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Executive summary:
The importance of effectively monitoring guest service approaches is by frequently monitoring and improving the quality or the service, making sure that customers are consistently satisfied with their experiences. Leading to an increase of customer loyalty, repeat business, positive marketing, and word of mouth. Identifying key metrics and measuring trends over a period to notice a pattern weather the products or service is improving or deteriorating. Attention to detail in the guest approaches results to branding recognition, reputation, and revenue. Customers like to be recognised and rewarded for their loyalty, like the world of Hyatt is a loyalty scheme by the Hyatt hotel. Which has immensely increase revenue.
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Induction:
In any co-operate business, especially the hospitality business, it is very important to monitor the guest service efficiently. It is one of the main aspects of any co-operate business as this monitors weather the product or service is exceeding or failing. It is the responsibility of the co-operate culture to measure the success or the failure using a marketing metrics mix, how the business is doing and how the needs are met in the service culture. Identifying specific area where improvements can be made before consumers start finding faults. The aim of this is to gain excellent customer service. 
Main finding 
In the hospitality industry, business trends and style are changing rapidly. It is a very competitive market. Customers are wanting to follow the latest trends to explore, to experience, to indulge and have a good time with their friends and family. Keeping up with the latest hospitality trend is significate to a business to deliver, customers requirement. Social media is the trend now , it can reach to every corner of the world within seconds.  Social media word of mouth is the fastest way a trend to go viral. “When we receive information from someone we know and trust, it activates the reward centers in our brain, which release dopamine and other feel-good neurotransmitters” (Allton, 2023). For a company to market well and reach its customers, an organisation will invest into their reputation management team to monitor the guest service. “Reputation management is the practice of influencing stakeholder perceptions and public conversations about an organisation and its brands. It includes monitoring perceptions and conversations, responding to reputation threats and proactively seizing opportunities to boost reputation”.  (Gartner, n.d.). This is where a whole team is dedicated to push the product and service through to the customers to achieve good feedback and expect repeat business. The main aim is to keep the revenue increasing. A stakeholdders influence interpretates a business reputation. “A stakeholder is a party that has an interest in a company and can either affect or be affected by the business. The primary stakeholders in a typical corporation are its investors employees, customers, and suppliers” (Investopedia, n.d.).  A good reputation of products and service can lead an organisation to increase revenue and increase opportunities. It pushes business to expand in many ways, such as expanding to new location locally or internationally and expanding on variety of products and service that the business can offer. “In the definitions of reputation, attention is often paid to its judgmental and evaluating character, ex-pressed, inter alia, as admiration, esteem and respect, but also the company’s ability to satisfy stakeholders (fulfilling their expectations)”.  (Zdzisława Dacko-Pikiewicz, 2022.p,20). 
“Hyatt hotel and resorts is an American multinational hospitality company” (Wikipedia Contributors, 2019). Hyatt is a global versatile luxury hotel brand. “Hyatt offers 26 brands and also provides members with opportunities to earn and redeem points” (NerdWallet, n.d.). In the 26 Hyatt brand the company has a variety of hotels that meets customer needs. Hyatt has ranges of resorts that offer luxury accommodation with very personal serviced called the Zoetry wellness and spa, and alternatively Hyatt Regency which is designed for corporate travellers. To identify threats and weaknesses “Hyatt PESTLE analysis assesses the brand on its business tactics” (Team, 2022) (see Appendix 1). By using this tool businesses have a powerful understanding from every angle. “PESTEL analysis is that -you analyse a chosen organisation from six different perspectives: Political, Economic, Sociocultural, Technological, Legal, and Environmental” (pestleanalysis.com, 2019).  
Service culture is one on the main guest service approaches. “The basic definition for service culture is an environment where employees are obsessed with providing superior customer service to clients (Seismic, n.d.) Service culture is to ensure there is excellent communication element through training and experience. The team should be thriving to achieve the same goal and have a customer friendly policy. Good service culture is when business encourage customers to use their goods and  by charming them in with promotions and discounts. One of the popular ones in the hospitality industry is the loyalty programmes. Loyalty programs are created to encourage existing customers to return by offering bonuses. Hyatt has its own loyalty schemes “Its loyalty program is called World of Hyatt, which features four different tiers of membership and redeemable points at Hyatt hotels. There are an estimated 30 million+ members enrolled in World of Hyatt”. (Hollander, 2017). This promotes branding, which represents and symbolises the reputation of the business. It’s how the customers portrays the business. “The main purpose of branding, however, is to create long term loyalty which in turn is meant to add value to the guest experience and to the company. “(Wood, 2015.p.108). Branding, expanding, and promoting a business is hugely achieved by social technology. “Social technologies provide a strong feedback source which takes into account customer recommendations, opinions, trends, feelings, and sentiment analysis. (Colomo-Palacios, Joao Varajao and Soto-Acosta, 2012, p.6). Identifying gaps in a hospitality industry between customer expectation on the products and the service, the  customers have received can improve on increasing customer satisfaction. This can be achieved by customer feedback and reviews. 
Holiday inn is a global family friendly hotel. “It is an American chain of hotels based in Atlanta, Geogia, and a brand of IGH hotels and resorts” (Wikipedia Contributors, 2019). At Holiday inn “recent guest feedback has not been that great” (HowandWhat.net, 2019). Holiday inn have review where they have not met customer expectation to increase customer satisfaction. This will be the role of the reputation manger to investigate and rectify the situation. Whereas the weakness in Hyatt SWOT analysis, is more based on the finance not customer satisfaction issues. “Unnecessary Operation Cost: The market targets unique and extreme costs for the tour which sometimes seem to be unnecessary costs” (Xaif, n.d.)
The increase of operational cost is massively increasing causing a negative push to the hospitality industry. With rising energy bills, labour cost and food prices. Hotels are encouraged to find alternative ways to accommodate without compromising the quality of products and service. Businesses is having to increase prices to reach profitability.  “However, increasing prices too high risks impacting customer demand, so businesses currently face the challenge of balancing covering their costs and remaining competitive” (www.linkedin.com, n.d.). Cost of living is also affecting customers who are facing negative challenges due to increase of cost of living which cooperates in with the loyaty programmes that help customers benefits from rewards and discounts.
Conclusion
In conclusion guest service approaches is highly prioritised in an organisation. It is crucial to any business to have excellent guest service approaches. To improve communication and relationships with customers and to improve quality of the business. “The modern approach provides externally focused definition of quality by embodying the customer dimension: quality is delighting the customer by fully meeting their needs and expectation” (Grigoroudis and Siskos, 2009). It Is a main factor to boost revenue and promote a business. In a hospitality industry guest receiving satisfactory experience contributes on a hotels constructive reputation. Maintaining good customer relation with current and new customers is acquired as a business will fall apart without a strong customer base. 
Recommendation 
Loyalty programs is a massive success for Hyatt. Promoting Hyatt by the modern technology approaches, with virtual tours online that invite customers, to imagine what their experience could be, with exciting offers and encouraging deals the customer is entitled to through loyalty programs. “Hyatt’s growth is driven by its World of Hyatt loyalty programme, which has experienced a remarkable 260% increase in members over the past five years. Data shows that World of Hyatt members seek further opportunities to stay with Hyatt across different segments and markets” (Dabo, 2023). I would recommend for Hyatt as a business to monitor the cost of unnecessary expenses within the business as cost of living is rising. I would recommended from the review and feedback that Holiday inn, could be more personalised to customers to create more attention to detail, to encourage an increase of customers. By retaining or training new staff and motivate them to increase their level of customer service and setting framework to measure team performance. This will benefits the sales and customer satisfactory.

