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THE IMPORTANCE OF EFFECTIVELY MONITORING GUEST SERVICE APPROACHES

[bookmark: _Toc150872550]EXECUTIVE SUMMERY
 This report has focused on the concepts of reputation of the hotel Premier Inn. It has discussed the service culture of the hotel. It has demonstrated consistency of the brand and about the brand standards. It has focused on the customer loyalty and the functioning of the hotel. Further it has recommended the decision to be taken for the improvement of the company’s profitability and productivity.
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[bookmark: _Toc150872551]INTRODUCTION
Hospitality industry is the broad category of the fields in service industry which includes beverage services, lodging, event planning, tourism, hotels, etc. In this industry there are lot of services which are provided to people all around the world. The report will focus on hospitality industry and significance of reputation management and service culture (Walker, 2021). It will also include recommendation to improve the functioning of hotels in terms of market trends. The report will objectify the concept of different aspects which are associated with reputation management and service culture.
[bookmark: _Toc150872552]Concept of reputation management and service culture
Reputation management is an ongoing process of shaping and influencing the perception of an individual, brand or company. The process involves monitoring the way in which people admires any brand or company and then making necessary changes in order to improve the perception diverse people. Reputation management is of great importance it helps to enhance credibility and trust in the customers of the hotel, helps to attract lot of customers, mitigate crisis, impact positively on the success of hotel (Rhou, and Singal, 2020). There are top leading hotels of UK which has put many efforts in enhancing the reputation. Premier Inn is one of the top most hotels which have set an example of reputation management. The head authorities of the hotel have invested a lot in the hotel to ensure that their hotel will have high reputation and the result is clearly visible in their ratings and customers reviews. The hotel has vitally changed the way of their delivering service to their customers. The customer satisfaction and brand reputation is very essential in the future. This realisation has helped the hotel in maintaining their reputation which helped them to achieve their goals and objectives. In light of such an essential concept, premier inn has taken the help form the capabilities of  Yext’s and tried to monitor and evaluate the feedbacks of customers across yep and facebook. By the help of these review and feedbacks, the hotel management and marketing team evaluated all the loop holes and tried to fulfil all the gaps so that the reputation of the hotel will be optimised and it will get more customer engagement. Apart from this, Premier Inn also uses technology which has also helped the hotel to raise brand reputation in hospitality industry (Park, and Min, 2020). There is use of what3words location technology which helps the guest of Premier Inn to direct them through the right entrance (Panchapakesan, jiseon, 2020). This technology was closely associated during the booking of tickets but after the incorporation of this technology, there has been a great and significant increase in the hotel’s reputation.  There was a recent study made on Premier Inn which showed that, around 52% travellers believes that this technology has save a lot of time in finding the appropriate entrance for example  ///alert.mats.share is an easiest way to interact with Liverpool Docks location, Premier Inn (Premier Inn adopts addressing technology what3words,2021). Service culture is the environment where the employees are completely obsessed with offering superior consumer services to their clients. It means to foster all the needs and demands of customers so that there will be a great and strong customer base. It will also sustain strong customer loyalty. This loyalty will be done only by offering required benefits and meeting the expectation of customers (Morrison, 2022). The Newt hotel of UK, very appealing services to their customers which helps them to raise the standard of their hotel, also ensured that their customer loyalty must be maintained at any cost. The hotel comprises of 580 staff members who have their own accommodation and canteen especially for the employees who are very far from afield. Within hotel industry, there are lot of customers who wishes to stay in the hotel which his mostly surrounded by nature and is more connected to environment. The hotel offers this service because the location where this hotel is situated has the collection of 450 much trained apple trees with almost 267 varieties. These trees are arranged in the baroque- style maze. The employees of this hotel are very happy and delighted because all their needs are fulfilled. This is clearly visible in the services they offered to their customers. Due to employee satisfaction of the hotel, the services offered by newt hotel are very appealing. There are different services provided to the customers such as attractive fitness centre, where the trainer communicates with the customers in a very polite and respected manner (Guzzo,  Abbott,  and Madera, 2020). It catches the attention of lot of customers.  There is also facility of laundry and parking which helps the customers to get their vehicle parked properly without have to worry about parking areas. Their service also includes much better room service which enable the customers to solve their any queries in a short time. The customers can enjoy unlimited surfing on internet as there is Wi-Fi connection in the hotel. It makes it very easy for the business customers to continue their work while being at hotel and enjoying the other services of hotel (Gursoy, Malodia, and Dhir,2022). Are also some guest services such access to wheelchair service to those customers who are unable to walk. Another unique service offered by Newt hotel that the guest are allowed to go in the garden of hotel and whatever is plucked from the  bunch of vegetable patch will appear in the menu of the hotel. This is the very unique service provided by hotel to their customers which astonished their customers and ensure great customer experience (George, 2021). All these facilities and services help both the hotel that is Premier Inn and Newt hotel to maintain their high hotel standards and optimise customer satisfaction. In order to excel in their desired path of success, the hotels need to constantly add more innovations and creativity to their services so that their overall reputation will be maintained and will contribute towards more customer engagement (Ford, 2020).
