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[bookmark: _Toc147273488]Executive summary 
This report describes the importance of certain factors within the hospitality industry which have an impact on the business operations and reputation of the restaurants, which includes reputation management, service quality, hotel standards, customer loyalty, and service failure. It overall describes the importance of guest service approaches within the hospitality sector.
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[bookmark: _Toc147273489]Introduction 
The hospitality sector is a highly competitive sector around the world that has a significant contribution to the economy. The hospitality sector is a wide range of fields that come under the service industry concerned with numerous services and accommodations activities. Hospitality is concerned with the act by which people are welcomed, usually through services and comfort. The hospitality industry works with the aim of providing pleasant experience through good rest away from home and keeps guest care as the top priority. In addition to this, all the areas of the hospitality sector are focused on but sometimes provide a different level of service (Baum 2019).
[bookmark: _Toc147273490]Main body 
[bookmark: _Toc147273491]Reputation Management
Hotel reputation is all about assessing and influencing hotel how customers perceive the hotel. In this era of technological advancements, reputation must be managed efficiently online to keep track of the reviews on sites as a hotel's online reputation is a vital component for success of hotel that enables in staying on top of business and it can make a significant difference in how a hotel performs against its competitors (Wæraas and Dahle 2020). In addition to this, the hospitality sector must optimize performance must be managed across multiple platforms and channels to effectively manage reputation and attract customers. Building an image can impact a business and its revenue significantly, and it increases the chances of retaining customers and attracting new ones. Reputation management can be regarded as a critical way of enhancing revenue, earning the trust of potential customers, and nurturing relationships with past clients as well. Furthermore, having a solid positive reputation can directly impact a hotel's brand image and credibility, and through it, trust and confidence are built among potential target markets (Alrawadieh and Dincer 2019).
[bookmark: _Toc147273492]Hotel Standards
Hotel standards are the practices by which a hotel is managed, and they encompass both operational and physical standards. A hotel with good standards has all of the facilities and activities that are operated in the same manner as customary and usual in the operation of a first-class hotel (Shirvani and Heydarian 2020). Marriott has extreme core values, and it believes that it provides excellent services and acts with integrity to serve the world. Marriott has always looked for innovative and inventive ways to serve its customers and maintain its standards, and it has the core aim of serving its customers with dedication and ensuring all ethical and legal standards are being followed (Marriott 2023).
[bookmark: _Toc147273493]Customer Loyalty 
Customer loyalty is the driver of the reputation and revenue of a business, and it is regarded as positive relationship between business and its target audience. It is the process by which target audience choose a company over others belonging to the same industry, and it helps businesses cultivate repeat businesses and establish a base of customers (Shamsudin et al., 2019). One of the leading hotels, namely Premier Inn, has retained loyal customers through excellent services provided, and it has bolstered the business in difficult economic times as well. It welcomes everyone, embraces diversity and has some of the exclusive facilities that ensure cleanliness throughout the hotel area. It believes that it has attained loyal customers because of the services and excellent teams that have made it a winning hotel chain. Hotel attains customer loyalty by offering value for money, that directly influences customer satisfaction. Premier Inn has always remained committed to offering high quality services in good prices that has made it one of the most successful hotels (Premier Inn 2023).
[bookmark: _Toc147273494]Brand Consistency
Brand consistency is the way by which a hotel delivers the message with brand identity, values and strategy over time. In addition to this, it means the audience being targeted is provided with same consistent excellent services by which positive solid brand recognition is generated (Foroudi 2019). Fairmount is another leading hotel that strives to provide excellent services and sustain its strong position because of consistency in its services. Fairmount wanted to deliver a consistent experience to guests around the world. Its stamp created a strong visual impact and continued creating brand communication material for business and leisure guests. In addition to this, with its consistency in providing its guests with an excellent and pleasant experience, it offers elegance by which people perceive it positively, reflecting the unique qualities of its brand personality (Fairmount 2023).
