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The importance of effectively monitoring guest service approaches


[bookmark: _Toc147524314]Introduction

Due to intense competition within the hospitality industry, enterprises are compelled to remain updated on contemporary hospitality trends in order to avoid potential setbacks but at the same time, staying abreast with the market at large is a commendable approach to guaranteeing that your corporation delivers the kind of client experience that meets and beyond customer desires and expectations. (Smith & Poulston, 2018)

[bookmark: _Toc147524315]Reputation Management 
In the context of the hotel and guest services sector, where the success of a firm is heavily influenced by consumer perception, the management of reputation holds significant importance as in recent years, the growing influence of online reviews and social media platforms has underscored the heightened importance of cultivating and preserving a favorable reputation. (Hsu & Kang, 2018)

One notable instance can be observed in the case of Marriott International's Bonvoy program, wherein various brands were amalgamated into a unified loyalty program as the implementation of this strategic initiative resulted in an enhancement of consumer loyalty and a favorable impact on their overall reputation. By way of comparison, the event involving the expulsion of passengers by United Airlines in 2017 exemplified the detrimental impact that inadequate management of a problem may have on a company's reputation. (Jang & Feng, 2017)

The hotel business is experiencing an increasing focus on the convergence of sustainability and technology as in recent years, there has been a growing trend among hotels to adopt environmentally sustainable practices and include artificial intelligence (AI) technologies in order to enhance the level of customized experiences offered to guests. The proliferation of online assessments and the challenges associated with ensuring uniform service quality across many locations pose significant barriers in the realm of reputation management. (Parasuraman et al., 2022)

One recommendation for the hotel sector is to allocate resources towards the implementation of online reputation management solutions as these tools enable the monitoring of guest feedback and facilitate rapid responses from hotel management. The implementation of environmentally sustainable practices not only yields positive outcomes for the natural surroundings, but also serves as a means to attract tourists who prioritize ecological consciousness. Furthermore, staying up-to-date with the latest technological advancements has the potential to enhance guest experiences. (Upchurch & Teixeira, 2018)

The unifying thread among global hotel firms such as Hilton, IHG, and Airbnb is their shared dedication to reputation management through ongoing innovation and a focus on guest-centric initiatives so, the significance of reputation management within the hospitality sector cannot be overstated, as it presents avenues for expansion through the integration of sustainable practices and the acceptance of technological advancements, despite the enduring obstacles encountered in the digital age. In order to achieve success in an ever-evolving sector, it is imperative to maintain a proactive approach and priorities client satisfaction. (Kim & Kim, 2017)


[bookmark: _Toc147524316]Service Culture
The hospitality and guest services industry places a high premium on service culture, as it is a crucial factor in determining the overall guest experience as Trends in the market refer to the general trajectory or pattern of market changes over a specific time period. These tendencies are observable
In the hotel industry, the demand for personalized experiences is a crucial market trend as in modern times, individuals who frequent establishments or utilize services have expressed a growing desire for unique and customized offerings that are tailored to their specific preferences and needs. The Ritz-Carlton's "6th Sense" program-me, in which the hotel's staff skillfully anticipates and satisfies the desires of its visitors, is a prime example of exemplary personalized service as well as the increasing adoption of contactless check-in, AI chatbots, and smart room controls demonstrates the necessity of incorporating technology. This is illustrated by Hilton's Digital Key, which allows guests to access their rooms using their smartphones while environmentally conscious travelers place a high value on hotels that demonstrate a strong commitment to eco-friendly practices, so the concept of sustainability has received a great deal of attention. Accor's implementation of the Planet 21 program  exemplifies industry leadership in the field of sustainability. (Lee & Hsieh, 2019)

There are numerous obstacles in the hotel industry that can impede the development and maintenance of a strong service culture and the problem of high employee attrition is pervasive, making it difficult to maintain uniform service standards across the workforce. In order to tackle this issue, it is imperative to implement thorough training programs for employees and devise effective tactics to enhance their involvement while in addition, the advent of the digital era has greatly amplified the impact of negative online reviews, posing a substantial obstacle. In the administration of one's online reputation, the prompt and expert resolution of issues is of the utmost significance as recent global events have demonstrated that supply chain disruptions have the potential to negatively influence the quality of services provided. In order to effectively minimize these interruptions, the industry must emphasize the prioritization of supplier diversification and the institution of contingency plans. (Chi & Qu, 2022)

