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[bookmark: _f0klawx140f9]Executive Summary
The report has been designed with an aim to identify relative information regarding hotels performance within the competitive market.  The critical assessment has been conducted to identify the reputation management of the organisation. The UK market has been evaluated regarding the hospitality industry. Brand consistency and hotel standard that have been maintained to develop the service culture within hotels has been identified. New technologies that can bring changes within the operational management of the organisation has been assessed within the report.
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[bookmark: _fvnxy4lussak][bookmark: _Toc150854812]Introduction 
[bookmark: _vvnx05lz1v8g]Providing inclusive guest service is one of the essential factors within the hospitality industry which creates a positive impression of the organisations as well. With respect to that, the main purpose of the following report is to outline the major aspects and elements of the hotel industry regarding its guest service. Besides, the basic concept of guest service will be discussed in this report along with its significance. Concerning that, this concise report will highlight the factors and steps in order to enhance the guest service of the organisations. In addition to that, the core challenges faced by the hospitality industry will be described in this report along with providing some useful recommendations as well. 

[bookmark: _tdofucnat6kz][bookmark: _Toc150854813]Overview of the hospitality industry in the UK 
The concept of the hospitality industry in the United Kingdom is one of the broader categories within the service sector that provides various types of services to customers. Besides, this industry includes the service of accommodation, food and beverages, tourism, travel agencies, restaurants, event planning, bars and many more. 

Analysis of the graph (Appendices graph 1)
Understanding the market size of the hospitality industry in the United Kingdom is very important to demonstrate the profitability and market trend of this industry at the present time. According to the above graphical illustration, after COVID-19 the market size of the hospitality industry has fallen down in 2021. However, in 2022 and 2023, the hospitality industry has gained profits of 16.42 and 19.76 billion British pounds which is a positive indication for the enhancement of the industry. 
[bookmark: _au4ng9l1yktk][bookmark: _Toc150854814]Competitiveness of the hospitality industry 
The term competitiveness refers to the evaluation of the ability of organisations within the hospitality industry in order to comprehend the market trends and capture the market share by enhancing productivity. 

Analysis of the graph (Appendices graph 2)
The competition within the hospitality industry is rapidly increasing due to the presence of numerous hotel brands in the market that provide inclusive services to customers. According to the above graph, Premier Inn is the leading hotel in the United Kingdom which is liked the most by the customers and the value of it is 68%. Apart from that, Travelodge is the second largest hotel that is also creating huge competition in the market as well. 
[bookmark: _cgamysoyfdzs]

[bookmark: _Toc150854815]Concept of guest service 
[bookmark: _59deew1u924e][bookmark: _q5wi7olvfb6i][bookmark: _Toc150854816]The concept of guest service is especially associated with the hotel and accommodation service. In this context, guest service can be described as the service that is provided to the customers in order to make them satisfied before, during and after their stay in the hotel. With respect to that, guest service involves considering the major aspects through which an emotional reaction can be created with the guest that makes them feel valued and enhances the overall experience of the guest as well. In addition to that, all the accommodation organisations need to consider the part of guest experience to increase their brand reputation and acquire more customers as well (Guestjoy, 2022). 

Significance of guest service
Strengthen the trust of the guests
The concept of guest experience gains notable significance for building the trust and reliability of the customers which can help organisations to get useful reviews and recommendations from them. With respect to that, these reviews and feedback from the customers is very beneficial for the hotels to create more effective strategies for marketing their service as well. 
Attracting new guests
Providing inclusive guest service is very important for organisations to acquire new customers and strengthen the existing customer base as well. Concerning that, a happy guest can provide valuable feedback regarding the service and products of the organisations that can help them to identify the service gaps and work on them (Lucas, 2022). 
Enhance the sales productivity
[bookmark: _1jgqq32nlegg]By evaluating the data of the customers and their feedback, organisations can understand the patterns of the service and products which are most liked by the customers. Concerning that, this will help the accommodation companies to comprehend the guest behaviour and enhance the same as well. 

