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[bookmark: _cirb83n2ocyc][bookmark: _Toc148866436]Executive Summary
The present study has analysed the importance of monitoring guest service approaches in the hospitality industry in order to improve business performance and the process of expanding business in different countries. It has also analysed the positive impact of successful reputation management, service culture, brand consistency, and Hotel standards in enhancing customer loyalty as well as the significance of customer loyalty in enhancing organisation performance in the hospitality sector. The study has also presented the impact of future technology and challenges faced by different hotels because of service failure. It has also provided recommendations to overcome business challenges and improve guest service in this industry.
[bookmark: _nd7p7kdx8ep7]

[bookmark: _aawp4ls4sprg][bookmark: _Toc148866437]Introduction
Monitoring guest service approaches plays the most important role in the hospitality industry because it helps to assess the standards of guest service and identify the necessity of improving different areas of service (Özdemir et al., 2019). It is very important for hotels to develop effective guest service monitoring strategies in order to achieve comparative advantages by increasing business interaction with customers by collecting feedback from customers in order to analyse the changing expectations of guests. It also allows organisations to monitor the adaptation of change policies in order to meet the expectations of guests and address service issues to optimise cost efficiency in the process of improving guest services in organisations. The current study will analyse the necessity of maintaining reputation management, Service culture, brand consistency, and hotel standards in the hospitality industry. It will also evaluate the role of customer loyalty and the impact of future technology and service failure in this sector.
[bookmark: _ki0as0kiqvsx][bookmark: _Toc148866438]Main Findings
[bookmark: _8lhr4dluf9m9][bookmark: _Toc148866439]Reputation management in the hospitality industry
Reputation management is the most important factor in the success of the hospitality industry because it focuses on maintaining the sustainability of businesses by increasing brand awareness in the competitive market with premium quality guest services (Mmutle and Shonhe, 2017). Different hotel organisations maintain reputation management with effective promotional strategies including digital marketing which helps to monitor the response of guests and their engagement on the official websites of hotels through social media platforms. Guest satisfaction and service consistency are also important for reputation management because They help to manage business reputation by providing quality service and encouraging trained employees to personalise individual preferences of customers and manage complaints to develop positive experiences for guests and managing business crises by developing community engagement in the target market. For example, Hyatt provides premium quality and luxury customer services by providing proper training and services to employees which helps to increase the revenue growth of the organisation by 5.89 billion US dollars (Statista, 2023).
[bookmark: _1xa432p5ttbn][bookmark: _Toc148866440]Analysing the service culture in the hospitality industry
Effective service culture defines characteristics of the hospitality sector by promoting business values, beliefs, and practices in order to improve interaction between employees and guests in different hotels (Andriani et al., 2023). It helps to improve guest centric focus of employees in order to meet the needs of customers and offer exceptional services with approachable employee behaviour. For example, JW Marriott has focused on establishing the empowerment of employees which helps to improve service culture and employees can dissolve different issues of customer service to provide luxury service in the hotel. This strategy helps the organisation to increase its profit rate by 35.58% which promotes effective service culture of the organisation in attracting customers to the organisation.

[bookmark: _qw6w3etorewm][bookmark: _Toc148866441]The necessity of brand consistency in the hospitality sector
Brand consistency is the most significant factor in the performance management of the hospitality industry because it helps to present the trust and reliability of customers on the basis of service quality, positive experience, and brand reputation (Rather et al., 2021). It focuses on meeting the expectations of guests in order to achieve a competitive advantage and increase brand recognition through effective branding strategies in the target market. For instance, Hilton Group has adopted the 3C’s of the Branding Consistency Model which helps to maintain clarity, consistency, and constancy in guest services with effective pricing structure and different facilities for customers. On the basis of this model and strategies, the organisation has succeeded in increasing its revenue by 8.77 billion US dollars in the global market. It presents the effectiveness of brand consistency in motivating customers and establishing a brand reputation in the hospitality sector (Hilton, 2023). 
[image: ]
Figure: 3C’s of the Branding Consistency Model
(Source: Learner)
[bookmark: _32w135lw74y1][bookmark: _Toc148866442]Importance of hotel standards
Hotel standards is another essential aspect of the hospitality industry because it helps to define the quality of customer service which can help to meet the expectation of customers and promote brand consistency in the target market (Nikolskaya et al., 2018). It focuses on the business reputation by attracting customers with positive reviews and implementing innovation in order to ensure a continuous improvement process to provide premium quality services to customers to present the potential of organisations in fulfilling the needs of guests. For example, JW Marriott promotes organisation and values by presenting the priority of customers, ensuring excellence of services, and embracing business changes in order to maintain business integrity in the competitive market which helps to maintain business standards in the global market. Effective business standards of the organisation help to increase the net income by 59.84% which has a positive impact on the financial stability of the organisation (Statista, 2023).
