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Executive Summary
The report has showcased briefly about the hotel industry and hospital industry and also the report has in-depth research about service culture and the reputation management of the hotel. This report mentioned how to attract tourists from all over the world and which are the new trends hotel needs to follow. 
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Hotel Indigo is a group of small, individual, and owned boutique hotels. As the assessment chosen hotel is Hotel Indigo, this report will discuss the hotel’s operations process and will explore details about the hotel industry and hospitality industry. This report will also explain the reputation management and service culture of the hotel industry. Currently, the hotel industry business is very competitive. Due to the increasing travel of the traveler the hotel business is also expanding. However, the competition is also there. Good operation processes, fast services, and a good reputation will help the hotel to complete the competition.  The hotel and hospitality business stands on the guest services. In that case, guest reviews maintain the hotel’s reputation. 
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[bookmark: _Toc148209849]The importance of effectively monitoring guest service
In the hotel industry customer service must be excellent. This industry stands on customer satisfaction. People often visit hotels for vacations or business events purpose. Any kind of celebration event or destination wedding is also become famous nowadays. The manager should be careful about the guest's preferences. The attentive service always helps to attract the tourists. Solving all the problems or complaints of the guest is not possible sometimes. Due to property problems sometimes guests react negatively. The hotel property is the first impression of the guest. Extraordinary customer service needs constant work and effort from the employees (hotelindigo, 2023).
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The manager must monitor the guest services. It is the duty of the manager to maintain the hotel's reputation and the hotel’s reputation depends on customer satisfaction. For each and every event the guest should feel comfortable. The employee should be involved and attentive towards the guest. Respect is the main thing that attracts aged guests the most. The housekeeper and the employee should be very respectful to the tourists. Empathy is the key to solving all the problems. Understanding the tourists and their needs is the main duty of the hotel employee. Finding a salutation to a problem for the guest also can help maintain the dignity of the hotel. The client must feel understood. If the guest faces any problem, they will appreciate it if the employee can understand the situation or emotions of the guest. It will be appreciated if the guest's specific needs match the services that the hotel provides. Such as for travel purposes of the guest, sometimes guests need a car or vehicle. If the hotel provides that then that will be grateful and helpful for the tourist (betterteam, 2023).
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Providing the best customer service should be the goal of a hotel. Competition is very high in the hospitality industry. Unique promotions or marketing styles can help to attract guests worldwide. To remain in the race the owner of the hotel needs to keep updated on the hotel and its facilities. Improving the facilities and services is the key to success (Tonapi,2020).To improve guest services it is important to adapt the potential changes in the tourist's behavior and the new trends in the hotel industry. The owner can use the software (PMS) to collect clear and important information about the guests or their previous stays in the hotel. It is important to be updated regularly about customer needs and their experience during check-in or check-out time. The habit effect significantly on the satisfaction survey. Online customer reviews affect the hotel business. To gain good reviews it is important to satisfy the guest. Guest service is the key to increasing the business.  The front desk or reception of the hotel should be informative about the customer’s stay or went and their like or dislike. For the betterment of the hotel, this information can be helpful. Basic education about the hotel industry can help the employee provide excellent services to the guest (JUGO, 2023).  
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Currently, a hotel's reputation depends on online reviews or online presence. Reputation management includes monitoring online reviews. It also includes keeping track of the review site, engaging with the guests via social media, and many more. The hotel’s online reputation is very important for the overall business. To be on the top, the hotel’s property plays a significant role in the competition (Boley, 2020). 
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Social media is the platform where the marketing team can showcase the brand or give a voice to the brand to engage with the target group. With the help of content, a hotel can convey its messages to the customers. Posting videos of the hotel property helps to attract tourists globally. 
Reply to comments both negative and positive and fast comments help to engage with customers. If the management is able to answer the queries of the guest via WhatsApp or Messenger then the guest will be informed about the hotel and the guest can pass on the information to the other one. Word of mouth helps with brand awareness (Perez-Aranda,2019).  
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Service culture includes good customer experience. That helps to grow the business. Improving these skills can be beneficial for the business. Service culture mainly refers to a company’s culture that focuses on customer service and customer preferences. With the service culture, a company focuses on its mission and serving the customer first. The goal of the service culture in the hotel business is to provide the best experience to the guests and the employee's duty is to focus on that goal. Effective service culture can motivate team members. Service culture is the key to effective customer service. When the guests experience the excellent service culture in a hotel, they will continue with the business. This practice helps maintain loyal customers and also inspires other people to continue or try. People who are associated with the hotel with positive experiences they enjoy the time they spend on the hotel property. Again they will want to have the same experience and they will provide marketing for free with positive verbal feedback (Koc,2019). 
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Brand standards depend on the market position of the brand. Good brand standards help to increase brand consistency. Brand consistency and hotel standards refer to the size and location of the property. The proper location of the hotel in the city attracts the tourists most rather than the hotels whose location is not so good. Hotels and hospitality industry invest in the training process of the employee. Efficient employees are capable of maintaining brand standards. Employees should understand how to deliver good service. It is not a set of rules that need to be followed. However, it is the backbone of the hotel. Guests of the hotel expect the consistency in service. Through brand consistency, the guests of the hotel can experience a memorable time. The employee of the hotel should be able to provide the knowledge to the guest about the location and the tourist spot which is near to the hotel. These standards of skills help to maintain brand consistency and hotel standards among tourists. For the employee, it is important to understand the brand consistency and hotel standards (Murphy,2019).
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If the hotel continuously provides good services, and good food to the customers then the customers will stay forever with the hotel and also spread positive words for the hotel or group of hotels. This process makes the loyal customers who visit the hotel again and again. Also, recommend everyone to celebrate there for personal events or any kind of event. Employees in every part of the hotel need to focus on customer service.  
There will be many benefits that technology brings to the hotel industry. With the help of technology, hotels can monitor customer reviews. With the help of AI, the guest experience can improve. Robotics have been introduced in the hotel industry. After a few years, robots can help in room service. Currently with the help of technology customers are booking their rooms before the travel. Within a few years, technology will change the hotel industry (Wu, 2018).
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	Factors
	Hotel Indigo
	JW Marriott
	Banyan Tree

	Price
	Hotel Indigo is a 4-star hotel, offering good services so the price is medium to high.
	JW Marriott is a chain of hotels with 5-star facilities. The price is high for hotel rooms.
	Due to good service and many facilities the price of the hotel is high. 

	USP
	The main USP of the hotel is its location and services.
	The decoration and the food of the hotel is the main USP.
	The architecture and the aura of the hotel is the main USP.

	Service
	The hotel is a 4-star hotel, so the quality of the services is justified.
	The services of the hotel are excellent.
	Their spa services attract tourists from all over the world. 


To work in the hotel industry learning service culture is very important. The services depend on the tourist's wants and needs. Failure of the services impact negatively in the hotel’s reputation. The hotel or hospitality industry is known for its many services. Such as food services, room services, front desk, back office operations, etc. If a hotel fails in its services then it will lose its loyal customer and reputation.  
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To survive in the competition the Hotel Indigo needs to follow the recent trends. This report has produced in-depth research about how to maintain the reputation and good service culture in the hotel industry. Guest Services or customer services need to be perfect in the hotel industry. Competition is very high in the hospitality industry. This report mentioned how to attract tourists from all over the world and which are the new trends hotel needs to follow. Fast room services or smooth operation can be beneficial to maintaining positive reviews. This report has showcased all the aspects that how to improve a hotel business. 
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