[bookmark: _Int_uQ5AxxT5]    [image: ]   
                                         
                                              Hospitality and Guest Services
The importance of effectively monitoring guest service approaches

[bookmark: _Int_AVBmlm78]Student name: Cristina Hondor
Student ID: 2246595
Module title: Hospitality and Guest Services BMIH4003
Module Lead: Charlotte Joyner
Word count:1582

                                            Executive Summary
 The hospitality management scenario has changed in the modern contemporary
business environment. The study has focused on analysing several aspects
associated with guest experience to attract greater performance in the hospitality
industry. In this regard, the examples of Hilton hotels and Premier Inn have been
focused on attracting greater performance while running in the hospitality industry.
It is recommended that the hospitality industry focus on the digital infrastructure and
minimising negative environmental impacts to enhance the performance.
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 Introduction
Hospitality and guest services have been entirely changed in recent days with the
enhanced technological revolution (Kim and Han, 2020). The aim of this study is to
analyse the hospitality and guest services in the modern hospitality industry. The
study is also covering reputation management and service culture in the digital
world. Further, brand consistency, hotel standards, consumer loyalty and future
technological impacts have been emphasised in this regard. On the other hand, the
concept of service failure in the hospitality industry has been covered in this study.
The study further focuses on offering recommendations to improve the service
qualities while considering business operations in the modern contemporary
business environment.
  Main Findings
· Reputation Management
Influencing stakeholders’ beliefs to support the brand reputation is
[bookmark: _Int_ObqAyI7m]considered the process of reputation management (Potgieter and Doubell, 2018). In
terms of reputation management, Hilton Hotel has been seen to attract
innovation in the business performance (Hilton, 2022). The organisation is operating
globally with almost 7165 properties to enhance the stakeholders’ satisfaction
focusing on a global environment (Hilton, 2022). The organisation is focusing on
brand sustainability concentrating on developing the digital infrastructure to enhance
the brand reputation while running in the hospitality industry. Further, the smart
solutions and innovative solutions offered by the organisation are enhancing the
reputational management scenario in Hilton Hotels (Hilton, 2022). On the other hand,
Whitebread Plc has been seen to control the negative environmental impacts
while running the business operations (Premier Inn, 2022). The organisation is also
focusing on reducing carbon emissions while performing in the hospitality industry. In
order to support the brand reputation, the organisation is focusing on organisational
communication concentrating on employee well-being.
· Service Culture
[bookmark: _Int_W7HGVPZS]According to Tranchenko et al. (2021), service culture is the process of enhancing
consumer service by considering a particular organisational culture. The
organisational culture helps in addressing the needs of the consumers in the modern
contemporary business environment (Fonseca et al. 2021). For example, Hilton
Hotels has focused on enhancing the diverse work culture in the organisation (Hilton,
2022). It has further helped the organisation to attract an innovative service culture
which is attracting greater guest satisfaction while running the business
performances. Further, the organisation has been seen to emphasise an
employee-centric culture to empower the existing human resources of Hilton Hotels
(Hilton, 2022). It is further influencing the service culture focusing on performance
efficiency. On the other hand, Premier Inn is easing a digital work culture to
enhance the service culture (Premier Inn, 2022). It is further attracting greater
consumer satisfaction while running the business performance. Further, the
organisation is focusing on ensuring a positive work culture to enhance team
performance to ensure a greater service culture while running the business
operations.
· Brand Consistency
Brand consistency is the process that is followed by the management of companies
irrespective of the industry of operations. It is the process that is followed by the
management of the companies which helps them to enhance the visuals of the brand
and the values of the companies. The procedure which eventually allows the
management of the companies to improve brand recognition in the market is known
as the strategy of brand consistency. Besides the promotions of the brand,
consistency of the brand of the companies is also known to be delivering proper
demand of customers. As per the advocation of Sakas et al. (2021), brand
consistency is the procedure through which the trust level of consumers tends to be
optimised on the brand of the companies. In the case of the hospitality industry, the
strategy implementation of brand consistency is found to be one of the key aspects
for better returns of the businesses. This is the process which eventually enhances
the profitability of the organisations. Especially in the case of the hospitality industry,
where the market competition is remarkably high, implementation of the same helps the
companies to meet the expectations of the stakeholders and enhance profitability.
·  Hotel Standards
Hotel standards must be supported to enhance consumer
satisfaction. In the case of one of the key players in the hospitality industry of the UK,
Premiere Inn, it is found from the “Guest Recommend Survey” that 70% of guests
hold positive hotel standards (O&#39; Reilly, 2023). Again, it can be said that this is the
key reason behind the colossal rise of the company in the UK hospitality industry and
its ability to secure a 42% market share (Statista, 2023). On the other hand, another
prominent player in the hospitality sector of the country is noted to be Hilton UK and
it can be reported that the brand awareness in the case of the organisation is 90% as
per the survey conducted. This also shows better management of the brand by the
managers of Hilton UK to support hotel standards (Statista, 2023). This type of hotel
standards also help the brand to secure $8.77 billion in 2022 as revenue which
even shows the popularity of the brand in the market of UK (Statista, 2023).
· Customer Loyalty
Every company must have the target of gaining more customer loyalty, but in relation
to the hospitality sector customer loyalty is one of the key principles that helped the
hospitality sector to run. In the opinion of Islam et al. (2023), gaining customer
loyalty is one of the effective measures for the hospitality company to gain more
customers and gain competitive advantages. Similarly, in the case of the
hospitality sector of the UK, gaining more customer loyalty also involves gaining
more customer awareness and helps in gaining more customer loyalty. For
example, Hilton Hotels is one of the most renowned hotel brands in the UK, and this
hotel service has the primary aim of gaining more customer loyalty using its
innovative customer attractions. Some of the attractions of the Hilton hotels in the UK
are; the getaway reward in terms of having a delightful stay in Vegas for just $199,
and many other interactive offers for gaining more customer trust and attracting more
customers (Hilton, 2023). Considering the examples of the Hilton brand, it can be
further identified that the hotel brand offers significant importance to customer loyalty
and customer services.