[image: ]
Figure: Marriott revenue worldwide
(Source: Statista, 2023)
[bookmark: _3phamqbyg4ll][bookmark: _Toc148866443]Role of customer loyalty in improving the performance of the hospitality sector
Customer loyalty plays a vital role in improving the performance of the hospitality industry by establishing loyal customer bases and increasing revenue generation as loyal customers help to increase brand name with the help of word-of-mouth marketing strategies and reduce the cost of paid advertisement in the market (Ariffin et al., 2018). Different hotels develop different loyalty programs in order to understand the effectiveness of brand images in the competitive market. For instance, Hyatt has developed loyalty programs where customers can make 10% savings with member-exclusive offers in the organisation which helps to increase the number of loyal members of the organisation by 16 million across the world (Forbes, 2023).
[image: ]
Figure: Importance of guest satisfaction in hotels
(Source: Ariffin et al., 2018)
[bookmark: _tve8anmjiox][bookmark: _Toc148866444]Impact of future technology on the hospitality sector
Future technology will have a significant impact on the hospitality industry by transforming business operations and guest services in order to improve communication between guests and hotels (Ivanov, 2019). With the help of AI and machine learning organisations can predict guest preferences and automation can streamline business operations. Hotels can also use robots for room delivery and cleaning services which help to satisfy customers. For example, Hilton group has launched digital keys which have been used by more than 135 million customers and reduced plastic waste by 125 tons which makes a positive impact on the sustainability approach and technology acceptance attitude of the organisation (Forbes, 2022).
[bookmark: _kt5pkq3xevnd][bookmark: _Toc148866445]Challenges of service failure in the hospitality industry
The hospitality sector faces different challenges due to service failure in the global market as it can lead to increasing dissatisfaction among customers and damage the reputation due to negative feedback from customers (Mmutle and Shonhe, 2017). It also creates difficulties in generating revenue and decreases the morale of workers which has a negative impact on business operations and might lead to legal challenges in future. For instance, Marriott Hotel was fined 18.4 million due to data breaches during credit card transactions of customers which have a negative impact on the reputation and customer loyalty of the organisation in the global market (BBC, 2020).
[bookmark: _ltvy1ql0ho7m][bookmark: _Toc148866446]Conclusion
Thus it can be concluded that the current study has highlighted the necessity of effective guest service in the hospitality industry in order to satisfy customers and increase their dependence on different hotels. It has analysed the way reputation management, Service culture, brand consistency and Hotel standards help to improve the quality of customer services in different hotels. It has also presented the role of customer loyalty in improving business visibility and the way future technology can help to improve customer relationships in this particular sector. However, the study has also presented different challenges faced by hotels due to service failure which affects the brand image and customer loyalty.
[bookmark: _ye8kn2ml2172][bookmark: _Toc148866447]Recommendations
In order to improve the quality of guest services, the hospitality sector needs to focus on developing different strategies in order to satisfy customers and increase their engagement in hotels. The recommendations are as follows:
· Developing a customer-centric culture: The hospitality sector needs to foster a customer-centric culture by prioritising guest satisfaction and empowering employees to solve different service-related issues in order to provide quick responses to guests (Teng, 2019). It is important to provide opportunities for customers to personalise their preferences and provide accessibility of different facilities to customers in order to improve communication with guests and promote the service culture of hotels in the competitive market. In this culture, hotels can provide value-added services by providing complementary transportation, guidance for Tours, and unique facilities in hotels to satisfy customers.
· Improve employee satisfaction: The hospitality sector needs to improve the work environment of hotels by increasing flexibility and providing different support services to employees which help to improve the quality of workers as well as enhance their potential to manage guest services in a successful manner (Andriani et al., 2023). It also helps to maintain the monitoring processes of giving service by improving the knowledge and skills of employees with the help of successful training and learning facilities.
· Establishing technological integration: The hospitality sector needs to focus on technological integration in guest services in order to track the preferences of customers and maintain consistency in services (Kansakar et al., 2019). It can also help to improve business communication and ensure continuous improvement of service quality as well as promote a sustainability approach of hotels in the competitive market to motivate the decisions of customers in this industry.
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