[bookmark: _Toc150872553]Some other imperative aspect
It is very evident that brand consistency, hotel standards and customer loyally is very closely associated with service culture and reputation management. As both hotels mentioned  offer lot of services which helps them to attract their  target storms, so these services also help the hotel to maintain their brand consistency. Brand consistency states that there must be an assurance that whatever the quality and service are offered by hotel, must remain consistent for larger run. To maintain the brand consistency a hotel depends on the features provide by it according to the target audience on the basis of their age, income, shopping habits, etc. and by using digital software creating brand guidelines, making good relations with the customers also providing them with extra ordinary services. Premier Inn and Newt hotel have done a lot of efforts to maintain this brand consistency. Due to their consistency in their services, more customers are keeping on adding to the existing customer thereby strengthening the customer base (Elkhwesky 2022). The hotel focuses on the customer’s health and safety, provides hotel security, liabilities issues, information of room taxes and tariffs, alcohol and drug related policies, policies regarding noise, pet, rules about hazardous goods, property damage clauses etc. to meet the hotel standards. Similarly, customer loyally is shown by customer when they prefer to get services from the similar brand since very long time.  Premier Inn has very strong customer loyalty because of the services and offers provided by this hotel to their customers. The customer loyalty consist of customer services, after sales services, provide great customer experience and maintaining favourable prices, which sustains customer, also it gives rewards to the existing customer to visit repeatedly. Approx 37% of the customer of Premier Inn states that they wanted to revisit premier inn. In relation to 42% use of share of the brand, around 88% customers of Premier Inn show loyalty (Premier Inn brand awareness, usage, popularity, loyalty and buzz among hotel customers in UK IN 2022,2022). Service failure refers to the performance or situation which fails to meet the demands and expectation of customers. This service failure can impact the growth and success of both hotels, so in order to mitigate the future issues related to failure of service, the hotels are trying their best to fill all these gaps and avoid service failure. Premier Inn uses Grapple’s analysis technology which helped to improve the functionality and features of mobile application (Costa, 2023). The use of mobile analytic tehcnolgy has helped the Premier Inn to acknowledge the shift in the buying patterns of customers. These technologies will make great impact on the hotels in near futures as more customers are digitally active and use of these technologies in offering different services will help the hotels to achieve their future goals and objectives and strengthen their customer base as well (Busulwa,  Pickering, and Mao,  2022).
[bookmark: _Toc150872554]Recommendation
The Premier Inn hotel should improve its customer satisfaction by giving them extra ordinary services and by fulfilling all the standards of hotel industry (Breier and et.al, 2021). It should focus on the new customer acquisition by adopting customer growth strategy and market penetration strategy which allows it to do effective marketing and gaining new customers. It should provide training and support to the staff to polish their skills and should allow diversification in the work culture and focus on the intercommunication between managers and employees. It should focus on adapting newest technology and online portals with 24/7 support of customer care executive. It should provide after sales services to its customer.
[bookmark: _Toc150872555]CONCLUSION
The report has concluded about hospitality industry and its major aspects. It has also included the basic concept of reputation management and service culture. The report also added the case study of different hotel which helped to support the arguments.
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