[bookmark: _mo3d1i6jtqly][bookmark: _Toc150854817]Considering factors for enhancing guest service 
Reputation management
The conception of reputation management is one of the significant factors that need to be considered by the hotel industry. With respect to that, the term reputation management refers to the creation of effective strategies and approaches through which the hotel persons can monitor, evaluate and enhance their service and brand image in the competitive market. That, maintaining a positive reputation is essential for the hotel industry in order to strengthen its place in the market. Apart from that, customers also get encouraged to provide positive feedback regarding the service of the hotels which possess a strong and positive reputation in the market as well (Darios, 2023). 
Service culture
Another important factor is service culture in the context of the hospitality industry which refers to the workplace environment within the organisations where the sense fosters of providing superior customer service among the employees. Besides, all the accommodation companies should adopt the service culture for cheating a positive customer relationship. With respect to that, ensuring the guests of the hotels are satisfied with the service not only can help enhance the brand reputation but also help increase the number of guests as well (Seismic, 2023). 
Brand consistency
[bookmark: _skerto9fk1vm]Maintaining the consistency of the brands is one of the important factors through which the process of guest service can be enhanced. Concerning that, maintaining brand consistency refers to the effective process of providing messages regarding the organisational values and beliefs in the same way. In other words, keeping all the aspects of the organisation similar can be defined as brand consistency. Besides, there are various customers who are likely to book hotels for some particular services that attract them. In this context, maintaining brand consistency is essential for keeping the potential customers satisfied which leads to significant profitability for the hotel (Šerić et al., 2020). 

[bookmark: _5f1ptbkh56yb][bookmark: _Toc150854818]Necessary steps to enhance guest service
Knowing the guests properly
There are various strategies and steps that are followed by the hotel industry to improve the guest service experience. In this context, first of all, being aware of all the details of the guests is one of the mandatory aspects for enhancing the experience and service of the guests within the organisation (NGUYEN, 2021). 
Maintaining a positive attitude
Attitude is such a thing that determines the positivity and negativity in the creation of a relationship with the guests. Concerning that, the hospitality industry should maintain a positive and cohesive attitude with the guests throughout their stay in order to make them feel respected and valued. 
Providing quick resolution
Guests face several issues throughout their stay such as service-related or others which need to be considered by the hotelier. Apart from that, there are different types of issues in the online booking procedure as well. The Organisations should provide the required resolution within less time that help enhance the satisfaction level of the guests (Olimovich et al., 2020). 
Providing required assistance
[bookmark: _51spsnsadovc]The staff of the hotels need to be supportive and helpful with polite behaviour in nature. Concerning that, the hotel staff should be concerned about the needs and requirements of the guests, so hence they can enjoy their stay without any type of hassle. In addition, providing subtle assistance to the guests is essential for enhancing guest service. 

[bookmark: _t2twkhoco6br][bookmark: _Toc150854819]Challenges regarding guest service
Dealing with frustrated guests
Being a complex and broader concept, in the process of providing good customer service the hoteliers face various types of challenges. In his context, the hotel staff meets diverse customers in a day. Consequently, handling customers who are frustrated due to some reason like lack of services or others, is one of the significant challenges for the staff of the hotels (Servicetarget, 2023). 
Limited effective tools
[bookmark: _xfr4s27fhsrj][bookmark: _9yodbx118q9v][bookmark: _Toc150854820]Sometimes, accommodation organisations do not have the right tools and software to manage customer data and service which is another noteworthy aspect of guest service. With respect to that, the employees fail to provide exceptional guest experience due to not having proper tools to access customer data and manage he customer relationship. 

Recommendations
Being polite and enhancing patience
It is highly recommended that the employees of the hospitality industry should increase their patience level in the period of interacting with frustrated guests. With respect to that, they should apologise to the customers for the inconvenience and listen carefully to provide effective resolution to them as well. 
Adoption of advanced technologies
[bookmark: _tm63qrmtjt0x]The hotel industry involves a severe risk of cybersecurity breaches issue regarding the personal information of the guests. In this context, the hospitality industry can adopt various tools to prevent the issues and prevent customers’ data as well. Apart from that, the adoption of Artificial Intelligence and Virtual reality can help hotels to enhance guest service (Taylor, 2018). 

[bookmark: _1wtte1cxzvhz][bookmark: _Toc150854821]Conclusion 
[bookmark: _vm05mwc1x0fv]The hospitality industry is one of the rapidly growing sectors that involve various positive and negative elements regarding its guest service. Concerning that, the market trend of the hospitality industry in the UK has been demonstrated in this report along with the competitiveness of the hotel industry. Besides, the core concept of guest service as well as its importance has been discussed in this report. Concerning that, understanding the core factors of enhancing guest experience is another crucial aspect of this report along with the strategies. Moreover, some needful recommendations have been provided in this report based on the challenges that are faced by the hospitality industry. 
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Graph 1
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Graph 2
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