Appendix
Image 1 Hyatt PESTLE analysis
	Political
	Economical
	Social
	Tectological
	Legal
	Environmental 

	Hyatt Hotels Corporation is a multinational hospitality company that operates in 70 countries. Change of governments may hamper with the operations as different governments have different approaches and they may prioritize different sectors. (Team, 2022). 

	The exchange rate policy of a country is also important to look at because investment in a country with a high forex risk like Venezuela may turn out to be a bad investment in the long run. (Team, 2022) 
	Hyatt Hotels welcome people of various cultures, colours, ethnicities, genders, ages, abilities, perspectives, and ways of thinking, and we have over 130,000 colleagues in over 70 countries. Since 2018, Hyatt Hotels have focused on providing opportunities to the underprivileged communities and have invested millions of dollars as a part of their RiseHY program. (Team, 2022)
	In a fast-moving technological world, it is important for any business to adapt in order to sustain and also increase profitability and ease the consumer experience. Mobile payments and other Fintech services should be analysed and adapted accordingly. Social media presence and social media marketing have become relevant more recently and more so after the pandemic. (Team, 2022)
	Hyatt employee engagement.
Hyatt digital marketing.
Hyatt cyber security. (Team, 2022)
	use of technologies that are renewable like solar-powered energy, use of eco-friendly products and avoidance of resource depletion such as groundwater by using methods like rainwater harvesting instead. Hyatt has set up several environmental goals to achieve by 2030. Climate change and water conservation are two of these issues that can be addressed by expanding the usage of renewable energy and grey water; by 2030, compared to 2019, reduce trash created on properties and achieve a 50 per cent global reduction in food waste sent to landfill or incinerated per square meter; increase responsible sourcing of products and services linked to climate change, deforestation, human rights, waste, public health, resource scarcity, biodiversity, and animal welfare concerns. (Team, 2022)