· Future technological impacts
Due to the competitive nature of the hospitality sector, it is crucial to adapt with the advancing technology to make the process and operations more seamless, enhance chances for revenue and delivery of services. The latest technology can make the process more accurate at a level that is difficult to do otherwise (Yadegaridehkordi et al., 2020). With technology, check-in and check-out systems can be automated, thereby reducing the wait times. Technology incorporation within the sector can help in attaining a competitive advantage over others, and it has become essential for customer satisfaction (Ezzaouia et al., 2023). Marriott has introduced an application that has made access to seamless travel with features that help in personalizing the stay as it encompasses mobile check-in, mobile key and requests. Through mobile check-in and mobile key, the waiting time has been minimized, instant access can be provided to the room, and stay can also be customized. The mobile application by Marriott International also enables one to attain the details of meetings and events right from the phone, and it allows easy connectivity with hotel teams to enhance services. Technology has also been implemented in Marriott in a way that it has established a ResLink direct that allows to reserve rooms easily, and the hotel sends a link that can be posted to be accessed by the attendees (Marriott 2023b).
[bookmark: _Toc147273495]Service Culture 
According to Tien (2021), service culture is described as creating a work environment within organizations where providing the best services to consumers is the utmost priority of the employees. This type of service is mainly necessary within the sectors that are consumer-centric and whose first priority is to provide the consumers with the best services, which includes industries such as hospitality and travel sectors. It further includes going above and beyond to resolve the issues faced by the guests and make sure that guests are happy with the service provided (Andriani et al., 2022). These organizations usually follow the consumer-centric approach and make strategies in order to provide the guests with the best service possible and resolve the issues as soon as possible. As the hospitality sector mainly depends on the guests and in order to make the consumers loyal and make them satisfied with the services, the hospitality usually makes strategies that are consumer-centric (Bhardwaj and Kalia 2021). For providing quality services to guests, it is essential for the hospitality industry to train the employees who are in direct contact with the guests on how to deal and communicate with the guests in an effective manner and give them authority to solve the issues faced by the guests as soon as possible. 
[bookmark: _Toc147273496]Service failure 
According to Tranchenko et al. (2021), service failure is described as a situation where customers are not happy with the services provided and employees or staff are unable to meet the expectations of the guests. The main focus of the hospitality sector is to provide the consumers with the best services according to the guest's expectations, and when employees fail to perform their job effectively, that results in service failure. This further results in restaurants and hotels losing loyal customers (Huang 2021). Service failure not only result in losing loyal customer but have an overall impact on the reputation of the brand in the market, which further results in less revenues and less profits than before as the hospitality sector relies on the consumers, so losing loyal consumer because of service failure can have a significant impact on the brand reputation and market value many retardants are mainly focusing on finding the practical and valuable ways for the daily operations within the hospitality sector in order to reduce the chances of the service failure, such as adopting technological advancement and using an ERP system for the automation of the management process.
[bookmark: _Toc147273497]Conclusion 
From the above report concerning the importance of effectively monitoring guest service approaches, it can be concluded that the core aim of the hospitality sector is to serve guests. It is also identified that technology can be incorporated within the hospitality sector to make the process more streamlined and enhance guest experience. In addition to this, the hospitality sector must remain consistent in identifying innovative and inventive ways by which customers can be satisfied and a solid brand image is established.
[bookmark: _Toc147273498]Recommendation 
It can be recommended to the hotels that in order to maintain a competitive advantage over others, it must focus on adapting to the changing trends and expectations of the customers. The hospitality industry must incorporate technology within its operations to maintain and increase hotel success and streamline the process for enhancing guest experience. Furthermore, the focus must also be given to powering up the workforce by whom customers are provided with excellent services. Hotels must also focus on attaining information about the guest's expectations to improve the guest experience and personalization of services. In addition, the hospitality industry must give its customers more accessible access to communication by implementing guest messaging services that enable seamless and comfortable communication with a guest at any point during the stay. By creating a culture of ownership and accountability, this sector can flourish because the guest does not feel good when an issue is being passed on to others, but rather, the employee must take care of the situation. Moreover, the hospitality industry must work with the core aim of building strong relationships with guests (Ņikadimovs and Ivanchenko, 2020).
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