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Executive summary
Hotels employ guest services to make sure their guests have everything they need throughout their stay. The purpose of this study is to talk about how vital it is for a hotel to keep close controls on their methods of providing service to their guests. The focus of this paper is on the significance of gas service approaches, which is in keeping with its stated purpose. Keeping a close eye on and checking in on the hotel's guest care methods is a great way to maintain a competitive edge and grow the client base. It has been explored and analysed how monitoring guest service in a hotel is connected to reputation management, customer loyalty, brand consistency, competitive advantage, and service culture.
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The level of service provided to hotel guests or customers is a major differentiator for the hospitality industry. The hotel chain needs to keep a close eye on customer satisfaction in order to maintain its position in the market and provide competitive service to its clientele. The goal of this paper is to show how vital it is for hotels to keep close tabs on how their staff treats their guests.
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[bookmark: _Toc150182215]The importance of monitoring guest service 
Reputation management
The hotel industry needs to realise that excellence means nothing if the service provided is inadequate. It's intrinsically linked to the company's tendency toward cyclical behaviour. Customers are the hospitality industry's mainstay. Customers pay for the hospitality provider's services and gush about their stay to friends and family (Azham et al., 2020). Brands can benefit from satisfied and happy customers which can help them to manage their reputation.
On the other side, if the services aren't enhanced, clients may get dissatisfied, which can have an adverse effect on the brand's likelihood of being revisited. This is why providing excellent service to customers is crucial to the success of any business (Hamzah, and Shamsudin, 2020).
Make better business decisions
One way to learn more about what guests want and expect is to conduct a customer satisfaction survey. Hotel managers and company executives can benefit from customer satisfaction surveys by gathering valuable feedback on which to base operational and strategic choices (Kumar et al., 2021). This survey will help them learn more about the types of services their guests want and desire. One more thing they may do is see what percentage of guests are pleased with the hotel's amenities and services.
Through this, they can learn how to raise customer happiness by adjusting their offerings accordingly. Hotel and hospitality companies would do well to closely monitor their customer service in order to learn whether or not their services are satisfying their clients and, if not, why (Setiawati et al., 2019). Using these findings correctly can propel the company and its brand to new heights.
Competitive advantage 
Keeping tabs on how guests are treated will also boost the business's competitive edge. When guests are content with the services they receive at a hotel, they are more likely to tell others about their stay (Pei et al., 2020). The result is an expansion of the clientele. If a corporation can raise its customer satisfaction, it will see an uptick in both its client base and its ability to make a profit. The hotel chain may gain a significant competitive advantage as a result.
Reduce customer churning
The most frequently purchased services can be determined by consistent monitoring of guest satisfaction surveys. Hotel management can also learn which amenities are most frequently purchased by guests. They can enhance the quality of their services if they learn that clients do not prefer them and are not happy with them (elik, and Osmanoglu, 2019). Leaders have the ability to gauge client tastes and preferences, allowing them to tailor their offerings to meet specific demands. By providing clients with their chosen services, this strategy can help lower customer churn.
Service culture
An improved service may also result from an emphasis on service culture. Guests are more likely to return to a hotel and recommend it to friends and family if they had a positive experience with customer service (Guan et al., 2021). A hotel with a good service culture can focus on the guest service processes and the aim of the hotel to provide the guests the best quality and foremost. Hotels may learn a lot about their service culture and whether or not their guests are truly prioritised by measuring their services and visitor satisfaction on a regular basis (Kim, and Kim, 2022). In order to ensure that guests always come first, it is important for hotel management to implement methods that foster a service culture that encourages and rewards exceptional guest service.
Brand consistency
Brand consistency is built on the pillars of brand advocacy, brand loyalty, and brand trust. Customers' interactions with the hotel's staff have the potential to strengthen their bond with the establishment. The relationship with the customer can play a significant influence in determining whether the customer stays loyal or starts looking elsewhere. In order to provide guests a positive experience throughout their stay, the hotel manager had to map out a route (Al-Gasawneh et al., 2021). Tone of voice and musical continuity also contribute to building a consistent Hotel brand.
Customers' confidence in the brand might also grow as a result of their interactions with the brand. The corporation can see if the brand's consistency holds up over time by keeping tabs on the brand's services. By satisfying their guests, hotels can encourage return visits and positive word of mouth (Gómez-Suárez, and Veloso, 2020). Other consumers may be drawn in by these recommendations. This is how a hotel or hospitality business may build a strong brand in the market, which in turn increases its customer base and gives it an edge over the competition.
Hotel standards
One of the most crucial aspects of expanding and succeeding in the hospitality industry is maintaining high hotel standards. The hotel chain must establish policies in order to keep guests happy (Gómez-Suárez, and Veloso, 2020). Measuring and monitoring the hotel and its guest services on a regular basis is one way to keep the high standards. By comparing the hotel's satisfaction and turnover rates, a management can determine if the hotel's standards have been reached or not and take appropriate action.
In this way, they can reduce customer churn by enhancing the level of service provided to guests. The hotel's management can raise the bar by installing cutting-edge technological infrastructure and upgrading the room decor to a higher standard. To keep clients coming back, loyalty programmes can be implemented (Górska-Warsewicz, and Kulykovets, 2020). Increasing the number of amenities and facilities geared toward pleasing clients is one way to raise the bar. The hotel's customer service will be improved as a result of the company's efforts. Keeping an eye on how well hotels treat their guests is one way to raise the bar for everyone.
Customer loyalty
How loyal a hotel's patrons are can be determined by careful assessment and observation of service quality. Customer loyalty plays a vital role for hotels since loyal clients might promote recurrent business in a given hotel. When returning guests stay at the same hotel, or at a different location of the same hotel, brand loyalty rises (Alauddin et al., 2019). Repeat business from regulars ensures the establishment always comes out on top. This indicates that guests are pleased with their experience and want to return to the hotel for future stays.
Hotel managers may learn a lot about client retention and satisfaction by keeping a close eye on how their guests are treated. It's the outcome of providing the highest standard of customer service at the hotel (Alauddin et al., 2019). When guests have confidence that their wants and needs are being satisfied at the hotel, they are more likely to return. They can generate repeat visitors by recommending the hotel to their friends and followers online.
Future technological impacts
The hotel's manager will be the first to spot problems and opportunities brought on by technological progress. They can also learn how the hotel's guest services have changed as a result of technological developments (Prentice, and Nguyen, 2020). They will be able to ascertain whether or not these technological additions had a beneficial or negative impact on the guests.
Service failure
Service failure is another key indicator that may be gleaned from visitor feedback in the hospitality industry. Managers have the option of removing unpopular services and replacing them with those that better suit the needs of their clientele should the need arise. This is the only way for a service failure to be detected and fixed in a timely manner, ensuring satisfied consumers.
[bookmark: _Toc150182216]Conclusion 
The results of the study highlight the need of keeping an eye on how well hotels are serving their guests. It can aid the hotel in selecting the best possible choice. A hotel's manager has the power to increase guest participation by enacting methods and solutions that improve the quality of their stay.
[bookmark: _Toc150182217]Recommendation
The hotel's management team can improve service standards by introducing AI, chatbots, and robotic technologies. Providing high-quality, client-focused service is key to keeping clients happy (Limna, 2022).
Managers can better serve their guests by learning about their preferences and needs (Yang et al., 2021). As a result, hotels can tailor their services, guest rooms, and other amenities to each individual guest's preferences.
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