Undoubtedly, guest satisfaction and dissatisfaction play significant roles in the progress of hotels (Panchapakesan, 2020).
At the same time, a big part of managing a hotel's service culture is keeping a strict eye on the behaviours of staff while serving the reputable guests of the hotel. However, it includes mutually beneficial practices with review sites. Also, writing and interacting with potential customers on social media platforms and forum websites is a good approach. Moreover, monitoring quality in many areas lets hotel businesses learn from their contacts with customers. In response, it helps hotels to make sound decisions, provide better guest services, and improve their overall hospitality processes (Berezina, 2016).
For example, Hotel Indigo received an overall score of 77% and was considered a 'recommended provider' after being evaluated in a recent poll (Bell, 2023). This result honoured the hotel with the title of being the top hotel chain in the UK for 2023. Alongside this, the entire chain of Hotel Indigo has 18 hotels throughout the United Kingdom. It is well-known for its fashionable interior design, friendly personnel, delicious breakfasts, and convenient locations in the heart of the city. All was possible because of Hotel Indigo's responsible, reliable, and result-oriented Service Culture.
Contrary to Hotel Indigo's case, bad reviews can be death mines for luxury hotels (Taecharungroj, 2019). Undoubtedly, nothing could be worse than a guest's unsatisfactory review of a hotel's service and its overall culture. These include needing more self-service options, dirty rooms, rude staff, mechanical problems, poor communication, bad customer service, and bad food or drink; also, noisy neighbours are no exception. 
Additionally, the unavailability of hot water, small beds, the temperature of the room, no or slow Wi-Fi, irritating bugs or animals, and their bad smells can result in a ruined service culture (Kochar, 2022). Alongside these issues, not being able to make reservations, staff not respecting DND signs, delayed services, theft of a personal item, not letting pets stay, not having any free supplies, and not very good service are also serious concerns in terms of "Service Culture".

[bookmark: _Toc150346032]Service Failure
The term "service failure" refers to when people are unhappy as a result of the services they received that do not meet their expectations (Aguilar-Rojas, 2015). Various things can be done to negotiate and make customers satisfied in case of a service failure.
The common reasons behind service failures are when a customer does not get the service delivery that was promised during the service transaction, when the service delivery is late or cannot be delivered at all, or when the service does not provide the main benefit that the customer bought it for. Alongside this, unstable Wi-Fi and internet connections, unhygienic food, room services, and geographic locations provoke service failures (Cebekhulu, 2016). For example, Sofitel also had a track record of failing at many places of its services (Grist, 2009). In contrast to this, Hotel Indigo boast across the market with its flawless efficiency in providing quality guest services. 

[bookmark: _Toc150346033]Conclusion
After analysing the key areas of the hotel industry, guest services and their monitoring, it has been identified that reputation management, service culture, and service failure perform a significant interplay while monitoring guest services approaches. However, the inclusion of Hyde Suites Midtown Miami the research carried out in Jordan, Hotel Indigo, and Sofitel supported the entire discussion significantly. Fortunately, there are some valuable recommendations outlined below in response to the insights gathered in terms of reputation management, service culture, and service failure.

[bookmark: _Toc150346034]Recommendations
This section outlines some essential practices that hotels need to adopt and implement in their regular hotel operations. It is necessary to consider reputation management, service culture, and service failure as serious concerns and alter hotel functionalities accordingly.

[bookmark: _Toc150346035]Reputation Management:
In this era, the entire world is living in the digital world and finding services or products for their needs out there (Barrett, 2015). Therefore, whatever hotels in the hospitality industry plan for their reputation management, they have to do it online, too. Also, they should have to engage and respond to guests as quickly as possible. 

[bookmark: _Toc150346036]Service Culture:
In order to effectively monitor guest service approaches, it is important to listen to customers by monitoring interactions and asking questions such as "How was your experience at hotel abc?" "Is there anything we could do better?". Alongside this practice, text analytics indicates email and chat exchanges that need to be monitored, while speech analytics can identify calls that are pertinent for examination. However, speech analytics can also identify relevant calls for evaluation (Herell, 2015).

[bookmark: _Toc150346037]Service Failure:
Service failures are the most vulnerable factors for hotel businesses (Koc, 2019). Fortunately, hotels can maintain their service quality by quick problem-solving ability, not letting guests fume about the problem, being humble with guests and genuinely saying sorry in case of any inconvenience. Alongside this, taking continuous follow-ups from the guests can help hotels to enhance their services.
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