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Executive summary 
The report focuses on the importance of effectively monitoring guest service approaches which play a crucial role in ensuring a better reputation, improving the recommendation level and identifying the areas which need more growth. Additionally, the main content of the report involves emphasizing the areas of reputation management and service culture, where reputation management is accountable for attracting fresh guests, increasing occupancy rates and driving revenue growth. The service culture section is explained with the help of examples from the reputed hotel sector of the United Kingdom. The suggestions to improve these areas are analysed in a detailed manner.
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[bookmark: _Toc150796003]1. Introduction
As stated by Ribeiro et al., (2019, p.790), monitoring customer service mainly involves identifying major metrics and measuring the things related to the hospitality industry and in this case determining the things that need to be improved. It has been observed that positive customer service experience mostly ensures the retention of customers, repeat business and campaigns based on word-of-mouth marketing. In this report, some major concepts have been included those are service culture, brand consistency, customer loyalty, and impacts of future technologies. The implementation of a customer service approach helps to implement methods and procedures to increase customer loyalty. Listening to the customer enhances the interactions and supports understanding the methods which are necessary for enhancing customer retention.
[bookmark: _Toc150796004]1.1 Background of the topic
Achieving business goals is not possible without identifying key metrics and measuring the trends to determine things that need to be improved or deteriorating.  Best and well-known companies understand the quality of products and hence for this reason the preference of customers is considered as the main priority (Liu et al., 2019).  The aim of this report is to describe the factors that prove the importance of monitoring customer service. Most companies are determined to be focused on growing the brand by providing exceptional care as well as attention.    
[bookmark: _Toc150796005]2. Main findings
The role of Reputation management and service culture in monitoring guest service 
[image: ]
Figure 1: reputation management
(Source: spotonwifi.com 2019). 
The role of reputation management in monitoring guest service 
According to Aula and Mantere, (2020), reputation management is a way of controlling and influencing audiences' perception of any brand by responding the customer feedback. Good business organisations focused on creating opportunities that would promote the experience of positive mentions.  The strategy of effective online reputation strategy is to provide opportunities and insight to increase brand awareness (Olson et al., 2021, p, 285). Based on the example, Hotel organisations such as “Hilton” have strategies for creating new opportunities that help attract more customers. Attracting more number of client increase brand profitability which also increase profits. 
Feedback detection
Maintaining a good brand reputation is important to detect dangerous feedback online which might harm the business reputation (Jain et al., 2021, p.2157) Business organisations in the context of Hotel industries check the real-time feedback from their customers in the feedback section. The reputation management team of this organisation monitor the reviews in Google search and it helps any organisation to run an online shop. The major concern of this management team is to provide an opportunity to ask the customer support manager about the regular feedback report. Online communication plays a vital role in reputation management and communication in social media analyses what the customers want to review. As for keeping a better reputation, marketers utilise social media platforms to detect brand mentions through these platforms (Ajah and Nweke, 2019).  This opportunity helps in reputation management dealing with any kind of service failure with the help of customer reviews.  As an example, Ibis Hotel dealt with its service failure by acknowledging the failure and apologising for any problems. The reputation management team helps to resolve the negative emotions of customers and takes responsibility for any kind of negative situation,   
Strategy development
The report of customer feedback provides knowledge about how consistent the brand's service is and has all kinds of feedback reports about positive sites and negative sites of the organisation (Hajli, 2020, p.774). The reputation management team of Ibis collect all the feedback in one place helps them to make it easier to detect the patterns of their tasks and then deal with those problems. After collecting the feedback the renowned organisation named Belmond prepared the necessary strategies to prioritize their tasks and assign the work appropriately.      
Dealing with any kind of negativity
Lots of ways have been used for dealing the negative customer feedback and submitting press releases the authoritative online websites to reduce the negative feedback, maintaining a better customer experience using public figures is necessary because of influencing other clients.
The role of service culture in monitoring guest service   
As opined by Weinstein, (2022), service culture is considered as the environment where employees are obsessed with providing better customer service to the customers. The important service culture needed to be successful in business function is to improve more number of positive feedback. As an example, Hilton Hotel like the hospitality industry mostly careful about hiring the best employees to give better customer service.  When this organisation has a strong service culture they mostly focus on following best practices. Screening potential customers plays an important role in meeting the organisation's goals. On the contrary, JW Marriott this hotel “set proper guidelines for the whole customer service” and they focused on clear expectations to build a strong organisational culture. Another practice is engaging more employees because of the reason of proper customer service.
