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Executive Summary
The following study will be based on the module, “Hospitality and Guests Experience”. The hospitality sector in the modern period is highly competitive and to exist and compete in the marketplace, positive guest services and experience is crucial. Two of the major topics in relation to guests’ services that will be discussed within the study are service culture and reputation which are significant in terms of guests’ experience. In addition to that, it will also provide a description on the factors like customer loyalty, hotel standards, brand consistency, service failures and future impacts on technology as a result of positive guest service and experience.
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The following study is based upon the evaluation of “hospitality and guests’ services”. The will present the analysis of the hospitality industry and the necessity of positive guest experience in order to thrive within the marketplace. Furthermore, the study will evaluate the discussion on reputation management of the hospitality businesses alongside the service culture. It will present the necessity of both the factors for providing better experience to the customers and the benefits they will achieve by engaging in such components. Further, the study will evaluate other necessary factors like customer loyalty, hotel standards, brands consistency, future technological impacts and service failure in relation to guests experience in the hospitality businesses.
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[bookmark: _Toc149901252]Guest service approaches and their importance
[bookmark: _Toc149901253]Reputation Management
Within the hospitality industry, reputation management is an important element as the reputation of the business dictates its image within the marketplace. The factor is crucial to demonstrate how the guests develop their perception regarding the brand and the services they provide to the consumer groups. The reputation of the hotel can lead to breaking down its success within the marketplace through reviews on social media platforms (Perez-Aranda et al., 2019). As a result, it is vital for hospitality businesses to be engaged effectively in the management of their reputation to flourish within the commercial sector (Minwoo et al., 2019). The reputation of the hotel is the foundation for their success within the marketplace. In the present world, social media, online reviews and other factors have been acting as major tools for the guests to present their experiences with their peers, families and others. There are several benefits that are provided by reputation management, which is a vital element in the guest experience. The strong reputation of the hospitality business is crucial for providing repetitive business with the existing guests. In addition, it plays a vital role in the attraction of new customers towards the business (Walker, 2021). The storing reputation of the brand additionally helps in the increment of occupancy which results in driving revenue in an effective manner. Whitbread PLC, one of the leading hospitality brands within the UK has emerged within the marketplace and one of the crucial elements is the brand reputation due to the services they provide to their guests (Whitbread PLC, 2023).
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The focus on the processes and mission of serving the guests first and foremost is the main aspect of the service culture of the hospitality industry. It is an important element of the guest experience as the aim of service culture is to give out the best experience to the customers or the guests visiting the business (Soloman, 2018). It also aims to provide the best value to the customers for the money they spend with the business and each worker is engaged in the achievement of the goal (Dikmen and Bozdağlar, 2017). In addition to that, the service culture is an important element of the guests' experience as employees get motivated in an enhanced manner leading them to show better performance and provide better customer service. It is a key for the hospitality businesses as because of the effective services gained as a result of the company culture, the guests are more likely to continue dealing with the business. In addition, it also leads them to encourage others to engage with the business as well.
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The standardisation in the operations, maintenance and construction of the hospitality businesses is known as the hotel standards. The standard of the hotels also includes the quality of the furniture, finishes, equipment and construction of the hospitality groups (‌BALLINa et al., 2020). Such elements of the hotel businesses are crucial to maintaining and presenting a positive experience to the guests during their stay with the hospitality businesses (Heppell, 2015). Hotel standards in their products and services are important and quantifiable benchmarks for the satisfaction of the customers. In addition to that, the standards of the hotels are also an important measure for the improvement of the standard of customer service and help in the assessment of how well the business is doing concerning the objectives of customer service (Tsao,b2018). Such objectives include the level of delight and satisfaction that is being received by the guests while visiting the destination. 
In addition to that, the standard of the hotel also acts as a guiding principle that defines the service levels, values and the identity of the hospitality sectors. The standard of the hotels covers a broad spectrum of different factors such as ambiance, amenities, and even the design of the hotels (Varotsis, 2019). With the4 compliance to such standards, the businesses in the hospitality sector can create a positive image of the brand that provides importance to the customers and the guests. The standard of the hotel provides consistency across their properties and maintains uniformity. Furthermore, the hotel standard is also crucial for the enhanced experience to the guests as the consistency in the standard of the brand reflects the experience level for the customers (Roy et al., 2021). As the employees of the business gain proper insights and adhere to the standards, it leads to the reduction of errors and smoother business operations. Customer trust is another significant benefit that can be obtained by the hospitality businesses with the hotel standard. It leads the customers to choose the same business in their future travel experiences leading to enhancing the level of loyalty. The activity of building trust is another important factor that nurtures the level of loyalty which is an important driver for the generation of revenue for the business. Competitive advantage is also an important element that can be obtained by the businesses in the hospitality sector as a result of hotel standards (Akarsu et al., 2022). As the standard reflects the image of the brand the guests are more likely to choose the businesses that are more reputable and recognised as compared to the ones that are unknown.
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Enhancement of loyalty of the customers is the primary objective of guests or customer service within the hospitality industry. Enhancement of customer service is an important element within hospitality businesses like personalisation, memorable guest experiences and exceptional services (Setiawati et al., 2019). Furthermore, positive guest services are also a major element for the hospitality industry to maintain feedback-driven improvements, and community engagement as well as is engaged in the commitment to the society and individuals from their business operation. Positive guest service is also effective for the maintenance of long-term sustainability within the marketplace as it solves the customers’ issues promptly. As a result, it helps the business in the creation of a strong sense of loyalty and trust with the customers (Wood, 2015).
Customer loyalty results in deeper relationships among the hotel and the guests visiting the business. The enhanced focus of customer loyalty by the hospitality businesses is an important factor for enhanced sales leading to generating profits for the business. Moreover, when the hotel businesses are focused on customer loyalty, they are engaged in providing better services and satisfaction to the guests (Park et al., 2022). As a result, it plays a major part in leading to the establishment of a positive image of the brand within the hospitality sector. Another important benefit of customer loyalty for the business is the repeated business. It improves the tendency of the customers to buy from the same business even when the customers provide the similar products at a lower rate of price. Furthermore, customer loyalty is also crucial to make an increment in the return of investment for the business (Sann and Lai, 2020). As the c customers are invested with the brand as a result of customer loyalty, they are focused and curious regarding the new services and products of the business and buy the services in bulk leading them to enjoy maximum profits.
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Hospitality and Guest Services are the major discussion that was carried out within the study. The study has mainly covered the importance and impacts of the guests' experience within the hospitality businesses. The primary section of the study evaluated the main elements of the guests’ experience such as reputation management and service culture. It has analysed how both the factors are related to the guest experience within the hotel. It has additionally presented the impacts of guest services in brand consistency, future technological impacts, service failure, customer loyalty and hotel standards.
[bookmark: _Toc149901259]Recommendations
There are different factors that can be implemented by the hospitality groups within the marketplace that helps them to provide better customer services. One of the important strategies is the implementation and integration of the latest technology within the business environment. It helps the guests to gain personalised services leading them to be engaged with the business for a long-term basis. Another important strategy is the involvement of the business in the sustainability measures. Involving in the sustainability factors leads the businesses to be engaged in the responsible business. As a result, the guests can be accommodated in a clean environment which leads them to be satisfied with the services and be successful in the marketplace. The customers in the modern period are highly sensitive towards sustainability and being engaged with the brands engaged in responsible and sustainable behaviours. As a result of hospitality businesses’ engagement with the process, it helps in the improvement of guests’ satisfaction.
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