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Executive Summary
         In the hospitality industry, guest service is the cornerstone of success. Exceptional service ensures customer satisfaction, reputation building, and overall business prosperity. Prioritising customer needs is critical in the digital age, as 83% of consumers consider good service a loyalty catalyst. Challenges in the sector, from staff recruitment to customer expectations, require a multifaceted approach. This involves staff upskilling, thorough housekeeping, payment automation, and transparency. Effective monitoring methods include customer surveys, online reviews, and mystery shopping. Shifting focus from satisfaction to delight is emerging, acknowledging that retaining customers is cost-effective. Delighting customers leads to loyalty and financial stability. Understanding customer needs, prioritizing requests, selecting suitable tools, consistent communication, managing issues, addressing service disruptions, and offering intuitive onboarding is vital for exceptional guest service. Prioritizing customer satisfaction and embracing customer delight is essential in the competitive hospitality landscape, ensuring loyalty and profitability.
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        In today's complex global economy, companies face a pivotal moment. To ensure their future success, business leaders must proactively address challenges such as hiring top talent, securing sufficient budgets, and aligning stakeholder expectations. By overcoming these obstacles, they can establish scalable, revenue-generating initiatives that pave the way for long-term growth. (Walker, 2021)
       Customer satisfaction, often referred to as CSAT, is the gauge of how content the customers are with the offerings and their overall experience. It's a critical factor that can determine the success or failure of the business. CSAT measures how well the products, services, and customer interactions align with customer expectations, providing a clear indicator of a business's vitality. High customer satisfaction signifies happy customers and a thriving business. In a recent Zendesk Customer Experience Trends Report for 2022, an astonishing 61% of consumers revealed they'd switch to a competitor following just one negative customer experience. This emphasizes the universal importance of prioritising customer satisfaction, whether the business is a local bakery or a global giant like Amazon. (Murphy, 2023)
[bookmark: _Toc149241971]Findings
       Guest service in the hospitality industry refers to providing a welcoming, efficient, and satisfying experience for guests and customers. It encompasses a wide range of services, from accommodations and dining to leisure activities, all aimed at ensuring the comfort and enjoyment of individuals or groups during their stay at hotels, restaurants, resorts, or any hospitality establishment. Exceptional guest service is a fundamental component of the industry, as it directly impacts customer satisfaction, reputation, and the overall success of the business. It involves courteous and attentive staff, high-quality amenities, and a commitment to meeting and exceeding guest expectations. (Ali et al., 2021)
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1. Importance of Guest Service
        Customer service remains incredibly important in today's digital era. 83% of consumers confirm that good customer service transforms them into loyal, repeat customers. Here's the bottom line: 90% of customers tie their brand loyalty to the quality of customer service. Neglecting it could drive away the majority of hotel customers. Even one negative experience can make 76% of customers leave. That's why prioritising exceptional customer service is paramount. (Kappel, 2022)
       The customer service department's mission is to offer support and assistance to guests throughout their entire stay – before, during, and after. This entails providing information, and guidance, and ensuring guests feel at ease and confident. The goal is to create a positive guest experience, fostering loyalty to your property through the association with exceptional service. Delivering excellent customer service necessitates constant effort from your staff. They should be engaged, respectful, available, and, most importantly, attentive to guests. Empathy plays a crucial role in not just resolving issues but truly comprehending them. Understanding your guests' needs and feelings is essential for finding optimal solutions. Exceptional customer service adapts swiftly to different situations and possesses in-depth knowledge of guests and their requirements. When guests feel heard and understood, they are more likely to remain loyal to your establishment. To enhance customer service, it's vital to adapt to changing guest behaviours and industry trends. Utilize property management software for insights into guest history and preferences. Regularly collect feedback through satisfaction surveys, online reviews, and in-person interactions to identify areas for improvement. Additionally, training your staff on the importance of excellent service and hospitality can empower them to better grasp their role, enhance their service delivery, and recognize their impact on your property's image. (Daoust, 2023)
2. [bookmark: _Toc149241973]Guest Service Challenges
         Challenges in the hotel industry are inevitable, especially considering the seasonal nature of the business. The main difficulties include finding qualified staff, maintaining top-notch housekeeping, managing payments, preserving online reputation, ensuring smooth operations, and meeting the demands of increasingly informed and demanding guests. In addressing the challenges within the hotel industry, a multifaceted approach is essential:
· Underqualified Staff: Invest in staff upskilling and instil the confidence to make independent decisions.
· Housekeeping: Emphasize thorough cleaning, and meticulous attention to detail, and consider automation for improved communication and service.
· Payments: Opt for automated payment processing to prevent errors and ensure timely financial transactions.
· Online Reputation: Develop a structured protocol for managing guest reviews and leverage positive feedback to bolster reputation.
· Operations: Implement hotel property management software to streamline and automate various operational tasks effectively.