Reference 
Allton, M. (2023). The Science Behind The Effectiveness Of Word Of Mouth. [online] The Social Media Hat. Available at: https://www.thesocialmediahat.com/blog/the-science-behind-the-effectiveness-of-word-of-mouth/#:~:text=According%20to%20a%20study%20by.

Colomo-Palacios, R., Joao Varajao and Soto-Acosta, P. (2012). Customer relationship management and the social and semantic web : enabling cliens conexus. Hershey, Pa: Business Science Reference.

Dabo, M. (2023). Hyatt drives forward with transformational growth. [online] Hotel Management Network. Available at: https://www.hotelmanagement-network.com/features/hyatt-drives-forward-with-transformational-growth/?cf-view&cf-closed [Accessed 11 Nov. 2023].
Gartner. (n.d.). Definition of Reputation Management - Gartner Marketing Glossary. [online] Available at: https://www.gartner.com/en/marketing/glossary/reputation-management#:~:text=Reputation%20management%20is%20the%20practice.
Grigoroudis, E. and Siskos, Y. (2009). Customer Satisfaction Evaluation: Methods for Measuring and Implementing Service Quality. [online] Google Books. Springer Science & Business Media. Available at: https://www.google.co.uk/books/edition/Customer_Satisfaction_Evaluation/WsFigUeZO1YC?hl=en&gbpv=1&dq=What+are+the+approaches+of+customer+service%3F&pg=PA53&printsec=frontcover [Accessed 13 Nov. 2023].
Hollander, J. (2017). Hyatt’s 14 Hotel Brands Explained. [online] Hotel Tech Report. Available at: https://hoteltechreport.com/news/hyatt-hotel-brands.
HowandWhat.net (2019). SWOT analysis of Holiday Inn. [online] howandwhat. Available at: https://www.howandwhat.net/swot-analysis-holiday-inn/.
Investopedia. (n.d.). What Are Stakeholders: Definition, Types, and Examples. [online] Available at: https://www.investopedia.com/terms/s/stakeholder.asp#:~:text=%25%2025%25%200%25-.
NerdWallet. (n.d.). The Guide to World of Hyatt Brands. [online] Available at: https://www.nerdwallet.com/article/travel/the-guide-to-world-of-hyatt-brands.

pestleanalysis.com. (2019). PESTLE Analysis Explained (With Examples). [online] Available at: https://pestleanalysis.com/pestle-analysis-explaine.com/pestle-analysis-explained-with-examples/ [Accessed 7 Nov. 2023].

Seismic. (n.d.). What is service culture? [online] Available at: https://seismic.com/enablement-explainers/service-culture/#:~:text=The%20basic%20definition%20for%20service.
Team, M.S. (2022). Hyatt PESTLE Analysis. [online] MBA Skool. Available at: https://www.mbaskool.com/pestle-analysis/companies/18257-hyatt.html.
Wikipedia Contributors (2019). Hyatt. [online] Wikipedia. Available at: https://en.wikipedia.org/wiki/Hyatt.
Wikipedia Contributors (2019). Holiday Inn. [online] Wikipedia. Available at: https://en.wikipedia.org/wiki/Holiday_Inn.
Wood, R.C. (2015). Hospitality management : a brief introduction. London: Sage.
www.linkedin.com. (n.d.). How the Cost of Living is Reshaping the UK Hospitality Industry. [online] Available at: https://www.linkedin.com/pulse/how-cost-living-reshaping-uk-hospitality-industry-simon-taylor.
Xaif (n.d.). In-Depth SWOT Analysis of Hyatt - 2022 Case Study | IIDE. [online] Available at: https://iide.co/case-studies/swot-analysis-of-hyatt/.
Zdzisława Dacko-Pikiewicz (2022). Reputation management and family business. New York, Ny: Routledge.