· Future technological impacts
Technological implications and factors were one of the most common and prominent
approaches to gaining more customers, especially for the hospitality sector. With the
advancement of technological implications and adaptations, hotel brands can
significantly provide their target customers with various innovative services (Ozdemir
et al., 2023). Using these innovative technologies, the hotel brand in the
UK is much more likely to supply various relaxation services and innovate in
bookings. Thus, can ensure that the customers can get delightful experiences and
help the hotel sector to gain more customers. For example, the case of Marriot hotel
brand in the UK is famous for its delightful and luxurious services. Therefore, to
promote and attract more costumes the company created their own interactive
webpage and online portfolio to help the customers book without being physically
present in the hotel. Therefore, these interactive services helped the company in
gaining more customers using the innovative internet and following the trend.


· Service failure
Another major factor that can have a major impact on the overall operation of the
hospitality industry is service failure. In the opinion of Amoako et al. (2023), service
failure can be defined as a particular situation where the company fails to run as
per its set approach due to several reasons. For example, in relation to the UK’s
hospitality sector, one of the major reasons for facing the issue of service
failure is the staff shortage in the UK nation. In relation to the staff shortage in the
UK, as per the survey the rate of vacancies in the hospitality sector of the UK has
recorded around 48% higher vacancy rate after the COVID-19 pandemic (BBC,
2023). Therefore, it can be fair to claim and consider that without the proper supply
of trained personnel and qualified staff members, the companies in the hospital
sector in the UK will not supply the desired services to the customers. Thus, it can
also be addressed as a reasonable justification in relation to the hospitality sector in
the UK, that due to staff shortage issues the hotels are much likely to fail in
delivering the required services to their customers.

Conclusion
In conclusion, it can be said that reputation management is crucial to enhancing
brand performance in the hospitality industry. Different examples from the hotel
industry have been considered by the study to attract greater performance. Hilton
Hotels have been seen to focus on attracting innovation approach to attract a
greater reputation. On the other hand, Primer Inn is focusing on mitigating the
negative climate impacts to enhance the brand reputation while running the business
operations. It is further seen that focusing the employee well-being in the
hospitality industry enhances the service culture which is reflected in enhanced
consumer satisfaction while running in the hospitality industry.

Recommendations
· Digital Infrastructure
It is recommended that the hospitality industry focus on digital infrastructure to
[bookmark: _Int_RWyK8aTM]enhance the guest experiences. As described by Njorogeb et al. (2019), consumers
in the modern hospitality industry are focusing on technological innovations. It is
further beneficial to attract greater performance by enabling digital bookings which
are a major preference in the modern hospitality industry.
· Mitigating climate impacts
Organisations from the hospitality industry can focus on minimising the
environmental impacts as the worldwide population are majorly concerned about the
negative climate impacts. It is further beneficial for the industry to attract greater
stakeholders’ satisfaction.









