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[bookmark: _yn94d9cnntzv]Executive Summary
The report will analyse the importance of measuring guest services in the hospitality industry. Measuring guest service allows organisations to implement necessary strategies to enhance the services rendered to the guests in hospitality. Further resulting in gaining a competitive edge as well as profitability. The report will further analyse various topics that determine and assist in measuring guest service such as reputation management, service culture, hotel standards and future technology impacts. The report will also provide recommendations.
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[bookmark: _Toc149905490]Introduction
Guest service is an essential element as well as a feature of the organisations that belong to the hospitality industry. Guest service brings various benefits for organisations in hospitality which makes it crucial for companies to evaluate, analyse and develop strategies to meet the demands of the customers. The benefits include competitive advantage, customer retention, customer loyalty and high revenue inflow. Therefore, the following report will provide insight into the importance of measuring guest service in the hospitality industry. The report will analyse components that ensure as well as aid guest services in the hospitality industry such as service culture, reputation management, hotel standards and the impacts of future technology. The evaluation of reputation management will help by measuring the perceptions of customers. Furthermore, it analyses technologies and how they determine the organisations in the hospitality industry. The service culture similarly influences customer loyalty which helps measure the guest service.
[bookmark: _Toc149905491]Main Findings
[bookmark: _Toc149905492]Reputation Management
Reputation management refers to a practice which has been used by companies to influence the perception of their stakeholder and also help in manipulating the conversion of individuals regarding organisations and their images (Gartner, 2023). Organisations in the hotel industry often need a good reputation which helps those businesses maintain a strong presence in their market. Hotel companies often maintain their reputation well in front of their customers which often helps these businesses in improving their brand image and also helps in becoming more credible and trustworthy in the hospitality market (Wood, 2015). These companies use various methods to build a better reputation such as online presence which helps these companies to target a huge audience to highlight their brand image in the hotel industry (Tsao, 2018). The organisations have started implementing various strategies which include renovating the interiors of their hotels which successfully helps the companies attract their consumers and also helps in providing a luxury experience (Ehl.edu, 2023). Furthermore, the hotel industry has started expanding its businesses in various new locations which contributes to the companies in promoting their brand value and also helps in increasing the awareness of the organisation (‌Linkedin.com., 2023). There are several companies that have enhanced their SEO optimisation, which helps these companies to grow their ranking in the search list of hotels in the preferred locations of their customers. The implementation of this strategy has been helping in boosting the customer's check-ins which ultimately allows these hotel companies to grow their profitability (Burton, 2023). There are various companies in the hotel industry who have been using various marketing strategies such as the company Premier Inn which has been endorsing popular icons for their advertisements which helps in targeting a huge audience through telecasts on TV and their social media platforms (Feldwick, 2021).
[bookmark: _Toc149905493]Service Culture
Service culture refers to surroundings where employees of an organisation are putting their efforts into providing the best possible customer services to their consumers (Seismic, 2022). Service culture has been very crucial for every hospitality company which helps in providing quality services to their clients which helps them retain their consumer base. Organisations from the hotel industry have been implementing various strategies and practices in their workplace which has resulted in the improvement of their brand image (Panchapakesan and Jiseon, 2020). The hotel industry has been successful in evolving its service culture to avoid being left behind. The hotel companies also have started providing various training programs which include several practices and services to their employees which helps in enhancing the experiences of their guests. Furthermore, hotel organisations also focus on providing certain advancements in their services such as introducing foreign cuisines which allows their guests to witness an exotic experience (Walker, 2021). In addition, the hotel industry also provides practice to their employees in learning several ethical and mannerism practices which includes optimum welcoming for their guests which has been successful in providing a better image of the organisation in the perception (Elphick, 2020). There are various companies such as The Sutton Hotel Way that have initiated a service culture in their training programme with the vision of “restore, renew and revive”. This has impacted the experiences of their guest significantly and also contributed to the organisation’s overall success (Lockwood, 2023).
