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Executive summary
Monitoring guest’s services is significant as it helps in providing effective services to the customers. The identification of areas of improvement in the different hospitality industry firms to make better strategies to grasp a competitive advantage in the market. The improvement in the credibility of brand shed a positive impact on the multiple firms as it assists in ensuring trust among the customers. This report focuses on the influence of service culture in the hospitality industry and factors of customer loyalty and future technology impact.   
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[bookmark: _kv8hivftebr9][bookmark: _Toc148637603]Introduction 
Monitoring guest service approaches is helpful for the different businesses operating in the hospitality industry in order to improve their reputation as well as to make better business decisions. The improvement in the decision-making of the organisation is significant as it helps in increasing the retention of the customers. According to the ideas of Tien et al. (2021), in providing effective information regarding the customers the inclusion of the monitoring process is significant in order to analyse the changing preferences of the customers. Monitoring effective services to the customers is effective in respect to develop appropriate strategies to improve the customer satisfaction aspect. The identification of areas of improvement in the hospitality industry allows the different firms to make appropriate strategies to gain a competitive advantage in the market.   
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In the present competitive environment in the hospitality industry, most of the organisation is  focussing on strategies to improve the reputation of the firm. As stated by Pambreni et al. (2019), the improvement in the management of the organisation is effective in increasing the customer base. The increase in the customer base lays a positive impact on increasing the overall revenue of the organisation. Different businesses such as St. Regis use online reputation management strategies. The usage of the different online management strategies is effective as it helps in increasing awareness of the firm in the international market. 
The increase in the awareness of the different firms operating in the hospitality industry assists in expanding their business chain in the global market. Reputation management is also significant in the different firms operating in the hospitality industry as it assists in building the credibility of the brand (Mahmood and Bashir, 2020). The increase in the credibility of the brand lays a positive impact on the different firms as it helps in ensuring trust among the customers. The increase in trust among the customers is helpful in the effective management of the reputation of the business and assists in the retention of the target customers (Al-Suraihi et al., 2020). Therefore, the strategy of online reputation management is significant for firms operating in the hospitality industry such as St. Regis as it helps in boosting the overall sales of the brand as well as improve search engine rankings.          
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The increase in the influence of service culture is effective as it helps in improving service quality. Service culture is significant in multiple hospitality organisations as it assists in ensuring that providing effective services to the customers is the primary focus of every aspect of the business operating in the hospitality organisation. In the present situation, most of the firms are focussing on e-transaction for which the inclusion of digital technologies is effective. A change has been observed in the hospitality industry after the pandemic as the majority of the customers are focussing on health as well as hygiene (Ghorbani et al., 2023). In this context, the service culture in the different hospitality organisations has been changed and more focus has been laid on health as well as hygiene in providing effective services to its customers.  
One of the significant aspects in the service culture is that the employees apprehend the significance of customer service. The improvement in the services of the customers is effective as it helps in the inclusion of feedback of the customers based on which appropriate services can be provided to the target group (Mogaji et al., 2021). For instance, St. Regis operating globally largely focuses on maintaining as well as monitoring the cleanliness of the entrances, sidewalks, lobby as well as work-related areas (jobs.marriott.com, 2023). Focusing on cleanliness is essential for different firms as it helps in improving the service quality that is effective in meeting the demands of the customers and retention of the target customers.           
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Figure 1: Elements of brand authenticity  
(Source: Influenced by Hernandez-Fernandez and Lewis, 2019)
The presence of brand consistency in the different organisations operating in the hospitality industry is significant as it assists in increasing consumer trust as well as loyalty. In the appropriate management of hotel standards as well as brand consistency different challenges are faced by the firms. One of the major challenges that is faced by the hospitality industry is issues in hiring skilled employees. In the present situation, the demands of the customers are changing such as the demand for e-transactions is increasing in the market for which skilled employees are required for the better usage of the technologies. According to the views of Hernandez-Fernandez and Lewis (2019), the improvement in the brand consistency lays a positive impact in the recognition of the brand. The increased recognition of the brand is helpful for the expansion of the business in the international market. 
The other challenges that are faced in maintaining brand consistency is the chaining in the market trends along with dynamics. The changes in the market dynamics lay a negative impact in providing effective services to the customers. For instance, in 2022, Marriott International had 1.5 million guest rooms across the globe (statista.com, 2023). This example justifies that the revenue of the firm is increasing at an extensive rate in the competitive market by the inclusion of appropriate customer service strategies. The challenge that is faced in maintaining brand consistency is the irregular cash flows (Dogru et al., 2020). The presence of effective cash flows is effective as it helps in improving the different operations of the business.     
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Figure 2: Leading hotel companies worldwide in the hospitality industry 
(Source: statista.com, 2023) 
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The inclusion of customer loyalty in the different businesses is significant as it helps in the increased retention of the customers. The increased retention of the customers in the business is effective as it lays a positive impact in increasing the profitability of the business. The increase in the profitability of the business is effective as it helps in improving the different operations of the business. The inclusion of innovative technologies in the business is effective in order to impose e-transaction facilities to the customers. According to the views of Moradi et al. (2021), the corporation of innovative technologies in the business is effective as it lays a positive impact in accessing information. Accessing a huge range of information in the business is effective as it lays a positive impact in providing effective services to the customers. Meeting the factors of customer loyalty in the business is effective as it assists in increasing the customer’s base that is effective in increasing the profit margin of the enterprise (Hawkins and Hoon, 2019). The inclusion of digital technologies can help the different firms operating in the hospitality industry in tracking the performance of the employees.     
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The presence of service failure in the different hospitality organisations lays a negative impact on the image of the enterprise. One of the major reasons for the service failure is the lack of skilled employees to use the technologies effectively. As stated by Karim et al. (2019), hiring skilled employees in the organisation is effective as it helps in using the different technologies in the business. In this context, hiring skilled employees in different firms such as St. Regis is effective in order to provide effective services to customers. Providing effective services to the customers in the organisation is helpful as it helps in the increased retention of the customers.  
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Effectively monitoring the services that are provided to the customers is beneficial as it lays a positive impact in analysing the loopholes in the company. The identification of the loopholes of the firm is effective as it helps in providing appropriate services to the customers. The presence of brand consistency is significant as it helps in analysing the consistent growth of the firm. The consistent growth of the firm is effective as it lays a positive impact in increasing the overall revenue of the organisation. Moreover, maintaining the standards of the hotel sheds a positive impact in providing effective services to the customers of the organisation.        
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The adaptations of digital technologies can be effective for the different firms operating in the hospitality industry. The inclusion of digital technologies such as social media is one of the significant methods in order to analyse the changing demands of customers (Fraccastoro et al., 2021). The other recommendation can be to use the change management framework. The usage of the change management framework in the business is effective as it helps in increasing employee engagement (Rasool et al., 2021).  Hospitality organisations would be needed to explore these alternatives that can help them in further improvements. Thus, it can be stated that hospitality industry-based companies needs to reconsider their strategy that can benefit in better profitability. 
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