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Executive summary
The business report will include different customer service approaches that help enhance customer experiences in the hotel industry. The report will also highlight the challenges some major hotels face in implementing customer service approaches. Hotels can effectively manage their reputation by staying active on social media platforms as these platforms help develop relationships with the customers. When hotels have good service culture they can develop a loyal customer base in other cases hotels can implement the Asses, Improve and Maintain (AIM) approach to evaluate the current situation. To attain service consistency many hotels are investing in employee training. Through effective training, employees can have complete knowledge to deliver the best and most consistent customer service. Hotel brands aim to maintain a consistent brand image and feel across the hotel properties. It does not have interior and exterior designs, ambiance, culture, or color schemes 
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Customer service monitoring includes the identification of key metrics and trend measurements to determine whether operations are enhancing or deteriorating. The aim is to identify key areas that can be improved before customers complain which enhances customer experience (Smith and Bititci, 2017). The following business report will include different customer service approaches that help enhance customer experiences in the hotel industry. The report will also provide recommendations for hotels related to market trends. The report will also highlight the challenges some major hotels face in implementing customer service approaches. 
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[bookmark: _Toc159258647]Reputation management
Reputation defines the individual thoughts about business, products, and staff which are mostly linked with individuals' personal experiences, and information from surrounding or from media. The reputation of a business enterprise and its connected individuals who are stakeholders is valuable and essential. When stakeholders rate businesses with better ranks the enterprise has a positive reputation but tension may occur when the reputation defined by stakeholders does not match reality. If a business aims to bring perfection in all the fields of scope the company can compete and generate profit despite its past experiences. To avoid a negative reputation and repair the damage businesses should focus on effective reputation management (Zraková et al., 2017). Reputation management is a commitment to responsible stakeholder communication that reflects corporate culture which is not an opportunistic service. The activities for reputation management include setting objectives, developing strategies, and implementing control mechanisms (Arduini et al., 2023).
Hotels can effectively manage their reputation by staying active on social media platforms as these platforms help develop relationships with the customers. The Premier Inn Hotel UK identifies its reputation among customers by providing high-quality services through social media. By analyzing customer retention and hotel reputation Premier Inn analyzed the relationship to effectively manage its service quality to increase its reputation (Ghandour et al 2015).
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Service culture is the business environment where employees are committed to providing the best customer service to their consumers. These employees can go beyond and above in providing the best services to their customers and ensure that customers are satisfied with the services. Businesses with excellent service culture not only develop good business sense but also differentiate organizations in highly competitive environments. The relationship between service and culture of any business is far beyond just having more sales and achieving higher customer loyalty and trust. When organizations have a strong service culture employee motivation also increases which results in better customer experiences. When service culture is good employees are yelled berated by the customers which increases their morale therefore their productivity increases (Anitha, 2016).  
To achieve performance enhancement the hotel staff can work in collaboration so that they understand the business and its objective efficiently. The collaboration between waiters has developed a unique client base that expects the highest level of service quality. When hotels have good service culture they can develop a loyal customer base in other cases hotels can implement the Asses, Improve and Maintain (AIM) approach to evaluate the current situation and design sustainable practices for the areas of improvement and to follow them effectively in the critical process (Choi et al., 2020).
[bookmark: _Toc159258649]Customer loyalty
Customer loyalty is an important factor that allows businesses to achieve a competitive advantage over other businesses in highly dynamic business environments. Customer loyalty is developed on two components: behavior and attitude. The customer promises to have similar purchase decisions regarding products and services from similar organizations over some time. The customers do not look for new products launched by the competitors, or their innovations as they do not want to switch to another brand. Loyal and satisfied customers have positive views about the organization, prioritize the organization over others, and are engaged in repurchase decisions (Leninkumar, 2017). Customer loyalty towards an organization can increase due to the trust between the customers and the organization. When customers are loyal towards the service provider it means that they trust the organization. As trust helps in developing an essential bond between customer and brand, therefore, its trust is considered the determinant of customer loyalty (Setiawati et al., 2019).]
Leonardo Hotel in the UK has introduced a customer loyalty program in the form of a reward. The reward provides exclusive benefits whenever customers visit which are divided into three levels which are based on the criteria that the more customers stay the more exclusive benefits they will receive. These benefits are points that can be used for accommodation, food, drink, and free room nights (Leonardo Hotels, 2024).
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Brand consistency is a vital feature when discussing the tourism and hospitality sector. When brand consistency increases sales value gets bigger which decreases the production cost. Businesses have the same customers therefore they do not need to spend and invest in marketing so that they can keep more of their sales and resources to other places. Brand consistency allows businesses to use premium prices that increase profit margins and customers usually buy similar products that meet their tastes and needs. the commitment made by marketing teams is far beyond the materialistic rewards. Business needs to develop a sense of attachment to a brand that stimulates and connects customers to the brand. Businesses also apply brand consistency over more than one product that the company sells (Durgude et al., 2023).
To attain service consistency many hotels are investing in employee training. Through effective training, employees can have complete knowledge to deliver the best and most consistent customer service. They can also identify customer needs, resolve challenges and issues that may arise, and provide personalized care. The Ritz-Carlton hotel chain has developed several standards to meet customer demands and deliver the best services consistently (Batinić, 2016).
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Hotel standards are defined as the standard and level of service quality on which Affiliates and managers provide services management according to hotel requirements. These are similar services that are provided by the hotel managers according to the hotel operations in the past. Hotel brands aim to maintain a consistent brand image and feel across the hotel properties. It does not have interior and exterior designs, ambiance, culture, or color schemes (Wu et al., 2021).
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Customer service monitoring includes the identification of key metrics and trend measurements to determine whether operations are enhancing or deteriorating. Reputation defines the individual thoughts about business, products, and staff which are mostly linked with individuals' personal experiences, and information from surrounding or from media. To achieve performance enhancement the hotel staff can work in collaboration so that they understand the business and its objective efficiently. Customer loyalty is an important factor that allows businesses to achieve a competitive advantage over other businesses in highly dynamic business environments. Brand consistency is a vital feature when discussing the tourism and hospitality sector. The activities for reputation management include setting objectives, developing strategies, and implementing control mechanisms. When brand consistency increases sales value gets bigger which decreases the production cost. Hotel standards are defined as the standard and level of service quality on which Affiliates and managers provide services management according to hotel requirements.
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The hotel industry around the world is experiencing many market trends that need careful and strategic adaptations and attention. Some recommendations are as:
· Due to the increased concept of sustainability guests are more focused on eco-friendly practices in hotels/ hotels should initiate green and energy-efficient practices, and develop waste reduction practices. The hotels should be concerned about implementing eco-friendly practices.
· Due to the rise in technology customer experience is rising. Hotels should develop keyless entry, and mobile check-ins, and develop mobile apps to meet hotel standards. Hotels should adopt technology to enhance customer experience and to remain competitive.
· There has been a shift in travel demands customer demands for immersive and unique experiences compared to traditional methods. Hotels should adopt this by providing the best experience while focusing on both local and new trends (Dikken, 2020).
· Hotels also face challenges that can be due to health challenges. The COVID-19 pandemic appears to be devastating for the hotel industry due to a decrease in tourism. Hotels should develop effective measures to deal with these challenges and not affect business operations. 
· Hotels should provide competitive accommodation facilities that can be rental or house-sharing services. These are budget-friendly and can enhance guest experience during their stay as they can avail of more benefits on a limited budget (Chun Wang et al., 2016).
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