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Executive summary
The current paper serve as deep study of the importance to effectively monitoring the various approaches to hospitality guest services given to customer satisfaction at the core of this research and study.  Divided into two different parts of this report, the first section identifies with and discusses the significance to customer service approaches and such for importance to monitoring and maintaining the set approach to guest services given to standards of the care, courtesy and efficiency afforded to the guest to being able to deliver the appropriate standards, therefor.  And whilst the approach to monitoring the hotel’s reputation, service culture, hotel standards, customer loyalty and service failure, this report goes on to discuss the basic function to these relevant as indeed all-important approaches, their importance in the delivery and execution to set monitoring of these approaches.  In the second section of the report proposes specific recommendations to the hospitality industry, which serve to improve a monitoring system for the overall customer service approach.
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[bookmark: _Toc158915299]Introduction
The hospitality management industry is one of the most changing industries in the service-oriented business. Where the satisfaction of the customers is given the most priority in every case (Nykiel, 2015). The strategy and process of better service is ever changing function. Every moment new methods and ways of serving people in a better condition are developing in the hotel management industry (Nykiel, 2015). To sustain in this highly competitive market businesses need to develop a practice of continuous development. To develop the business with the change it is important to monitor the guest service and feedback effectively is important. This particular report will focus on the effective monitoring of different functions in hotel management. Here is an important function in customer service which should be under continuous monitoring for better results in hotel business.
[bookmark: _Toc158915300]Reputation Management
The reputation of a hotel is always the main asset (Sigala et al., 2016). Without a good reputation with the guests and other stakeholders, no business can sustain itself for a long time in the hospitality industry. The reputation of a hotel is always the best marketing policy for any hotel business (Mariani et al., 2016). monitoring the reputation of a hospitality business requires different steps.
Monitoring: this is the first step of reputation management. In this step the the company will closely monitor its reputation in both virtual and physical worlds (Mariani et al., 2016). monitoring the reputation should follow a specific framework which will take and analyse data in different functions.
Analysis of data: the data obtained through observation and monitoring must be collected in a strategic framework (Walsh, 2018). All these data should be analysed with specific criteria. Before the organisation may set criteria for reputation in different occasions.
Action: this is the last stage in reputation management. In this stage, action shouldbe taken on the data (Parker, 2018). If some action is necessary, it should be implemented with immediate effect.
Managing reputation continuously will help the business to the next level. It will create a better perception to the customers and the business will sustain for a long time. Besides the company will be more up to date on the necessary changes.
[bookmark: _Toc158915301]Monitoring Service Culture
The service of business is the most important function of a successful business. An effective and successful service culture with continuous monitoring will change the reputation of the company to a better position (Parker, 2018). To ensure a good and effective service culture in the system several steps need to follow. The first and most important function of the effective service culture is the base of continuous training and development for the employee and service provider (Rachael and Rachael, 2019). Besides the culture in the hotel is also an important function in managing service culture.
The office culture and mind setup of the employee need to be set to achieve customer satisfaction. Besides the company's need to observe and monitor the service is also important. effective service culture will promote the business of the hotel than any other marketing process (Miles and Sledge, 2019). A satisfied customer is the best recommendation of service. so monitoring the service culture and maintaining an effective service culture is also important for effective business in the hospitality industry
[bookmark: _Toc158915302]Monitoring Customer Loyalty
Achieving customer loyalty in the hotel business is the best way to make the business more sustainable and profitable in the long run. The term customer loyalty refers to the level of satisfaction of the guest and the possibility of taking the service again from the hotel (Kotler et al., 2006). If the customer is happy with the service, he or she may return to the hotel and recommend the service to others. To monitor customer loyalty is important. Customer loyalty will provide a mirror view of the actual quality of service in the hotel and successful customer loyalty will increase the reputation and business of the hotel.
There are several ways of monitoring customer loyalty in the business. All these processes are data base processes (Kotler et al., 2006). The company may take feedback on different services from the customer, and it can follow the retention rate of the old clients including the process of recording the data on how often a customer or guest is returning to the hotel. Based on all these data the actual picture of customer loyalty can be achieved in the hospitality industry.
[bookmark: _Toc158915303]Monitoring Standards of the Hotel
There are both formal and informal standard monitoring systems available for the hotels. For formal standardisation, it required certification and ratings on different services from several national and international hospitality rating organisations (Noe et al., 2020). These are mainly a whole view of the present standard of the service and quality of the hotel. But the informal standards are the most important types of standards in the hotel business. These are the perceptions of the guests on different services of the hotels. This perception of standards mainly helps the business to sustain for a long time and gives both financial and brand benefits to the hotel (Noe et al., 2020).
To achieve a good standard for the business the business must be monitoring the changing standards of the hotel. The hotel can apply for formal ratings after a particular period and maintain the monitoring policy with national and international rating agencies besides it can maintain a continuous monitoring system which will provide a regular update on hotel standards (Parker, 2018). For example, Arranging online or physical surveys on different services and functions of the business. The customer will rate the service and functions of the hotel and based on the data the management may have a clear view of the present standard of the hotel.
[bookmark: _Toc158915304]Monitoring Failure in Service
Humans are not machines it is pretty obvious that people will make mistakes. So it is obvious that there will be failure while serving people from different backgrounds. Sometimes the process and intention of the service are good but there is a possibility the service is not liked by the guest (Scheuing and Christopher, 2017). So it is obvious that failure will occur. But it is also important that the failure in service should be below the significant level. Another important function is that the business will try to develop the system for continuous reduction of service failure. Otherwise, the reputation of the business will be hampered and negative reviews will hamper the business.
As the strongest business setup has the possibility of failure in the long run it is for sure man cannot stop failure. To minimise the hamper from failure the hotel business should have control and observation of failures. The company need to monitor the pattern of failure and reduce the lack in the system. This continuous process of failure management and monitoring will reduce the number of failures and increase effective service culture.
[bookmark: _Toc158915305]Recommendations
Based on the previous discussion and the market trends in the hotel industry there are points which should be taken into consideration (Piccoli et al., 2017). Here are some important points which will push the hotel industry to get the maximum benefit and successful customer service.
· Research-based implementation: to adapt to trends and get the best practices for the hotel business the management must trust research-based action. Actions without research and data may not be as successful as research-based implementation. So it is recommended to focus and invest in research work (Şanlıöz-Özgen and Kozak, 2020).
· Technology-based service: in the modern world of the fourth industrial revolution there is no way of adopting advance technology in hospitality management (Rybkina, 2023). There are several advanced technologies which is beneficial for hotel business.
· Continuous feedback: the hotels must follow a general strategy of collecting effective feedback from guests and customers (Antonio et al., 2018). However, the process of taking feedback must be sophisticated. The process should not bother the guest at all
· [bookmark: _Toc158915306]Foster service first culture: a service-oriented culture in the hotel is the best solution for a successful business (Piccoli et al., 2017). The company should promote and practice a culture where people are always ready to service the guest from the heart and in all possible ways.
Conclusion
The hospitality industry is fully based on the satisfaction of the guests and customers. The level of satisfaction of guests is changing continuously as the level of service in different functions in the hotel business is changing continuously. To maintain the reputation of the business and sustain in the industry for a long time it is important to monitor all the customer service approaches appropriately and effectively. This particular report discussed several important customer service approaches including reputation monitoring and service culture and the importance of monitoring these service approaches. Besides the report has proposed some very important recommendations for the hospitality industry to offer better service and monitoring.
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