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Introduction
The hospitality industry has always revolved around the core concept of delivering excellent guest services. In an era of increasing competition and evolving customer expectations, it is paramount for businesses in this sector to ensure they consistently provide exceptional experiences to their guests. Effective monitoring of guest service approaches plays a fundamental role in achieving this goal, and it encompasses various aspects that contribute to the industry's success. This essay explores the significance of monitoring guest service approaches in the hospitality industry by highlighting its impact on reputation management, service culture, brand consistency, hotel standards, customer loyalty, service failure, and future technological impacts. By examining these elements, we can appreciate how effective monitoring drives continuous improvement and ultimately benefits both customers and businesses.

Main Body

Reputation Management 
   The management of reputation in the hospitality sector is heavily reliant on guest experiences and subsequent feedback. For instance, a hotel’s consistent positive feedback regarding its personalized services, prompt issue resolution, or remarkable amenities bolsters its reputation. Positive reputation not only attracts new customers but also retains existing ones. 
   Effective monitoring of guest service approaches plays a huge role in shaping a business's reputation. As example Marriott International consistently monitors online review platforms, such as TripAdvisor and Booking.com. By analysing guest feedback and promptly addressing any issues, Marriott ensures that its reputation remains stellar. Positive online reviews and high ratings not only boost their brand image but also drive bookings.
   In the other hand, a negative experience can lead to unfavourable reviews and harm a business's reputation. For instance, a restaurant with a string of negative reviews due to poor service may struggle to attract guests, leading to a decrease in revenue. Effective monitoring allows businesses to identify issues promptly and address them to prevent long-lasting damage to their reputation.

Service Culture
   A strong service culture is the heart and soul of exceptional guest experiences. The Ritz-Carlton Hotel Company is an exemplary case of a brand that has cultivated a renowned service culture. They have a program called "The Ritz-Carlton Gold Standards," which defines the essential elements of their service culture. Regular employee training and assessments ensure that every Ritz-Carlton staff member embodies these standards, providing guests with consistent, exceptional service. Because they invest so much effort and money in training staff it is not a surprise for anyone their motto: “We are ladies and gentlemen serving ladies and gentlemen”.
 Monitoring guest interactions and employee performance helps maintain and reinforce this culture.

Brand Consistency
Brand consistency is vital for creating a strong brand identity. A prime example is the fast-food giant, McDonald's. Regardless of where you are in the world, you can expect a consistent level of service and quality when you visit a McDonald's restaurant. Their brand consistency extends to their menu, the look of their locations, and their service approach. Whether you're in New York, Tokyo, or Paris, the familiar golden arches signify the same customer experience, and this consistency fosters trust and customer loyalty.
Hotel Standards
    Maintaining high hotel standards is essential to meeting and exceeding guest expectations. Consider the Four Seasons Hotels and Resorts as a case in point. This luxury hotel brand sets meticulous standards for its properties worldwide. From room cleanliness and amenities to dining experiences and guest services, Four Seasons consistently adheres to their high standards. Regular audits and guest feedback surveys ensure that these standards are met. Their commitment to excellence extends to every aspect of the guest experience, from the quality of the linens to the professionalism of their staff. And by doing all these things not only meets guest expectations but often exceeds them. 
    In contrast, failing to meet these standards can have dire consequences. A recent example is the New York City restaurant Serendipity 3, which faced health code violations and a temporary shutdown due to unsanitary conditions. This incident not only damaged their reputation but also resulted in a loss of customer trust and revenue.
Customer Loyalty
Customer loyalty is invaluable in the hospitality industry. The loyalty program of a company like Hilton, known as Hilton Honors, is a prime example. It rewards loyal customers with points for each stay, allowing them to earn free nights and other benefits. By consistently monitoring guest preferences and behaviours, Hilton can tailor offers and services to its loyal guests. This not only ensures repeat business but also encourages customers to stay within the Hilton ecosystem, fostering long-term loyalty.
     Starbucks also has an exceptional customer loyalty program through its mobile app, which rewards customers for purchases and allows personalized offers. This strategy encourages repeat visits, driving customer loyalty for rewards and monitoring their targeted clientele.
Service Failure Management
   Service failures are inevitable, but how businesses handle them can make all the difference. Airlines like Southwest Airlines are known for their effective service recovery strategies. For instance, if a flight is delayed or canceled, Southwest empowers its employees to provide immediate solutions, such as rebooking passengers on the next available flight or offering vouchers for future travel. This swift and customer-focused approach turns potentially negative experiences into positive ones and builds trust. 
     Another example is The Ritz-Carlton where their staff have a budget of 2000 dollars per guest to rectify/amend any dislike or unconventional wish of their clients. Their exceptional service recovery approach, going above and beyond to rectify mistakes, not only resolves the issue but also enhances customer loyalty and advocacy.


Future Technological Impacts
   The hospitality industry is at the forefront of embracing technology to enhance guest experiences. The emergence of keyless entry systems in hotels is one such technological advance. Major hotel chains, including Hilton and Marriott, have adopted mobile key apps. Guests can use their smartphones to check in, access their rooms, and even control room settings. This not only enhances convenience but also speeds up the check-in procces reducing waiting times and improving overall guest satisfaction. 
    Least but nor last comes sustainability and economic impact in reducing the use of plastic cutting the operational costs for hotels and saving time for staff and guests, both. 
Conclusion
A positive reputation, a strong service culture, and brand consistency not only attract guests but also encourage them to return. Maintaining high hotel standards ensures that guests receive the quality they expect. Customer loyalty is a result of consistently excellent service. Furthermore, addressing service failures effectively can turn a negative experience into a positive one. Lastly, staying ahead of technological advancements is crucial for keeping up with the ever-changing demands of the modern guest.

Recommendations
1 Invest in continuous training and development programs to foster a strong service culture among employees.
2 Implement a proactive reputation management strategy, including the monitoring of online reviews and prompt response to guest feedback.
 3 Define and enforce clear brand standards to ensure consistency in guest experiences.
4 Regularly assess and improve hotel standards to meet and exceed guest expectations.
 5 Develop and promote loyalty programs that provide incentives and personalized experiences for repeat guests.
6 Establish a systematic approach to handling service failures, emphasizing immediate resolution and learning from mistakes.
7 Embrace and adapt to technological advancements while maintaining the personal touch that defines the hospitality industry.
   By following these recommendations and acknowledging the importance of effectively monitoring guest service approaches, hospitality establishments can ensure their long-term success in an ever-evolving industry.
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