Reference list
[bookmark: _Int_OZc2TBqm]Amoako, G.K., Caesar, L.D., Dzogbenuku, R.K. and Bonsu, G.A., 2023. Service
recovery performance and repurchase intentions: the mediation effect of service
quality at KFC. Journal of Hospitality and Tourism Insights, 6(1), pp.110-130.
[bookmark: _Int_HIr3OBrG]Bbc, 2023. Hospitality sector &#39; anxious&#39; over summer staffing. [Online] Available at:
[bookmark: _Int_QyQkT9sg]&lt;https://www.hilton.com/en/offers/?cid=OH,WW,OffersNav,MULTIPR,Header,Home,
[bookmark: _Int_2ctj85K0]Brand&gt; [Accessed on: 6th October 2023].
Fonseca, L., Amaral, A. and Oliveira, J., 2021. Quality 4.0: the EFQM 2020 model
and industry 4.0 relationships and implications. Sustainability, 13(6), p.3107.
[bookmark: _Int_ZXd2A32w]Hilton, 2022. 2022 Hilton Year in Review. [Online] Available at: &lt;https://stories-
[bookmark: _Int_RJYWs4dT]editor.hilton.com/wp-content/uploads/2023/04/2022-Hilton-Year-in-Review.pdf.&gt;
[Accessed on 6 October 2023].
Hilton, 2023. Special Offers. [Online] Available at:
[bookmark: _Int_UEhR8zj4]&lt;https://www.hilton.com/en/offers/?cid=OH,WW,OffersNav,MULTIPR,Header,Home,
[bookmark: _Int_BF6WM1E3]Brand&gt; [Accessed on: 6th October 2023]
Islam, T., Khan, M., Ghaffar, A., Wang, Y., Mubarik, M.S., Ali, I.H., Shahid, Z.A.,
Rehmani, M. and Sharma, A., 2023. Does CSR influence sustain competitive
advantage and behavioural outcomes? An empirical study in the hospitality sector.
Journal of Global Scholars of Marketing Science, 33(1), pp.107-132.
Kim, J.J. and Han, H., 2020. Hotel of the future: exploring the attributes of a smart
hotel adopting a mixed-methods approach. Journal of Travel &amp; Tourism Marketing,
37(7), pp.804-822.
Kunst, A., 2023. Premier Inn brand awareness, usage, popularity, loyalty, and buzz
among hotel customers in the UK in 2022. [Online] Available at:
[bookmark: _Int_rfecHDaC]&lt;https://www.statista.com/forecasts/1335699/premier-inn-hotels-brand-profile-in-the-
[bookmark: _Int_Pvm3U8e0]uk#: ~:text=What%20is%20the%20usage%20share, the%20UK%20use%20Premier
%20Inn&gt; [Accessed on 6 October 2023].
[bookmark: _Int_vu2BY9kq]Njoroge, M., Anderson, W. and Mbura, O., 2019. Innovation strategy and economic
sustainability in the hospitality industry. The Bottom Line, 32(4), pp.253-268.
O&#39; Reilly, L., 2023. Premier Inn’s ‘consistent brand evolution’ spurs revenue. [Online]
[bookmark: _Int_POIQOXTk]Available at: &lt;https://www.marketingweek.com/premier-inns-consistent-brand-
[bookmark: _Int_w9j1E1Gm]evolution-spurs-revenue/&gt; [Accessed on 6 October 2023].
[bookmark: _Int_W6DZoJPk][bookmark: _Int_xU4vqoMP][bookmark: _Int_xO45Qs4W]Ozdemir, O., Dogru, T., Kizildag, M. and Erkmen, E., 2023. A critical reflection on
digitalization for the hospitality and tourism industry: value implications for
stakeholders. International Journal of Contemporary Hospitality Management.
[bookmark: _Int_67L3qD1u]Potgieter, A. and Doubell, M., 2018. Employer branding as a strategic corporate
reputation management tool. African Journal of Business and Economic Research,
13(1), pp.135-155.
Premier Inn, 2022. Annual Report and Accounts 2021/22. [Online] Available at:
[bookmark: _Int_sQ0q9AOs]&lt;https://www.annualreports.com/HostedData/AnnualReports/PDF/LSE_WTB_2022.p
[bookmark: _Int_cqM2Rm5C]df&gt; [Accessed on 6 October 2023].
[bookmark: _Int_zLq0kGWx][bookmark: _Int_Uyim5bbd][bookmark: _Int_G6Q1ylB4]Sakas, D.P., Kamperos, I.D.G. and Reklitis, P., 2021. Estimating risk perception
effects on courier companies’ online customer behaviour during a crisis, using
crowdsourced data. Sustainability, 13(22), p.12725.
Statista, 2023. Hilton brand awareness, usage, popularity, loyalty, and buzz among
hotel customers in the UK in 2022. [Online] Available at:
[bookmark: _Int_eE1rIk74]&lt;https://www.statista.com/forecasts/1335684/hilton-hotels-brand-profile-in-the-uk&gt;
[Accessed on 6 October 2023].
Statista, 2023. Revenue of Hilton Worldwide Holdings from 2009 to 2022. [Online]
[bookmark: _Int_j06cVZw0]Available at: &lt;https://www.statista.com/statistics/297760/revenue-of-hilton-
[bookmark: _Int_pabMzCaD][bookmark: _Int_XXAzh5zi]worldwide-holdings-inc/&gt; [Accessed on 6 October 2023].
[bookmark: _Int_onhaeVNa][bookmark: _Int_aHLXDvOh][bookmark: _Int_J6rErQyE][bookmark: _Int_ornWRu84]Tranchenko, L.V., Yavorska, V.V., Sych, V.A., Timchuk, S.V. and Tereschuk, N.V.,
2021. Features of communication in the hospitality industry in the context of
globalization.
image.png
Prifysgol Cymru
; Y Drindod Dewi Sant

< University of Wales
Trinity Saint David




