

THE IMPORTANCE OF EFFECTIVELY MONITORING GUEST SERVICE   APPROACHES 



Executive Summary 
The hospitality industry, driven by global trends and people’s desire for travel experiences, has rebounded following the covid pandemic. Digital advancements, online platforms, and reputation management play key roles in shaping the modern hospitality industry. Hotels like Premier Inn and Sofitel’s positive reputation contrasts with Britannia Hotel's challenges, highlighting the importance of a strong online image. Marriott Hotels and Sofitel showcase effective global reputation management. Strategies like the use of loyalty programs, adapting to platforms like Airbnb and the implementation of the latest technology which enhance the consumer experience,  contribute to the industry’s resilience. 
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The hospitality industry stands as one of the world's fastest growing and profitable sectors, driven by global globalization, enhanced transport services, and people's pursuit of relaxation and new experiences through travel. However, recent challenges, particularly the impact of the Covid-19 pandemic, have led to closures and significant transformations within the industry. Despite these hurdles, the hospitality sector has rebounded, with England's hotel occupancy reaching pre-pandemic levels in April 2023. When comparing the April 2023 results with April 2022, the room occupancy increased from 73% to 77%, which stands slightly above pre-pandemic levels (VisitBritain, 2023). 

The digital age and the internet have played a pivotal role in shaping the industry, with technologies like customer databases and property management systems streamlining reservations and improving overall operations. Also, the implementation of voice control assistants like Alexa, Siri and Google are planned to revolutionise hotel rooms making the entire room system controllable via the consumer’s voice commands (ProvenPartners, n.d.).  

Online platforms, particularly Booking.com, TripAdvisor, and Expedia, have revolutionized the way hotels market themselves globally. Customers can effortlessly compare thousands of hotels, services offered, and read feedback from fellow customers, trusting peer reviews as a crucial factor in their decision-making process (3SixFive, 2022).  

Maintaining a positive online reputation is paramount for hotels, with Premier Inn exemplifying success in this regard. Premier Inn's consistent quality service has garnered high customer satisfaction, reflected in a customer score of 78% and positive reviews praising reliability and quality service (Guardian1, 2022).   
 
While a poor online reputation, as seen with Britannia Hotel's decade of poor reviews, can lead to customer loss, low search engine rankings, and potential legal repercussions. (Guardian2, 2022) “With a decade of dismal reviews Britannia has cemented its place as one of the UK’s worst hotel chains”. That’s why managing online reputation must be taken very seriously from hoteliers. Even one negative review can put off potential customers from booking. Reputation management teams employ various strategies, including brand audits, addressing reputation threats, and responding promptly and professionally to both positive and negative reviews.  
 
Another good way to maintain a positive hotel image, hotels must align with industry trends. The concept of hospitality has evolved beyond providing a place to sleep; it now emphasizes meeting customer needs and creating memorable experiences. The emergence of the wellness hospitality industry, driven by a demand for open spaces, relaxation, and health-related services, highlights the industry's adaptability. 
 
“The Global Wellness Institute cited Marriott International’s upper-upscale Westin brand, which began focusing on wellness in 2011. The brand incorporated amenities like a health-focused breakfast, saline swimming pools, fitness centres, a bike-share program and electric vehicle charging stations, and later spent millions on a wellness-themed marketing campaign”. (HotelManagement, 2017) Marriott Hotels stand out as a prime example of effective global reputation management, owing to their personalised service, impeccable worldwide reputation, and extensive global presence. 

Another effective strategy for enhancing a hotel's reputation involves the promotion of positive content. Embracing luxury as an experience is a current trend in 21st-century travel. A noteworthy illustration is Sofitel, where the ethos of "Live life to the fullest" or "Live like a French" is ingrained across all its hotels (SimplyLuxuriousLife, n.d.). Sofitel frequently collaborates with renowned fashion and beauty entities like Vogue, Balmain, and La Roch to curate memorable experiences for guests, ensuring a continual presence in the public eye. 
 
There are many innovative tools used by online reputation management teams. One of them is SOCI which is an advanced review response control system made for multi-location hotel chains. (MeetSoci, n.d.) “SOCI Genius is trained to automatically aggregate and respond to all your reviews in an authentic and on-brand voice, increasing your reputation and brand visibility.” 
Other tips for managing good online reputation being active on social media, engaging with your audience in real-time, and avoiding negative customer feedback by providing exceptional service and focusing on digital marketing. 
 
Another key element in hotel and businesses success is its service culture. Service culture is when everyone in the company concentrates on pleasing the customers, making sure customers receiving an excellent service is the primary goal, and all team members are ready to go the extra mile for customer satisfaction. This commitment is shown through their attitude and actions. To illustrate a service culture, consider companies like Zappos, Nordstrom, and Ritz-Carlton. Zappos, that are known for putting a strong emphasis on their customer service. They have a unique practice where employees can choose to be part of the "Zapponian" culture or take money to leave their job. 
 
