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Executive Summary
This report aims to analyse the importance of the effective evaluation of guest service approaches by analysing the associated key concepts. In order To guarantee that customers get enough support, it is essential to conduct regular service evaluations. A hotel's search engine rankings and industry authority may both benefit from guest reviews and ratings. The hotel industry has expanded to become a major force in global trade. Understanding the value of a service-oriented mindset is, hence, essential. When a corporation consistently displays and delivers its promised qualities to its customers, they are building a strong brand. In the hotel sector, maintaining brand consistency means continuously sharing information that is in line with the company's identity, values, and strategic goals. The hotel standard describes an acceptable but not extravagant level of service, building quality, furniture, and other hotel fittings. Guests may count on consistent treatment since the hotel operates according to established protocols. Loyal customers in the hospitality industry are those who often return to the same hotel or hotels in the same chain. A brand-loyal customer is less likely to switch to a competing brand or company. Companies operating in the hotel industry must adapt quickly to the rapid pace of technological development. The dissatisfaction of hotel guests may be traced back to service problems. Customers' pleasure and their whole experience benefit greatly from well-executed guest services and amenities.
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[bookmark: _Toc148628467]Introduction 
Evaluating customer service is crucial for making sure clients get the help they need. Methods for gauging the quality of customer service are used across many sectors but are especially prevalent in contact centres and other service-oriented enterprises (Rather and Sharma, 2017). Managers and decision-makers might benefit from learning about the many customer service evaluation methods available. Hotels may learn a lot about their guests and their support staff by keeping a careful eye on customer service (Minwoo et al., 2019). Additionally, this report will analyse the key concepts associated with guest service and experience in the context of diverse hospitality business examples. 

[bookmark: _Toc148628468]Main Findings 
[bookmark: _Toc148628469]Reputation Management
A strong reputation can attract new guests, increase occupancy rates, and drive revenue growth. Positive reviews and ratings can also improve a hotel's visibility on search engines and increase its credibility and authority in the industry. Moreover, a hotel owner's top priority should be maintaining a positive online reputation. Earning the trust of new customers and keeping the loyalty of repeat guests is a cornerstone of effective reputation management in the hospitality sector. Guests' impressions of the hotel's brand are critical to driving demand and maximising profits. In addition, a hotel's success is proportional to the positive reviews it receives on the internet (Mmutle and Shonhe, 2017). 
For instance, Premier Inn is committed to providing excellent service. This includes having a comfortable bed, a clean room, and helpful service. Premier Inn has earned its excellent reputation as a trustworthy and pleasant place to stay because of its dedication to providing consistently high-quality service. (Premierinn.com,2023) Premier Inn is also always interested in hearing from its guests. The information gained from client reviews is utilised to pinpoint problem areas and implement solutions. Premier Inn shows it cares about its clients and their opinions by responding quickly and effectively to their comments and questions. Premier Inn is committed to keeping a line of open and honest contact with its clientele (Grljević et al., 2019).

[bookmark: _Toc148628470]Service Culture
A service culture is an organisation whose personnel consistently go above and beyond for their customers. The hospitality business has grown into a significant part of the international economy. Therefore, it is crucial to appreciate the significance of service culture. Operators of any kind of lodging establishment should make providing excellent service to their guests their top priority. In today's global economy, service providers may set themselves apart from the competition by providing higher-quality services than their rivals. The key to success and profit is knowing the value of happy customers (Radojevic et al., 2019). 
Moreover, the service culture of Marriott, for instance, is based on the company's basic beliefs. The success of the Marriott brand may be directly attributed to the company's culture, which shapes how employees, customers, and the community are treated. The success of the organisation is directly tied to the efforts of the Marriott staff, whose efforts are continually recognised and rewarded. It's no secret that the company is proud of the quality of its customer service, but the real story is that this pride stems from the dedication of each individual worker. Keeping employees motivated and engaged at a company as big as Marriott International is challenging (Manhas and Tukamushaba, 2015).

[bookmark: _Toc148628471]Brand Consistency
Brand consistency refers to the frequency with which a company presents and provides its desired service attributes to its clientele. The expectation of consumers is to consistently get service that is reliable and predictable, ensuring a sense of security and minimising any negative or unexpected experiences. Brand consistency within the hospitality industry pertains to the act of consistently conveying messages that align with the brand's identity, values, and strategic objectives over a prolonged period (Manhas and Tukamushaba, 2015). For instance, Irrespective of geographical location, patrons may anticipate a consistent experience throughout their stay at a Holiday Inn establishment. This encompasses several aspects, such as the level of service provided, the range of facilities supplied, the architectural style and arrangement of the rooms, and even the branding and colour schemes used in their signs and promotional materials. Holiday Inn maintains consistent branding by using the same logo, colour scheme, and font across all of its hotel establishments and promotional materials. This feature facilitates prompt brand recognition among consumers. Holiday Inn maintains a similar level of service throughout all of its locations (Wood, 2015).

