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THE IMPORTANCE OF EFFECTIVELY MONITORING GUEST SERVICE APPROACHES

Executive Summary
Hotels and accommodation services within the UK can be considered as a major player in maintaining their GDP. As the industry grew to be in larger size the customer demand and increasing pressure have forced many of the companies to adopt AI and robotics in their operations for enhancing the performance and efficiency of the company. This report has evaluated the market competition in the hospitality industry and the trends that organisations should focus on to gain a competitive advantage. Based on the findings of the report it can be stated, that due to the high number of companies operating in the industry, the market competition is very high. This report has also analysed the service culture and reputation management along with their impact on customer loyalty.
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[bookmark: _Toc149972023]Introduction 
Rapid technological developments and innovations have caused the emergence of a new smart hospitality sector in which business organisations have been forced to change daily operations to facilitate the needs of their customers. As the digital literacy rate increased for the guests, business organisations have also introduced modern tech and innovations to improve their customer service. It can also be stated that smart technologies and the key factor for companies to stay competitive based on the smartness of their implemented technology (Bhupali’s, 2022). This report aims to discuss the competitiveness within the hospitality industry as well as the market trends that can positively or negatively impact the business. In addition to this, it will also address the reputation management process as well as their importance within the hospitality sector. Last but not least the report will also specify the implications of the service culture and service failure within the hospitality sector. 
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[bookmark: _Toc149972025]Competitive analysis of the hospitality industry 
Porter’s five forces:
Porter's Five Forces model was first introduced in the year of 1979 which provided a way for business leaders and managers to understand the competitiveness of the marketplace by analysing specific industry forces. These five factors that affect the industry are the Bargaining ability of the customers, the Negotiation power of the suppliers, threats to be substituted, threats from new entries and the competition in the market (Isabelle, et al., 2020).
Bargaining ability of the customers: The hospitality industry of the UK can be stated as highly diverse as the nation hosts well-established five-star hotels as well as budget-friendly hotels. In the year 2021, the number of hotels and accommodations solutions in the nation was found to be greater than 9.9 thousand (Statista, 2023 a). Based on these factors it can be stated that the customers can easily switch their preference to other brands which results in a high influence on the business decision of the company. The effects of this can be seen from the revenue drop of Marriott International as the organisation has nearly half of their revenue due to the impact of Covid-19 (Statista, 2023 b).
Negotiation power of the suppliers: One of the services that is often included along with the accommodation service of the organisation is the food and beverages. In this case, there is more than 153 thousand food service provided in the regions of the UK (Statista, 2023 c). Hence, it can be stated that the business will not need to be reliant on a single supplier for running their business which makes the influence of this factor in the business relatively low. 
Threats to be substituted: The Hotel industry of the UK is filled with large hotel chains and organisations that are competing to gain maximum market share and Premier Inn is the most popular among them. More than 92 percent of online consumers of the UK hotel sector recognise the brand while Travelodge and Holiday Inn are ranked second with 90 percent of brand awareness (Statista, 2023 d). This makes the possibility of being substituted with these major brands extremely high influencing the business decisions majorly.
Threats from new entries: As discussed in the above sections of the report the number of hotels in the UK industry is high. However, despite the decreased revenue of the hospitality industry, the revenue of this sector is predicted to grow more than 19 billion pounds from their current 16 billion pounds (Statista, 2023 e). Thus, as new organisations enter the market, their impact on the business decision can be stated as moderate.
Competition in the market: The hospitality industry of the UK can be stated as highly competitive. The sector is not only filled with highly renowned brands but also has many of the competitors struggling to gain market share. 
[bookmark: _Toc149972026]Market trends 
Among the many trends that can impact the business of the hospitality industry, the implementation of Artificial intelligence and robotics is a prime factor.  Utilising AI and improved perception of robotics science, Hotel industries can enhance their operational capabilities in two major areas namely the prediction of demand and the production management planning. Additionally, the robotics industry can also enhance the performance of the employees within the industry rather than replacing them (Yang, Enthrone and George, 2020). Hilton Hotels one of the largest hotel chains in the UK has also making use of Robots for a long time. This helps the staff to get their list of arriving guests within the organisation along with working on reserving their stay (insider, 2023).
Following the large technological trends affecting the industry the sustainable operations of the industry have also gained an increasing reputation for the customers of the company. Currently, the hospitality industry can be stated as one of the major contributors to maintaining the GDP most of nations in the world. In contrast to this, the industry is also a large consumer of natural resources while also generating large amounts of waste (Yusoff and Netaji, 2019). These actions can not only be detrimental to the environment but also to the business organisation as the government and customers are demanding sustainable operations from the businesses. Consumers are even willing to pay 10 percent more for sustainable products as stated by 80 percent of the consumers in the UK (Statista, 2023 f).
[bookmark: _Toc149972027]Importance Reputation Management  
The reputation management of the organisation can be stated as the process for the business organisation to influence their consumers and public perceptions about the company and brands. This management system includes the use of a monitoring system to assess the reputation of the organisation, counter the threats to the company's reputation and actively seek ways to improve the reputation of the organisation (Gartner, 2023). Within this highly competitive corporate world businesses need to manage their reputation as this is responsible for developing the trust and credibility of the customers. This can also help the company to enhance the loyalty of their customers as well as attract talented employees for the company and boost the relationship factors of the company (Forbes, 2023). Thus, in order to improve the perception of the customers hotels and large organisations are using the feedback system to enhance their service. Premier Inn one of the largest hotel chains in the UK is also using this system to answer the queries of the customers (Premier inn, 2023).
[bookmark: _Toc149972028]Service Culture 
The service culture of the organisation can be stated as a part of the customer culture that places emphasis on the needs of their customers. In this type of organisational culture, the employees of the organisation are primarily focused on the needs of the customers. This can also prove to have several benefits for the company as the customers that have received high customer service have a high probability of repeat customers.  In addition to this, customers with high satisfaction scores will also leave comments improving the reputation of the company (indeed, 2023). Marriott International is considered among the renowned five-star hospitality solutions in the UK and the organisation stated their mission as the way to improve the lives of their customers by providing the best leisure experience they can have (comparably, 2023). 
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Among the many factors that impact loyalty, the service quality of the customers is a prime factor. Service quality can be defined as the adaptation of the customer demands for the customers within the organisation while delivering the service for their customers (Dam and Dam, 2021). Customers who receive high-quality service from the organisation will also increase the reputation of the brand this can also have the added effect of attracting new customers while retaining and increasing the loyalty of existing customers. 





