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[bookmark: _Toc147228305]Title- The importance of effectively monitoring guest service approaches
[bookmark: _Toc147228306]1.0 Introduction
In the modern era, the organisations in the hospitality industry are required to maintain their sustainability by enhancing the standard of service to the consumers. This can result in an improvement of the presence of the brand in the market. The operational areas of the hospitality industry include reputation management, service culture, customer loyalty, brand consistency so that the overall efficacy of the companies can be ensured. This study includes the discussion on importance of the mentioned approaches in the hospitality industry and effectiveness of the same in monitoring guest service approaches. 
[bookmark: _Toc147228307]2.0 Main findings
[bookmark: _Toc147228308]2.1 Current trend in the hospitality industry
In the UK, the companies in the hospitality industry are revising their strategies of operations to adjust their presence in the market during the post-pandemic period. In this regard, after the negative impact of the Covid-19 pandemic, the hotel and hospitality industry of the UK had experienced a growth rate of 2.5% higher so that the revenue of the industry can be enhanced (Researchandmarkets, 2023). In addition to that, after the pandemic, the tendency of investment had been increased in the mentioned industry of the UK which can be considered as having a positive impact on the overall performance of the industry. Moreover, the companies are also facing competitiveness as all the hotels of this industry are focusing on providing high quality service to the consumers (Theguardian, 2020). Therefore the competitive landscape is embracing in the UK. Apart from that, after the pandemic, the demand for the service provided by this industry increased among the people of the young generation. 
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Figure 1: the number of customers in the hospitality industry in the UK
(Source: Statista, 2023)
However, the people are prioritising the price of the service in the UK. Additionally, the use of artificial intelligence or AI and automation is also increasing in the UK so that the service standard of the industry is getting enhanced (Theguardian, 2021). 
[bookmark: _Toc147228309]2.2 Reputation management
Reputation management is considered as one of the important aspects in the hospitality industry so that the overall performance of the company can be analysed and their approach towards maintaining the level of standard of service and customer satisfaction can be ensured (Wood R.S. 2015). This can result in a prominent presence of the organisations in the market along with enhancing the number of consumers in the market. In Hilton hotel, the management is focusing on providing the customised service to the guests with the consideration of a mass-personalised approach (Hospitality Investor, 2020). Additionally, the company is also concerned with maintaining real-time communication with the guests including considering their feedback and the organisation is also trying to solve the issues of the guests as soon as possible for enhancing the experience of the consumers. The company is using LOBBY to manage multiple social media at the same time (Iresponze, 2020). This is helping the company to enhance the engagement of the people in social media thus more number of consumers can be attracted to the company. The company is also connected to different social media and the highest reputation is seen in Tripadvisor. 
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Figure 2: Online site engagement of Hilton Hotel
(Source: Iresponze, 2020)
This is enhancing the brand reputation of the company by analysing the guest service approach and the company has become a valuable brand in the market. 
[bookmark: _Toc147228310]2.3 Service culture
Service culture is considered as one of the important aspects of analysing the approach of guest service so that the level of satisfaction of the consumers can be enhanced. This can be helpful for determining the pattern of providing service to the consumers by understanding their needs and requirements so that the overall image of the brand can be enhanced in the competitive market (Ford, R.C. and Sturman, M.C., 2018). In this regard, one of the popular organisations in the UK named Marriott, the management is determining the service and working culture with help of core values of the company. 
This is beneficial for the organisation to maintain and analyse the standard of service provided by the mentioned company. Marriott is considering the excellence of the employees and enhancing their skills and motivation by providing them with rewards and developmental opportunities so that the performance of the employees can be enhanced. Additionally, Marriott is also focusing on putting their consumers and their choices first place. The company is monitoring the service culture with the principle of “good food and good service at a fair price”. Thus this kind of service culture is helping the company to gain consumer satisfaction and revenue which is reflected in increment in revenue which is 20.77 billion U.S. dollars (Statista, 2023). 
[bookmark: _Toc147228311]2.4 Customer loyalty
Customer loyalty is one of the measures of the guest service approach which can be enhanced by providing benefits to the consumers so that the likelihood of recommending the brand to other consumers and taking service again and again by the satisfied consumers can be increased. As an example, Premier Inn hotel can be taken into consideration which is providing high-quality service to the consumers by targeting high-profile consumers who are preferring luxury experience while their stay in hotels (The National News, 2023). 
As per Oliver’s customer loyalty theory, the company should ensure commitment of providing service and opportunities to the consumers so that the likelihood of re-purchasing the products and services can be enhanced (Kwiateket al., 2020). The company should maintain the consistency in the service provided by the company. In the case of Premier Inn hotel, the company is maintaining consistency in the area of cleanliness of the rooms. This can be helpful for the company to ensure the level of customer loyalty which can be resulted in influencing the purchase decision of the consumers. However, the company is providing rooms at higher prices in the UK which is affecting the aspect of “value for money” so that the customer loyalty is also getting impacted. The measure of customer loyalty achieved by the company is mentioned as 88% (Statista, 2023)
[bookmark: _Toc147228312]2.5 Future Technology Impact
In the hospitality industry of the UK, AI and automation are used in order to enhance the service quality and make supervision of the service approach for improving the overall experience of the guests. In this regard, different automation technologies are used to provide customised experience to the consumers in the hospitality industry in the UK. Hilton Hotel is using “digital key” by which the consumers can operate the room lock with the help of a mobile application without the use of any kind of physical key (Hilton, 2023). 
This had enhanced the customer-centric approach of the company where the company had ensured contactless operations. Additionally, the company is also accepting digital or online payments for ensuring safety of the consumers after the emergence of the Covid-19 pandemic. In addition to that, the companies can be focused on managing data in a proper manner so that the customers and their choices can be controlled by the company. 
[bookmark: _Toc147228313]2.6 Brand consistency
It is to note that one of the important elements that needs to be given attention in the hospitality industry is the brand consistency. According to Liu et al. (2017), in the brand consistency, the companies is required to develop their message in such a manner that it is able to align with the values as well as identity of the companies. In order to understand the context, Krupskyiet al. (2019), in their study has mentioned about Hyatt hotels, which through their messaging highlights that they can give services to their customers that will be second to none. One of the important elements of brand consistency is that it is able to get the trust of the guests in an effective manner. The reason for this is that people tend to seek consistency when it comes to the messaging of a certain brand. Overall, it can be said that in the hospitality industry, in order to operate in a proper manner, the hotel's needs to implement brand consistency in their operations adequately.
[bookmark: _Toc147228314]3.0 Recommendations
It can be recommended for the organisations in the hospitality industry of the UK that:
· The organisations can consider to revise the price of rooms and other services provided by the company so that the consumers can develop the approach of value for money in the favour of the company. 
· Apart from that, the organisations can also consider enhancing the quality of the service by considering the health safety of the consumers after the negative impact of the Covid-19 pandemic. 
· Additionally, the industry can consider to increase the use of data management technologies so that the overall efficacy of the companies can be ensured. 
[bookmark: _Toc147228315]4.0 Conclusion
It can be concluded that, in the modern era, the investment along with competitiveness in the hospitality industry in the UK are increasing therefore the companies are required to enhance their quality of service for enhancing the level of satisfaction within the consumers. In this regard, Hilton hotel is using LOBBY to manage different social media at the same place for managing their reputation in the market. Additionally, Marriott is keeping the employees in the front for developing a positive service culture. Premier Inn is consistently providing high standard and clean rooms to the consumers. Thus the companies can be focused on providing service at the affordable range so that the brand value can be enhanced. 
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