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Executive Summary
Guests in the hospitality industry are the primary stakeholders that help in building the credibility of the hotels by inducing brand reputation and customer loyalty. This report has outlined the approach of monitoring the services of the consumers while understanding the areas of their empowerment in this hospitality industry. Additionally, the below section has also outlined the major areas of implications that are managerial and help in garnering positive feedback. Furthermore, the effects of negative reviews while management of these reviews with proper recommendations have been deciphered as well.
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[bookmark: _7qdw2r64z43h][bookmark: _Toc148016660]Introduction
The services and hospitality provided to the guests who are concurrently the potential primary stakeholders of tourism play an important role in maintaining the proficiency in businesses of the tourism industry. This report will elucidate the measurements of guest services while understanding the needs of the guests and evaluating their empowerment value in the hospitality industry of the UK. A diverse range of services in the hospitality sector will be identified in the report while giving a discussed idea and definitions of customer services. Moreover, an analysis of market structures and all the relevant structures in the hospitality and tourism industry will be done in this report.



[bookmark: _17aa7zwg8jtv][bookmark: _Toc148016661]Effective monitoring of guest services
Monitoring caters to the act of providing vigilance over the services being provided to the guests in the hospitality industry of tourism in the UK. Having a framework for effective monitoring ensures the enhancement of the services of hospitality among the sector of businesses that generate revenue from the sector of tourism. Ensuring the services being provided by the consumers are positive in nature while deploying measures of fostering positivity among the staff (Walker, 2021). This helps in providing services to the guests is a major component of the process of guest monitoring. 
[bookmark: _coxc97m70iyi][bookmark: _Toc148016662]Reason for the approach of monitoring guest assistance within hospitality firms
There are multifarious areas to understanding the importance of implementing the approach of monitoring the services by the hospitality industry including competitive advantage, and improvement of the weaknesses. Moreover, this approach also caters to the increased satisfaction of customers by understanding their demands and wants. The UK is a tourism-oriented nation wherein the market of tourism aids to increasing competition with the cropping up of businesses both national and international.
Retaining market competitive advantage- Successfully managing the guest services by the approach of monitoring the ministrations and assistance provided to the guests in the UK hospitality industry helps maintain the standards of competitive advantage.
Creating reformed services with customer needs evaluation- The wants and demands of the customers keep evolving with the shift of market trends and the change of generational tourists. This can be effectively introspected by this approach of monitoring the guests in relevance to their services (Ford, 2020).
[bookmark: _l7wgsva1njxe][bookmark: _Toc148016663]Managerial implications in retaining market reputation 
Performing businesses in the context of tourism in the hospitality industry caters to the implications of tools and policies. This leads to the market engagement of the hotels which can be gained by engrossing a good reputation in the market of tourism with a higher competition rate. Retention of the market reputation refers to the construction of a proper operational background with utmost customer satisfaction in the business market of the UK (Solomon, 2018).  
[bookmark: _7kcggaw8y0tf][bookmark: _Toc148016664]Various ways hotels can improve to better reputational management
Statistics state that 68% of the respondents have positively rated the hotel Premier Inn making it the most popular chain of hotels in the market of the UK hospitality industry (Statista, 2023). This reputation has been gained on the primary structure of having a unique style of customer satisfaction while continuous improvement and growth in the operational management of hospitality. Additionally, in order to reach levels of success in the reputational genre in the hospitality industry, the hotels adhere to the below-mentioned ways.
Effective engagement with the audience- Building loyalty to the brand regarding the hotels can be done with an increase in active communication and interactions among the guests as well as the planners. This proficiency in increased interactions makes repeat buying viable among the guests and planners that cater to the increase in market reputability of a hotel in the business market.
Website Optimisation- Technological advancements in the genre of business relevant to the tourism industry have induced visitors and guests from all over the globe. Establishing connections with potential guests and tour planners can be applied with proficient optimising of the websites through the procedure of search engine optimisation. The skillful optimisation of search engines will lead to effective management of the mass consumers who are potential buyers (Fernandes Sampaio et al., 2020). Effective buying behaviours through optimisation features can be procreated with the proper utilisation of the concepts of digital marketing that shall ultimately result in building brand reputation.
[bookmark: _Toc148016665]Importance of impactful management of standards of brand consistency
Presenting the company in an effective manner that is helpful in representing the hotels in all the marketing channels. This representation caters to the business production in the market and refers to the consistency standards of the brand. Brand consistency caters to the effective management of the business in hospitality by increasing loyalty towards the customers. Additionally, brand consistency is significant in building recognition and inculcating trust among consumers for the relevant brands of hotels in the UK (Rather and Camilleri, 2019). The authoritative reputation of the hotels can be built by the hotels while becoming a leading brand in the market of business through maintaining transparent consistency.
[bookmark: _Toc148016666]Guest review management and its efficacy in hotels 
Critically speaking, there stands no second opinion on the major significance that the reviews have on the businesses of the hotels in the business market of the UK. The significance of the reviews provided by the guests aids in maintaining the brand's reputation in the market. While also having a clear understanding of the areas of development required to be introduced by the management team of the hotels including both operational and managerial functions. The Newt in the Somerset is an evident example to state the significance of reviews in maintaining the brand reputation of hotels in the hospitality industry (Reitsamer and Brunner-Sperdin, 2021). Additionally, with an increased positive response from visitors due to its clean and green environment has been witnessed in the business of hospitality in the market of the UK.