[bookmark: _Toc149972030]Conclusion 
The hospitality industry of the UK can be stated as one of the most competitive among the economic sectors of the UK. There are a large number of hotels and accommodation services that the competing within the industry to gain a competitive advantage. Additionally, the organisations are also not reliant on the suppliers of the industry as the hotel industry of the UK also has an abundant number of suppliers working in this sector. Among the major trends that can impact the business of the organisation the implementation of AI and robotics as well as ensuring sustainable operations are the major factors. Many organisations are also focusing on the reputation of their company as this can also help them expand their business by attracting new customers. 

[bookmark: _Toc149972031]Recommendation
As the sustainability of the hospitality industry is one of the major factors within the organisation along with the customers the government is also demanding sustainable operations within the country. The Net zero target of the UK entails the government’s target to reduce the level of emissions within the country by 100 per cent compared to 1990, by the end of 2050 (parliament. UK, 2023). In order to reduce the impact on the environment large hotel chains can switch their mode of energy consumption to renewable sources. Holiday Inn can be seen as one of the most well-known organisations in the UK and is continuously working to reduce its carbon footprint. In the Winchester facility of the organisation, the electric car charge points for encouraging their customers to use electric vehicles (hiwinchester.co.uk, 2023). In addition to focusing on sustainability many emerging organisations can also implement the use of AI in their daily operations which can improve the service quality of the employees enhancing customer loyalty.
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