A great example of service culture is the Ritz-Carlton hotel chain who have a 10-minute lineup meeting before each shift to discuss customer service. (HospitalityInsights, 2022) Creating a service culture is influenced by factors like company size, national cultures, traditions, economic trends, and international trades. Here are the key steps:
1. Define Desired Service Culture: Clearly outline the service culture and hire people who align with it.
2. Invest in Training: Allocate resources for effective training and hold individuals accountable through coaching, recognition, and fair appraisal.
Hilton Hotels embodies a service culture with the motto, "A business of people serving people." With a strong work culture, Hilton emphasizes the importance of integrating their mission and values into the daily work experience. Unlike many companies where mission statements are merely displayed on posters, Hilton is intentional about making these foundational elements a part of everyday life. For example, before Thanksgiving, they brought food trucks to their McLean, Virginia headquarters, where the CEO and executive committee served team members. This gesture aligns with their vision of being the most hospitable company globally (Forbes, 2016). 
  
Hotels use many tactics to boost their customer loyalty, since retaining existing customers costs a lot less than trying to secure new ones, such as good communication with guests, always delivering the best service possible, offering unique products, multi purchase deals, keeping prices low, special offers, rewards, etc. 

One of the best ways to reward and appreciate the existing customers is by building an effective customer loyalty program. By signing into the program, customers are rewarded with points for their stays which can be redeemed for more stays or other experiences. Members also have access to exclusive offers and discounts, room upgrades, late checkout, express checking, etc. There are many types of loyalty programs with different levels and rewards. The biggest one in the world being IHG’s Rewards Club with its five levels where customers can enjoy more benefits as they climb up the levels.  
 
Another notable one is Marriot Bonvoy’s loyalty program. (UpgradedPoints, 2023) The brand collaborates with “American Express Membership Rewards” and “Chase Ultimate Rewards” to offer co-branded credit cards issued by them. Hotel guests can earn points not only by staying in the hotels, but also by credit card spending, tours and activities including spending with travel partners like car rental services. At Marriott hotels, if you stay 0-9 nights a year, you get free Wi-Fi, special discounted rates, and the convenience of a mobile check-in and check-out using your phone as your room key. A great perk is the fifth night free benefit and being able to transfer points to Marriott's 39 airline partners. The program is free to join and offers Silver, Gold, and Platinum levels, each unlocking more benefits as you move up. In the first three months of 2022, Marriott Bonvoy reported a significant increase in members, reaching 164 million, a 26% rise from 2019. The program continued to grow, reaching 173 million members by September, marking a 5% increase in just half a year (Skift, 2022). 

However, having the largest loyalty program doesn't always mean it's the best. When people sign up for a hotel award program, they are mainly interested in knowing how many points they can earn and the actual value of these points. Recent studies and calculations indicate that Radisson's Choice Privileges loyalty program offers the most value. The value is determined by the number of points earned per dollar spent, multiplied by the value of each point, and then divided by 100. 
Here's a breakdown of the value percentages:
· Radisson Rewards: 16%
· Americas: 14%
· World of Hyatt: 11%
· Wyndham: 8%
· IHG Rewards: 7%
· Marriott Bonvoy: 7%
· Hilton Honors: 6% (NerdWallet, 2023). 
 
The hospitality industry has been facing challenges for the past year. In 2009 Airbnb introduced offering a personalised customer experience and unique accommodations  like renting a Medieval Keep in La Flocelliere, France, or sleeping in a plane in Saint-Michel, France (TripToDiscover, 2018). This has significantly impacted hotels, prompting the need for drastic changes where to stay competitive a lot of hotel owners have need to adopt various new tactics. Some follow the principle of "if you can't beat them, join them," while others expand their channels or focus more on the local market.  

Some businesses like Hen Heaven, find it's better to join Airbnb than try to compete with them. The owner, Rob Hill, acknowledges that Airbnb's impact grew gradually, making it challenging to compete. Hill decided to list Hen Haven's properties on Airbnb three years ago, recognizing the platform's effectiveness in finding houses. While the profit margins may not be as high, the move has still proven profitable (Guardian3, 2018). 

To conclude, the hospitality industry's resilience, shown in its rebound following the pandemic, showcases its adaptability throughout challenges. Technology, notably online platforms, and innovative tools are a driving force, revolutionising marketing, and reputation management. Successful examples like Premier Inn, Marriott, and Sofitel emphasise the importance of maintaining a positive online presence and aligning with industry trends. Service culture, like the one shown by Ritz-Carlton and Hilton, is a crucial element, fostering customer satisfaction. Finally, loyalty programs, while diverse, require a focus on value, as seen in Radisson's Choice Privileges. Recommendations include prioritising online reputation management, embracing industry trends, nurturing service culture, and enhancing loyalty programs for sustained success. 
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