To improve the service culture within the hotel industry, we proposed a number of concepts so, first and foremost, it is essential to prioritize investments in employee training, specifically through the implementation of a comprehensive program designed to cultivate a service-oriented mindset among employees, similar to Marriott's renowned "Spirit to Serve" initiative. Additionally, technology adoption is crucial. In order to optimize the visitor experience and improve operational efficacy, hoteliers should consistently modify and allocate resources towards technological advances, as it is essential to embrace sustainable practices that include a variety of measures, such as the use of energy-efficient lighting and the implementation of comprehensive waste reduction initiatives. This should be done in response to the growing demand for environmentally responsible lodging options. (Zeithaml et al., 2018)

Hilton's Hilton Honours program is notable for its consistent emphasis on fostering visitor loyalty, whereas Accor has established itself as an industry leader in promoting sustainability and in this regard, Marriott has exemplified excellence by demonstrating a commitment to implementing sophisticated technologies to enhance the overall guest experience. The Ritz-Carlton is renowned for its exceptional and personalized service, which exemplifies the substantial impact of service culture in differentiating these prominent players in the global hospitality industry and the success of these industry leaders demonstrates the importance of maintaining a consistent commitment to service culture, embracing shifting market trends, overcoming obstacles, and placing visitors at the centre of all operational activities. (Lu & Stepchenkova, 2019)


[bookmark: _Toc147524317]Brand Consistency 
In the hospitality and guest services industry, maintaining brand consistency is crucial because it facilitates the development of customer trust and loyalty and this ensures that the actual experience matches the anticipated experience. The consistent adherence to quality and service standards across Marriott International's extensive portfolio of brands is indicative of the company's brand consistency while current market trends in the hotel industry revolve around three main factors: experience travel, eco-friendly practices, and personalization. The challenges of maintaining brand consistency include the effective administration of numerous assets while ensuring that each property adheres to predetermined brand standards. (Hsu & Kang, 2018)

The hotel industry should consider allocating resources towards the implementation of technological solutions that facilitate centralized administration of brand standards and guest preferences in order to increase operational efficiency and visitor satisfaction as staff members must be provided with extensive training on these criteria. In addition, maintaining adherence to sustainable practices and utilizing visitor data to enhance personalized experiences are consistent with modern trends. (Jang & Feng, 2017)

When scrutinizing prominent international hotel chains such as Hilton, Accor, and Hyatt, it becomes evident that each of these entities has demonstrated exceptional brand consistency through the preservation of consistent service quality as utilizing Hilton's reward program, Accor's sustainability initiatives, and Hyatt's commitment to wellness are strategic approaches that effectively foster brand loyalty and maintain a consistent brand image. (Parasuraman et al., 2022)

[bookmark: _Toc147524318]Future technological impacts
The hospitality industry is presently undergoing a technologically-driven revolution, and its future trajectory is influenced by a number of significant themes as the use of contactless check-in and AI chatbots, such as Hilton's Digital Key and Marriott's ChatBotlr, enhances both convenience and security. As evidenced by the implementation of data-driven services at MGM Resorts, the use of data analytics is facilitating the provision of personalized visitor experiences. As evidenced by the collaboration between Marriott and Legrand, smart room controls and Internet of Things (IoT) technology are becoming increasingly regarded as standard amenities. (Zeithaml et al., 2018)

Nonetheless, the sector faces additional obstacles, such as concerns about data security, the need for substantial technological investments, and the delicate task of balancing technology and human connection and the recommendations include implementing exhaustive cybersecurity protocols, providing ongoing staff training, and encouraging collaborative innovation with technology providers and industry competitors. It is evident that Hilton, MGM Resorts, and Marriott have implemented innovative technological strategies and MGM places a significant emphasis on data personalization, whereas Marriott priorities the incorporation of Internet of Things (IoT) technologies so, the effective integration of technology will play a pivotal role in shaping the future, as it will guarantee visitor happiness and enhance the competitiveness of the sector. (Parasuraman et al., 2022)

[bookmark: _Toc147524319]Conclusion
In the hotel industry, it is of the utmost significance to effectively monitor guest service methods and this practice ensures a consistent level of service quality, increases visitor satisfaction, and contributes to the development of a positive reputation. Given the rapid evolution of visitor expectations, it is essential to engage in continuous monitoring and change in order to maintain competitiveness and deliver exceptional experiences and hotels that place a greater emphasis on this element are better positioned to flourish in a fiercely competitive market and establish enduring guest loyalty.
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