[bookmark: _Toc149905494]Hotel Standards
Organisations of the hotel industry have been maintaining decent standards which has helped these companies in attracting their customers and also helps in promoting themselves with a good reputation in the market of hotel industry (Minwoo et al., 2019). The services and safety measures are very crucial for a hotel business which allows them to provide better experiences to their guests‌ (Sanni Olawale, 2020). There are several hotels which have implemented certain entertainment sources for their guests such as casinos which have been helping to increase profitability and also helping in developing the image of the hotel organisation (Igi-global.com., 2022). There are several hotel companies that have been providing strict security to their guests and are also capable of providing secure methods to keep their stuff safe‌ (MarcomCentral., 2023). These implementations have been helping these hotel companies to spread positive feedback in the hotel industry market which plays one of the major roles in attracting guest attention (1stclassprotection.co.uk, 2023). The global pandemic led to a reduction in the number of their guests (Ford, 2020). To tackle this, several hotel companies have started implementing various safety measures such as sanitisation and masks compulsory which helped these companies to gain the trust of their guests and also led them to regrow the industry (‌Hilger, 2023). Furthermore, the companies also focus more on the quality of food and hygiene of their interior which has helped to maintain a good reputation and provide a high standard in their market (Heppell, 2015). In addition, the companies have been collaborating with the top organisations which helps these companies to be tagged as international and has been helping in increasing brand recognition globally (Lhw.com, 2023). The company such as Dakota Manchester have set high standards due to the quality of their services and the experiences they offer to their guests (Tripadvisor, 2023).
[bookmark: _Toc149905495]Future technological impacts
Technology has become very significant and has been playing a vital role in the hotel industry in its expansion and also in the growth of profit Ossian (Muscad, 2023). Companies from the hotel industry utilise technology in various aspects which has been successfully implemented and also aids value in the overall industry (Bu.edu, 2021). organisations have started utilising several technological advancements such as social media platforms which have been which allowed these organisations to increase their brand awareness across the world which has eventually helped in the growth of their customer base (Soloman, 2018). The hotel industry also has implemented automation technology in their businesses which has helped the companies to eliminate repetitive work and also helps in saving time efficiently. Furthermore, the implementation of futuristic technologies which include Artificial technology which will help the hotel industry in mitigating certain tasks such as manual selection of demography will be eliminated due to the installation of A. I technology. This will help in cost-cutting and also help in increasing productivity. In addition, the companies have been developing their overall technological aspects by the organisations which also includes various customer services offices which have been helping these companies in mitigating the issues of poor customer service experiences. This aids the advancement of technology in the overall hotel industry (Berman, 2023). Companies such as Hilton Hotels have started implementing automation technology in their workplace which has been helping the company in cost-saving and also helps in saving time (Stories From Hilton, 2021). 
[bookmark: _Toc149905496]Conclusion
The report has included a deeper analysis regarding the significance of monitoring the services for their customers and its approaches. It was found that there are various factors that influence and aid towards providing a high-quality guest service. If organisations do not lay emphasis on those factors then it might result in harming the brand image as well as monetary loss‌ (Qualtrics, 2020). Furthermore, the report also included the importance of maintaining the reputation of organisations in the hotel industry. There is also a discussion regarding the “service culture” and its implementation on employees of the hotel industry to enhance their quality of services. Additionally, the report also analysed the hotel standards and found that there were various elements such as guest feedback, hotel metrics and many more which aid towards measuring guest service. The report has also included the significance of the impacts of technology and explained how the implementation of technology brought in automation and improved the service provided to guests.
[bookmark: _Toc149905497]Recommendations
To recommend, the hotel industry can start implementing a variety of pricing points which will allow for diversification of the demography of their customers. The companies also need to focus on their services efficiently in order to mitigate service failure. Furthermore, the companies need to maintain every health safety measure consistently in order to mitigate certain scenarios such as  the global pandemic in the future, which holds potential risks for the hotel industry. Lastly, hotel organisations need to increase their collaboration with small companies from other industries, which will help in growing these small businesses' profitability. This will also help these hotel organisations to spread brand awareness in new markets.
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