[bookmark: _8vk6h7tv2xsi][bookmark: _Toc148016667]Consequential impacts posed by negative reviews on hospitality enterprises
Impacts of the reviews garnered against the effective management of the hotels pose a threat to the business in maintaining customer loyalty as well as adversely impact the brand reputation of the hotels. Moreover, negative reviews in the context of hotels lead to decreased guest engagement resulting in decreased sales and bookings of the hotel (Belanche et al., 2020). The sustainability of the hotels in the long run of business is critically impacted due to the negative reviews posed by the visitors. Most millennial tourists who are technologically advanced preferably make bookings on the basis of the reviews posted online by the guests. Thus, the guests pose an empowerment threat to the hotels if their services are not provided at a level of effectiveness. 
[bookmark: _Toc148016668]Impact of Service failure within the hotel industry
Service failures are an inevitable consequence of running a business in hospitality due to the nature of complexity that the hotel and hospitality industry constitutes within the operational management. Therefore, the hotel industry and its relevant team of management must always be prepared to deploy these failures efficiently by taking responsibility in this situation of urgency and dire. Failures of service in the hotel industry can lead to a communication discrepancy between the guests and the front office staff which can lead to negative feedback from the consumers. The guests of the hotels have an empowering position in this business can directly influence the credibility of the business on the basis of questionable notions for such failures (Perez-Aranda et al., 2019). 
[bookmark: _5oka2os381n7][bookmark: _Toc148016669]Ways implicating the development of customer loyalty
Developing loyalty among customers can be induced in multiple ways that aid the prosperity in determining the developmental trends of the hotels. The possible ways in which customer loyalty is induced for better business outcomes in the hospitality industry in the UK are mentioned below.
Communication of Values- Portraying the uniqueness of the services provided by the hotels is to be mentioned affluently within the marketing channels that will add up to the building blocks of values. Communication of the business values of the hotels will create accountability to the customers with regard to the hotels and will increase the attribute of loyalty towards customers. 
Providing exceptional customer services- Implicating services to the diversified kinds of guests in the manner of a personalised service caters to the continuity of growth of the business. This aids in providing hospitality with the changing trends of customer preferences in the market of hospitality and thereby induces repeat buying, a step forward towards building loyal customers.



[bookmark: _ulmq8vgn3jzc][bookmark: _Toc148016670]Conclusion
Inducing the focus of management toward the empowering position of the guests while providing enhanced services to them can increase the standards of brand reputation, customer loyalty, and brand consistency. This report has thoroughly highlighted all the impacts that are influenced by the negative feedback correlating with service failures in the hospitality sector of the UK. Additionally, this report has also discussed ways to improve brand reputation with increasing customer loyalty with evident examples of popular hotel chains in the UK.

[bookmark: _mclfl7a0q4g3][bookmark: _Toc148016671]Proper recommendations to the hospitality industry
Continuous improvement in building customer experiences, taking feedback from the guests post their visit, and implementing modern tools and technologies are the strategies that the hospitality industry must cater to. This will be beneficial for employing better customer engagement and taking proper charge of the situations while making slow yet progressive advances. Additionally, critically understanding the significance of customer satisfaction and their feedback plays a significant role in bringing longevity to the hotels (Pekovic and Rolland, 2020). These are the recommendations that the hospital industry can adhere to in order to properly operate the business of hospitality in the UK.
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