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1.	Executive Summary 
Organisations can enhance customer happiness and loyalty by customizing services to match or beyond guest expectations through the use of feedback and data. There are many benefits to improving service quality through monitoring, such as increased revenue growth, competitive advantage, higher visitor happiness, and operational efficiency. Happy customers are more inclined to spend more on extra services, which boost income. Providing guests with exceptional service cultivates their loyalty, since returning patrons become dependable income streams and brand ambassadors. (Bagdan,2019)
2.	Introduction 
The hotel industry is distinguished by its undying commitment to providing outstanding customer service. In a time of shifting consumer demands, rapid technological advancements, and escalating rivalry, it is critical for hospitality businesses to regularly assess and modify their guest service strategies. This requirement stems from the need to not only meet but also exceed the expectations of guests in order to guarantee their contentment, loyalty, and favorable feedback. It is impossible to overestimate the significance of efficient monitoring in the hotel industry since it is essential to making well-informed decisions and improving the visitor experience. The performance of hospitality facilities is directly impacted by this practice, as shown by recent articles in the industry. These insights are invaluable (Ali et al, 2021).

3. Importance 
a. Guest satisfaction 
Proper monitoring makes it possible to quickly identify and address complaints and issues from visitors, guaranteeing that their needs are met on time. Keeping an eye on customer preferences and behavior allows for customized service, which boosts customer loyalty by making them feel valued and appreciated (Car et al, 2019). Over time, improved service quality and improved visitor experiences are the consequence of regular monitoring, which helps discover areas for development.  By eliminating fluctuations in visitor experiences and fostering trust, monitoring makes ensure that service standards are constantly followed. Monitoring helps them in creating customer loyalty towards them which leads to repeat customers and a satisfied customer not only come back but promotes business through social media and word of mouth which creates strong brand reputation and sustainability over times with frequent revenue streams (Belarmino et al, 2019; Dimanche and Lo, 2022).
2. Revenue growth 
Monitoring the guests helps in personalization and providing different types of services for different occasions leading to customers being satisfied and increasing revenue for the business.  Increased revenue is strongly correlated with satisfied clients' use of extra services, which include dining alternatives, spa treatments, and lodging upgrades (Belarmino et al, 2019).  Staff members might find opportunities to cross- or upsell services by monitoring. For instance, the hotel can provide a unique package if a guest expresses interest in spa treatments, which could increase spending and income (Car et al, 2019). The growth in revenue helps the hospitality sectors in resource allocation for instance the marketing, staff trainings and proper maintenance of the facilities for the guests. It allows them to have competitive edge over their rivals and to stay in the market leading to financial stability and staff motivation too.
3. Improvement in service quality 
Monitoring makes it easier to spot instances where services don't live up to expectations. This could involve poor service, delayed responses, or complaints from customers. Through observation, problems are found and fixed quickly. This guarantees that complaints from visitors are addressed promptly, preventing their discontent from growing.  Information that can be obtained from both monitoring data and guest reviews is useful. They offer perceptions into the preferences and problems of visitors, which can be utilized to customize services to either meet or surpass expectations (Car et al, 2019). 
 Improved guest satisfaction from improved service quality generates favorable evaluations, return business, and recommendations from friends and family. A reputation for providing exceptional service quality offers hotels and other hospitality businesses a competitive advantage and draws in more visitors (Sipe et al, 2018). Happy customers are more inclined to spend more on extra services, which boost income. Providing guests with exceptional service cultivates their loyalty, since returning patrons become dependable income streams and brand ambassadors. Prioritizing service quality improves brand recognition and draws in more clients. Profitability increases due to cost savings and a decrease in service complaints and inefficient operations. Streamlining processes and allocating resources effectively are made possible by monitoring.  (Belarmino et al, 2019)
4. Reputation Management
It is impossible to overestimate the importance of efficiently monitoring guest service methods in the fast-paced, fiercely competitive hospitality sector. Making sure that visitors have outstanding experiences is crucial for hotels and other hospitality facilities. Since reputation management is so important in determining how both present and future customers view a business, it is closely related to the tracking of guest services. In the current digital era, where online reputation and evaluations have the power to make or break a firm, this relationship is essential (Christensen et al, 2018).
1. Positive online reviews
Providing personalised services and improved quality is only possible with monitoring the guest service. This leads to a customer being satisfied and providing good reviews for the business online which enhances the reputation of the business and drawing more customers out of it raising the occupancy rates for the business (Proserpio et al, 2021).
2. Competitive advantage
An establishment stands out from rivals with a strong reputation. When making reservations, tourists frequently consult internet evaluations. A hotel's reputation can influence prospective guests to select it over another.  This draws customer loyalty and repeat business as they have a positive experience (Walker, 2021).
5. Service culture 
The core of the hospitality sector is its service culture, a steadfast dedication to giving visitors special experiences. It is impossible to stress how crucial it is to properly monitor guest service methods in this situation. Service management and service monitoring are complementary to one another in a symbiotic way. When combined with attentive service monitoring, service culture—which consists of the beliefs, attitudes, and actions that support service delivery—produces a flawless and remarkable visitor experience. (Baek et al, 2020)
1. Consistency 
Defined service expectations and standards are established by a strong service culture. Effective monitoring of guest service practises guarantees that these expectations are continuously satisfied, which in turn builds guests' confidence and dependability. (Mmutle et al, 2021)
2. Employee engagement
Employees with a deep-rooted service culture feel proud of their work and have a purpose. They become more involved and driven to provide great service when they can observe how their activities are being monitored. (DIXIT, 2021)




6. Conclusion 
It is indisputable that good customer service and approach monitoring is crucial for the hotel industry. This approach is essential to success in a field where client loyalty and happiness are critical factors. In addition to enabling in-the-moment modifications to meet and surpass visitor expectations, efficient monitoring promotes a culture of constant adaptation and progress. The advantages are extensive and include increased revenue, edge over rivals, customer satisfaction, and brand reputation. Success in the always changing hospitality industry depends heavily on an organization's capacity to track and improve its service delivery methods in an environment where customer preferences are changing and competition is fierce. It's not just a practice, it's a must for every hospitality business that wants to provide outstanding guest experiences and survive in a cutthroat market. (Koc, 2019)


7. Recommendation 
Staff should receive ongoing training and education on the value of guest service monitoring and the abilities needed to deliver top-notch service. Employees with proper training are better able to meet customer expectations and adjust to changing needs.Establish reliable procedures for collecting customer feedback to entice comments from visitors. In order to resolve issues and improve the calibre of your services, proactively gather, examine, and react to this input.To expedite service monitoring and obtain useful insights, leverage technological solutions like data analytics and guest management systems. Data-driven choices and real-time tracking are made easier by technology. (DIXIT, 2021)
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