The importance of effectively monitoring guest service approaches

Frantiska jireosva
20222917 01
BMIH4003 
Deb Lloyd 
1500 Report 

Executive summary 
In the competitive hotel industry, guest service is crucial, according to the executive summary. Businesses must adapt to changing client tastes, market conditions, and new technology to succeed. This study emphasizes image and service attitude management. Read online reviews, address consumer complaints, and ask for feedback to maintain and improve a company's reputation. Build a strong service culture to teach employees how to treat clients and motivate them to go the additional mile. This article largely discusses guest service monitoring, however it briefly touches on brand consistency, hotel standards, customer loyalty, technology's future, and service failure. Hoteliers must understand and leverage these elements to succeed and compete.
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[bookmark: _Toc148960908]Background 
To keep one step ahead of the competition in today's fiercely competitive hospitality industry, hotels must offer their visitors extraordinary stays. Put differently, hotels must set themselves apart from their rivals. Learn why it's critical to monitor how your employees interact with clients if you want to maintain your competitive edge and guarantee that your clients are satisfied with the services your business offers. This study examines the applicability of service culture and image management in the business sector. The corporate environment serves as the research's backdrop. This article's primary goal is to examine alternate approaches of providing services to customers, but it also provides a concise overview of a lot of other important information. Items such as brand protection, hotel quality, devoted customers, and service interruptions fall under this category.
[bookmark: _Toc148960909]Introduction 
First and foremost, a company's ability to adjust to new technologies, alter client preferences, and adjust to industry trends is essential to its success in the quick-paced and constantly-changing hotel business. This is due to the fact that new rivals and market developments constantly disrupt the hotel business. The customer service methods that are employed nowadays must be continuously evaluated and updated due to the dynamic nature of the corporate environment. The goal of the research was to demonstrate the critical role that trustworthy monitoring systems play in the survival and expansion of hospitality firms.
[bookmark: _Toc148960910]Reputation management 
Within their sphere of influence, people have the ability to mold their public persona in order to maintain or elevate their standing in the eyes of the general public. This type of action is known as "reputation management."
Among other things, maintaining strict control over the quality of the guest service rendered necessitates carefully considering the image that the company presents online. Keeping up a positive reputation in the field not only helps you build enduring relationships with your current clientele, but it also facilitates the acquisition of new ones. Owing to the rapid dissemination of information that occurs when using blogs and review sites, even one negative hotel experience can have a significant impact on the hotel's reputation. To maintain and enhance a hotel's reputation, several significant actions must be taken. These actions include of promptly handling consumer complaints, keeping a close eye on online evaluations, and routinely asking visitors for their opinions(Buhalis, D., 2000). In order to provide potential customers a positive impression of their establishments and entice them to make a reservation, hotels and other service-oriented businesses must pay particular attention to how they seem on the internet.
[bookmark: _Toc148960911]Service culture 
Individuals who engage in what is referred to as a "culture of service" prioritize helping others and encourage others to follow suit. Individuals who are not deeply ingrained in this culture prioritize helping others less. There are a lot of different persons involved.
For a hospitality company that is serious about being financially successful, developing a strong, caring mentality that benefits all parties involved is the first and most important step. The first and most important stage is this one. The standards for how visitors will be treated and the type of communication they may expect when visiting the property are outlined in this article. These guidelines dictate how they will be treated and what kind of treatment they might anticipate. A crucial component of keeping an eye on the company's service culture is routinely training and evaluating staff members. This is required to ensure that employees are abiding by the core values and standards of the company. Furthermore, the organization as a whole has to adopt a mindset that inspires workers to go above and beyond the call of duty in order to meet the needs and expectations of customers. Good service cultures may improve the quality of their services by making sure that their clients are happy and that their staff members are happy with the work they do(Schlesinger, L. A., & Zornitsky, J., 1991).
[bookmark: _Toc148960912]Brand consistency 
The phrase "brand consistency" is frequently used to describe a business's efforts to maintain a similar brand name throughout all of the numerous marketing channels at its disposal. It includes everything, everything.
