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[bookmark: _Toc148345203]Executive Summary
The major intention of the report is to evaluate the importance of continuously monitoring guest services in the hospitality sector. The focus has thoroughly been based on ensuring that all the aspects related to guest services are evaluated in detail. The finding has been based on the selected topic of discussion and appropriate recommendations have also been provided. 
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Guest service is one of the crucial factors for the success of the hospitality industry. Therefore, it is important to effectively monitor the guest services approaches especially in the hospitality industry. The study will focus on analysing various types of approaches that can be used by businesses operating in the hospitality industry to achieve a high level of guest service. The focus will also be based on recommending approaches which will help in achieving the exception of customer services. 
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[bookmark: _kooe3xjehi2x][bookmark: _Toc148345206]Reputation management
Reputation management is one of the most important factors for the hospitality industry as it is highly dependent on the positive customer experience and online reviews. When a particular organisation has a good reputation then it leads to increased booking and revenues while the negative one has the opposite impact (Lee and Lee, 2020). The hospitality industry in the UK follows some of the major approaches to ensure that they have positive reputation management.
One of the most important strategies which are used by businesses in the UK hospitality industry is online review monitoring. The focus is based on monitoring review platforms like Google Reviews, TripAdvisor, social media and so on. For example, Ritz London is a well-known organisation which focuses on having excellent review management while responding to reviews promptly and professionally. Consistency in services is also one of the most important factors that have a direct impact on the repetition management of a particular business. The hospitality service provider must be consistent with their services which allows them to gain the trust of the customers (Lucas, 2022). Dorchester in London is one of the well-known organisations which is well known for its repetition of providing consistent and high-quality services. It is also important for the hospitality sector to provide quality customer services to ensure that repetition management is achieved successfully. The staff are trained to provide exceptional customer service. One of the major examples of high-quality customer service in the UK hospitality sector is The Goring which is a luxury hotel in London and is well known for its personalised and exceptional customer services and guest experience. 
[bookmark: _fx3ndgw1wklx][bookmark: _Toc148345207]Another important factor for the industry to ensure that proper repetition management is achieved is gaining social media engagement. It has become crucial for the modern business to engage actively with customers on various social media platforms. It allows a particular organisation to gain the trust of the consumers and also ensures that reputation management is achieved (Setiawatiet al., 2019). One of the example the hotels in the UK that has high priority on their social media engagement is the Savoy Hotel in London which is well known for its presence on social media which is active and engaging. Quality websites are also necessary for the business organisation to make sure that their reputation management is managed with a high level of effectiveness. The focus is based on ensuring that the websites of the business are friendly and provide accurate information (Xu et al., 2020). It allows the customers to gain proper information about a particular business which is one of the major factors that allows a business to gain proper reputation management. 
Service Culture
Service culture is one of the important aspects related to the hospitality industry which mainly encompasses the values, behaviours and attitude which shapes the services provided to the guest (Arora and Sharma, 2020). It is important to create a strong service culture to deliver exceptional guest experience. There are some of the major elements which are necessary for achieving service culture in the hospitality industry and they are as follows. 
One of the most important factors for achieving a service culture is to have a customer-centric focus. If a particular organisation focuses on achieving service culture, especially in the hospital industry then it is necessary to prioritise the preferences and needs of the guest. One of the most suitable examples for a hotel in the UK which follows this approach is the Zetter Hotel in London which is very well known for its customer-centric approach where a high level of priority is provided to personalised services. Training and development are also crucial factors that allow the hospitality industry to achieve a service culture. Businesses must invest in the training and development of their employees (Walker et al., 2021). It allows them to have all the qualities that are necessary for providing exceptional services to its guests and achieving a service culture. The Four Seasons Hotel London is one of the prime examples which makes a high level of investment for the training of the steps to ensure top quality services for its customer. Consistency in the service is also one of the important factors that is to be considered by the hotels for achieving service culture. One of the significant expectations of the guest while visiting any hotel or hospitality service provider is to achieve consistent services (Ali et al., 2021). When a particular organisation focuses on making sure that they provide consistent services helps in ensuring that an efficient service culture is achieved. 
Attention to detail has to be provided by the hospitality industry to ensure that service culture is achieved. The focus has to be based on making sure that attention is provided to every need and requirement of the guest. When a particular organisation becomes successful in achieving it then the customers will be highly satisfied and the service culture will be achieved successfully. Innovation has become one of the significant factors in the current business environment. Embracing innovation will help in making sure that an efficient level of service delivery will be achieved within an organisation. For instance, Hoxton is one of the major examples which is very well known for its innovative and creative approaches in the hospitality sector as it focuses highly on introducing new services and concepts. When customers become successful in achieving innovative services that fulfil their needs allows them to deliver exceptional customer service. The focus of the hospitality sector in the UK is also based on providing anticipatory services for the delivery of service culture. The focus is based on becoming proactive and anticipating the needs of the guest to become successful in achieving exceptional service. The Savoy Hotel which is located in London is well known for its anticipatory services approach (Park and Tussyadiah, 2020). It will help to ensure that all the needs and requirements of the customers are fulfilled successfully. It is one of the major factors that will allow an organisation to make sure that a high level of customer service is provided along with the future benefit of customer loyalty. 
When an organisation focuses on delivering an efficient level of customer service then it will play a significant role in improving the hotel standards and also ensure that customer loyalty is achieved. It will also help in ensuring that the negative impact of future technologies can be converted into a positive impact and will also help in delivering exceptional services reducing service failures. 
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It has been found in this study that guest service is one of the major factors in the success of the hospitality industry. It allows to achieve several benefits and also makes sure that an efficient level of services is provided and also helps in gaining customer loyalty. Providing a high level of guest service is also one of the major factors to achieve a competitive advantage over competitors. It is clear from the discussion above that without proper guest services it is difficult for the hospitality industry to become successful in the highly competitive business environment. 
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Based on the discussion above, there are some of the major recommendations which can be provided to the businesses operating in the UK hospitality industry for improving their reputation management and service culture.
· It is recommended that the hospitality industry focus on employee training to improve its reputation management. Investing in ongoing development and training for the employees will make them well-prepared for handling various types of guest situations. It will also ensure that the negative situation within the organisation will be handled with a high level of effectiveness which is one of the major factors related to effective reputation management.
· It is also recommended that the hospital industry should focus on sustainability initiatives to achieve a high level of reputation management. The focus should be on implementing sustainable practices and communicating them with the guests (Park and Tussyadiah, 2020). It will allow the business to positively impact its impression on environmentally conscious consumers and will eventually improve its reputation management.
· It is also recommended that the hospitality industry should focus on having engaged and happy employees. It is one of the crucial factors that will help in achieving a service culture. This is mainly because a positive service culture needs engaged and happy employees. It will help ensure that a business will be successful in improving customer loyalty and attracting new customers.  
· It is also recommended that the hospitality industry engage itself in ethical and sustainable practices along with community involvement for the delivery of exceptional customer services and improving service culture. 
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