· Ever-More Demanding Guests: Cultivate transparency about offerings, consistently meet guest expectations, and provide exceptional customer service to leave a positive and enduring impression on the increasingly informed and demanding guests. (Lacalle, 2022)
3. [bookmark: _Toc149241974]Monitoring Methods and Tools
Monitoring guest service in the hospitality industry involves various methods and tools to ensure a positive guest experience.
Customer Surveys
· Post-Stay Surveys: These are sent to guests after their stay, usually via email. Guests are asked to rate their experience and provide feedback on various aspects of their visit.
· On-Site Surveys: Some hotels offer paper or digital surveys on-site, allowing guests to provide immediate feedback.
· Online Reviews: Monitoring websites like TripAdvisor, Yelp, and Google Reviews can provide valuable insights into guest satisfaction. (Embree, 2021)
Mystery Shopping
A mystery shopper is someone hired to evaluate a company's performance against set standards, typically by posing as a customer or observer. They provide unbiased feedback and scores, unknown to the employees, to assess the customer experience.

Advantages:
·  Encourages high customer service standards by keeping employees on their toes.
· Offers insights into multiple locations' performance, ensuring consistent brand standards.
· Identifies areas of underperformance in products and services, prompting improvements.
· Provides honest, accurate reflections of the customer experience.
· Allows demographic-based shopper selection to align with the target customer's perspective.Helps address issues that could affect customer retention and sales.
          Disadvantages:
· Unfavourable assessments may pressure employees without considering context or personal bias.
· Results capture a single point in time and may not account for external factors.
· The lack of like-by-like assessments makes data comparisons and replicability challenging.
Assessment quality relies on the mystery shopper's recall accuracy, potentially leading to inaccuracies in reporting. (Toor, 2021)
4. [bookmark: _Toc149241975]Benefits of Effective Monitoring
        Recent research suggests that businesses should shift their focus from customer satisfaction to customer delight to foster loyalty and profitability. Delight involves surpassing customer expectations and creating stronger emotional connections and different physiological states compared to mere satisfaction. In today's competitive landscape, retaining customers is deemed more cost-effective than acquiring new ones. Delighting customers can result in repeat business and a steady cash flow, positively impacting a company's financial performance. Relationship marketing emphasises the importance of long-term customer relationships for sustained profitability. Customer retention reduces the expenses associated with acquiring new customers. Delighting customers is a powerful strategy for customer retention and increased profitability, making the relationship between delight and profit more intricate than previously believed. When implementing a delight program, it's crucial for companies to not only consider the added benefits but also estimate the associated incremental costs, ensuring a balanced approach to customer satisfaction and profitability. (Torres & Kline, 2006)
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         Understanding and meeting customer needs is vital for satisfaction. Tailor your product offerings based on a deep understanding of your target audience. Prioritize customer requests wisely, not every suggestion should be implemented. Select the right tools and channels that align with your audience and business goals. Consistent communication across multiple channels is key. Be prepared to handle angry customers with effective strategies. Address service outages promptly to maintain customer satisfaction. Offer an intuitive onboarding experience to guide users effectively and enhance retention. (Greenberg, 2022)
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          In the hospitality industry, guest service is the linchpin of success, encompassing a spectrum of services aimed at ensuring a welcoming, efficient, and satisfying experience for customers. Exceptional guest service is fundamental for customer satisfaction, reputation, and overall business prosperity. To achieve this, a deep understanding of customer needs and preferences is essential, enabling tailored product offerings and the creation of unique, valued experiences. (Ameer, 2023).
        Today's digital era emphasizes the significance of customer service, with the majority of customers attributing brand loyalty to the quality of their service experience. Neglecting customer satisfaction can drive away a substantial portion of potential customers, making it paramount for businesses to prioritize exceptional customer service. (Rita et al., 2019)
        Challenges in the hotel industry, such as staff recruitment, housekeeping, payment management, online reputation, operational efficiency, and meeting the expectations of informed customers, necessitate a multifaceted approach. This includes upskilling staff, emphasizing thorough housekeeping, automating payment processes, and cultivating transparency to meet evolving customer demands.
         Monitoring guest service is a crucial aspect, employing methods like customer surveys, online reviews, and mystery shopping to gather feedback and insights. Customer delight, which goes beyond mere satisfaction, is an emerging focus, driven by the realization that retaining existing customers is more cost-effective than acquiring new ones. Delighting customers can lead to repeat business and financial stability.
         Understanding customer needs, prioritizing requests, selecting appropriate tools and channels, maintaining consistent communication, handling difficult situations, addressing service disruptions, and offering intuitive onboarding are key components in delivering exceptional guest service. Prioritizing customer satisfaction, while embracing the concept of customer delight, is essential in today's competitive hospitality landscape, ensuring loyalty, profitability, and lasting success.
         Summarize the key points discussed in the report and restate the importance of monitoring guest service approaches.
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