[bookmark: _Toc148628472]Hotel Standards
The hotel standard refers to a level of service, building quality, furnishings, and other hotel fixtures that are high but not luxurious. Consistency in service to guests is guaranteed by adhering to hotel standards. Customers that have a consistent experience with a brand are more likely to buy from that brand. Therefore, it is essential for every hospitality organisation, from single-location eateries to multinational conglomerates with thousands of locations, to adhere to stringent quality control measures throughout (Aleksandrovna, 2021). For instance, the Langham, London hotel standards included mainly cleanliness, which the staff members are focused on. The customer of the hotel is highly satisfied with the cleanliness standards. Moreover, codes of conduct also served as critical standards for the hospitality businesses. In this regard, Premier Inn portrayed a vital example of high standards. Each employee of the respective hotel is obligated to follow the given rules or codes of conduct in order to form a pleasant decorum of the firm (PremierInn.com,n.d). The customer is highly impressed by the formed codes, due to which they attain greater importance, service and respect from the members of a given hotel (Soloman, 2018). 

[bookmark: _Toc148628473]Customer Loyalty
Customer loyalty is shown by a clientele that keeps coming back to the same hotel or chain of hotels in the hospitality sector. A client who is loyal to a brand or business will choose that entity above competitors. In the hotel sector, customer loyalty is crucial since clients have high expectations for service and want to feel special. Hotels may improve their bottom line, cut down on marketing expenses, and forge enduring bonds with their visitors if they focus on creating a loyal client base. Competition, product category saturation, and busier, more discerning consumers are just a few of the challenges that businesses in the hospitality sector must contend with. Therefore, Marriot's loyalty programmes are crucial to the company's success in today's market. In addition, Marriot's loyalty programmes provide substantial benefits in the contemporary context. As most of the hotel companies have developed their own loyalty programmes, Marriott's has gone from being a distinctive differentiator a few years ago to a current survival mechanism (Jasinskas et al., 2016).

[bookmark: _Toc148628474]Future Technological Impacts
The hospitality sector is experiencing tremendous technological change, making it imperative for firms to keep up with the latest trends. New technologies like virtual reality experiences, artificial intelligence, and voice commands are all ways in which the customer service industry might advance. The Marriott International mobile app, mobile key, contactless check-in and check-out, digital guest services, chat, service requests, and other similar features are all part of the company's effort to increase visitor engagement. Furthermore, technology is growing in a significant manner in terms of providing vital customer or guest services, particularly in the hospitality sector. In this regard, the Marriot expect greater demand for the technology in future guest services. Due to this, it has made strategies to integrate advanced technology to currently as well as potentially satisfy its customers. The potential trend of robots to perform the key functions of the hotels has been analysed by Marriot to integrate in future in order to sustain in the contemporary business world (Lukanova and Ilieva, 2019). 

[bookmark: _Toc148628475]Service Failure
Service failure may lead to a negative guest experience, due to which guests of the hotel are dissatisfied (Ford, 2020). In this regard, the effective provision of guest services and facilities increases the satisfaction and vital experience of the customers. Moreover, Holidays Inn is mainly concerned about effective guest services to provide a positive experience to its customers. The respective hotel has trained its staff members to mitigate the probability of any unexpected service failure scenario (Peng et al., 2015). 

[bookmark: _Toc148628476]Conclusion 
In conclusion, competition is fierce in the hospitality sector. Therefore, it is important for firms to stay abreast of emerging trends or risk falling behind the competition. It is essential to conduct regular service evaluations to guarantee that customers get enough support. The use of metrics to evaluate customer service is widespread in many industries but is notably common in call centres and other service providers. In contrast, a high profile may boost business in several ways, including the number of visitors, the percentage of rooms taken, and the money made. The hotel's online presence, as well as its authority and reliability in the field, might benefit from guest reviews and ratings. Loyal customers in the hospitality industry are those who often return to the same hotel or hotels in the same chain. Hotels may increase profits, reduce advertising costs, and strengthen relationships with repeat guests by prioritising the retention of their most loyal patrons.

[bookmark: _Toc148628477]Recommendations 
Hotels, as part of the hospitality sector, may enhance their customer service in general by conducting customer surveys to learn how best to cater to their guests' needs. Incentives like free upgrades on future stays or giveaways of free overnight stays are sure to pique their interest. In-room tablets could be used throughout the stay, while Canary Check-out could be used during check-out, and emails and texts could be sent after guests had left. Accept and promote candour. The feedback that helps a business grow as a creator is invaluable. Additionally, evaluating client feedback is an excellent method for locating trends or patterns in hotel customer service. Hotels should evaluate their statistics and have a meeting with their staff to discuss their findings. Positively frame the discussion and apply its findings to future instruction. 
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