A close watch on the caliber of services provided to customers is vital to guarantee the sustainability of the business. Maintaining the image of your company's brand throughout all interactions is crucial in the fiercely competitive business environment of today. When visiting a hotel, visitors should anticipate the same excellent quality of service and welcoming environment from the establishment's website, social media pages, and face-to-face interactions with staff members(Baloglu, S., & McCleary, K. W., 1999). The capacity of the business to uphold a consistent brand image is essential for the development of long-term partnerships with customers, since this fosters consumer trust in the company. To make sure that the organization's overall branding keeps fulfilling the purpose for which it was intended, it must be consistently managed and observed.
[bookmark: _Toc148960913]Hotel standards 
In addition to having a significant impact on the hotel's bottom line, quality also has a major impact on how satisfied its patrons are. The most important thing is that the hotel's amenities, services, and cleanliness pass regular quality inspections and meet the high standards that have been established. To ensure that every visitor has a consistent, pleasurable experience, it is important to establish clear standards for every aspect of operation, maintenance, and service and to ensure that these standards are strictly followed. Furthermore, it is imperative to guarantee the constant observance of these criteria. As part of the monitoring system, frequent audits and reviews are conducted to make sure that the criteria are being followed correctly(Brotherton, B., & Wood, R. C., 2008).
[bookmark: _Toc148960914]Consumer loyalty 
Marketing researchers invented the term "consumer loyalty," which describes the degree of devotion a client exhibits to a particular brand of goods or services. It is imperative that you remember this crucial component.
Building and maintaining long-term connections with clients is very beneficial for any firm in the hospitality industry. Customers are more inclined to stick with a company in the future and refer it to their peers if they feel that it cares about them and their requirements(Rust, R. T., & Oliver, R. L., 2000). If you want to extend your clientele and use creative ideas to boost consumer loyalty, you should probably start by closely monitoring the manner in which you serve your website's visitors. As long as a business offers focused marketing, personalized customer service, and loyalty programs, it is possible for customers to stay loyal to it.
[bookmark: _Toc148960915]Future technological impacts 
The hotel industry is impacted by the ongoing development of new technologies. New developments in technology have the potential to alter two parts of the typical hotel experience for visitors. The online scheduling systems and the smart room settings are these characteristics. When it is appropriate, an instrument that is suited for evaluating the quality of the service provided to visitors will implement the modifications that have been made and stay current with them(Davenport, T. H., & Harris, J., 2007). Additionally, it is crucial to assess how the usage of these technologies directly affects visitors' experiences and to make any required adjustments.
[bookmark: _Toc148960916]Service failure 
Unfortunately, there are frequently large delays in service when it comes to the delivery of services. Monitoring accurately requires not just making sure that everything is running well but also working to identify and address any issues as soon as they arise and gather as much data as possible from them. The creation of a comprehensive system for receiving complaints, comprehending the reasons behind them, and addressing the problems that were discovered as a consequence of the complaints that were received is an essential part of the process of continuous improvement(Zeithaml, V. A., Bitner, M. J., & Gremler, D. D., 2006).
[bookmark: _Toc148960917]Conclusion 
That being stated, a hotel chain that wishes to stay ahead of the competition needs to evaluate the ways in which it provides customer care and update those strategies almost every month. The hotel company won't be able to hold onto its top spot in the sector until then. Successful hotel operations may be influenced by a variety of factors, including the hotel's brand consistency, image management, service culture, and adherence to standards. The impact of new technologies, the hotel's patrons' loyalty, the influence of new technologies, and so forth are other possible variables. It is hard to overestimate how crucial these elements are to ensuring a business's ongoing success in this dynamic sector and to determining the kind of experience guests enjoy throughout their visit. Travelers of today are looking for unique experiences, and companies who understand how crucial it is to monitor customer service closely and adjust as necessary will be able to provide this need(Kotler, P., Bowen, J. T., & Makens, J. C. (2017).
[bookmark: _Toc148960918]Recommendations 
The following pointers are critical to improving hotel guest service tracking.

· Ensuring that all employees comprehend and uphold the company's service concept need to be the aim of extensive training initiatives. Regular attendance at trainings and seminars may help staff members acquire the skills they need to continue providing excellent customer service.
· Utilizing the newly released technologies might help you provide superior service to your guests. Technology-based solutions may ease your everyday work and improve visitor experience. Examples include mobile check-in and smart room settings. Since the demands of customers are always evolving, it's critical to regularly search for and purchase new technological solutions.
· To maintain your reputation online You must monitor and react to guest reviews and comments on several websites in order to properly manage your nternet reputation. It's critical to respond to criticism promptly and courteously and to extend an invitation to satisfied clients to provide good reviews. Be tenacious if you want to build a solid reputation for yourself in online customer support.
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