Analysis and illustrating comparisons between different global hotel players in terms of customer loyalty, brand consistency
Customer loyalty and brand consistency these two terms are necessary for improving the chance of monitoring customer service (Teng, 2019, p.34). In this instance, Accor Hotel offers the largest brand portfolio of acclaimed luxury brands (researchgate.net, 2023). This organisation follows proper strategies to provide necessary details about the products to build trust among the consumers and guests of this sector focused on product quality. On the other hand, Ibis Hotel offers a reliable experience and consistent service to build trust and loyalty. This organisation take those strategies which increase their price and improve customer loyalty. To build better customer loyalty the proper knowledge about the product is essential and hence for this reason hospitality management team of this organisation gives proper ideas about the products to their customers. 
The way of maintaining hotel standards within the hospitality industry 
The service of any hotel industry is highly careful about providing necessary guidelines to the customers.
Creating own brand 
The proper standards of direct reflection give a better understanding of the hotel brand. The guests of the hotel brand affect the potential of repeat offerings. Strong brands are mostly careful about booking facilities and influence certain perception and expectations about the brand and in this as brand mainly give specific service at the time of providing service. 
Loyalty 
Maintaining loyalty to the hotel brand generates positive methods for friends, family and colleagues (Leal and Ferreira, 2020). The employees of hotel industries motivate other people to book the right product, guiding them with proper service and creating loyalty among the customers and this increases the guest experience.  

Future technological impacts in monitoring effective guest service 
Technology implementation helps the customers to meet the expectations of consumers. In the hospitality industry, employees follow various strategies such as e-commerce, online booking and ticket bookings. Based on the example, the hotel industry utilises various technologies to increase customer service.  Chabot’s have been used to serve the consumer by enhancing the factor of monitoring customer service strategies (Zhang et al., 2023, p.122). The problems can be tracked by the implementation of the necessary technology and this helped the hospitality industry to improve their brand consistency and create a good brand image. Technological sites such as websites help the brand to remove their customer loyalty. Based on an example, Interactive voice response menus help the customer to direct the right persona and carefully apply the instructions of technology. According to a study it has been observed that consumers prefer to talk to the actual hotel agent and automatically run the accessing answers Buhalis, D. and Moldavska, I., 2022. Monitoring the customer Hilton hotel employees get the chance to communicate directly with the clients which helps them to give proper knowledge about the hotel rooms and room services.  
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Figure 2: Changing Times for Customer Service
(Source: techtarget.com, 2021)
[bookmark: _Toc150796006]3. Conclusion
In conclusion, it could be said that technology can be improved to give better service to clients. Technology has been applied to enhance the business service of the hospitality industry. In this report, the way for monitoring customer service has been described. The impact of online service on giving better service is described here. Technology implementation helps the customers to meet the expectations of consumers. In the hospitality industry, employees follow various strategies such as e-commerce, online booking and ticket bookings. 
[bookmark: _Toc150796007]4. Recommendations 
· Understanding the customer's needs after resolving the recent challenges would be a necessary strategy. Implementing trends would guide the hospitality industry to improve its business performance for the hospitality industry. In this context, hospitality industry reputation management plays a vital role.  Most of the hospitality sector-based organisations engage in technology to improve their performance.
· Creating a good brand image by following sustainability could be an effective strategy that would monitor the business functions of hotels. Another recommendation would be reducing customer service failure by organising the business performance by applying automation service.
· More strategy implementation would be essential for improving the hospitality industry's performance. Offering better service, the hospitality industry management team could apply technology to provide better service to the clients and customers get efficient data with the help of monitoring customer service.
· The hospitality industry must be concerned about analysing the service interactions through channels and they could ask for feedback from their customers.
· On the other hand hospitality industry  could consult  with the agents who help them to improve those practices that monitor them to identify energy strategies to give appropriate service  to the clients
· The rooms of the hospitality industry must be carefully cleaned otherwise it would create a bad impression among the customers. 
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