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Executive summary 
This report has described the business strategy of the hotel industry. Every hotel industry needs to maintain efficient guest review management. Moreover, to gather customer reviews the hotel industry needs to promote its services through online platforms. Apart from that, the guest review is essential to update business strategy and get competitive advantages. In the hotel industry corporate and service culture are necessary to offer quality services to national and international guests equally. 
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[bookmark: _Toc137341879]Introduction
This report is going to describe the business strategy and activities in the hotel industry. Every hotel needs to give importance to reputation management, guests review management. Hence, the importance and impact of reputation as well as guest review management have been described in this report. Along with that, the impact of negative customer reviews in the hotel industry has been portrayed in this report. In this report the difference between corporate and service culture in the hotel industry has been illustrated. 
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Brand consistency is important in the hotel industry because it increases brand revenue and attracts many customers as well. In the words of Tesone (2014), brand consistency is essential to maintain a satisfied customer base by providing services based on customer demand. The hotel industry needs to set clear goals as well as update business strategy constantly according to the market demand and develop an efficient employee base who will be responsible to execute all business activities smoothly. Thus, hotel brands can attract national as well as international customers to improve brand consistency standards. Apart from that, brand consistency standards are also essential to ensure a consistent customer experience. Therefore, an efficient business strategy and employee base in the hotel industry are responsible to maintain brand consistency in the competitive business market. As an example, Marriott International maintains its brand consistency by developing a trustworthy relationship with the customer and treating every customer including their employees with respect as well as dignity. 
Brand standards change according to the type of hotel. As per the study by Wood (2015), brand standards depend on physical presence, employee base and guest servicing. As an example, Marriott International maintains its brand standards with a diverse and inclusive culture, quality customer services and a strong physical presence globally (Marriott, 2023). The mentioned hotel has 31 brands and 8,500 plus properties across 138 countries and territories (Marriott, 2023). This brand not only offers accommodation services but also provides food and lodging or restaurant facilities. All these business activities have maintained brand consistency. On the other hand, the Hilton Hotel also has strong brand consistency as this brand has a strong international presence in the hospitality industry. This hotel provides high-quality accommodation facilities to diverse customers and this hotel also developed a strong diverse employee base. As a result, Hilton Worldwide has expanded its business in 122 countries and territories with 7000 properties (Hilton, 2023). Apart from that, Hilton Hotel has many brands that attract global customers and maintain brand consistency standards. 
[bookmark: _2njbtz5ligyv][bookmark: _Toc137341882]Reputation management 
Reputation management is one of the most important parts of the hotel industry. Walker (2013) has narrated that, the advertising or promotional strategy, guest experiences and diversity as well as inclusion culture in the hotel are the key aspects to maintaining reputation effectively. As an example, Hilton Hotel and Marriott International have a strong international presence and these organisations focused on the promotional strategy to understand customers’ needs and gather feedback. Moreover, both of these organisations promote their services through their official websites. On the official websites, the service details shared by these hotels influence customers to visit this hotel. Apart from that, both of these hotels support a diverse and inclusive work culture that offers quality guest services to a diverse customer base. As a result, Hilton Hotel generated approximately 8.77 billion U.S. dollars globally in the year 2022 (Statista, 2023). 
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Figure 1: Hilton hotel revenue globally 
(Source: Statista, 2023)
The mentioned hotel also gathers customers’ feedback from their official websites. Through customer feedback, this hotel modifies its business services to maintain its reputation. On the contrary, Marriott International executes its reputation management by creating a strong physical presence globally and offering versatile quality services to customers. Due to the strong business revenue, this hotel generated 20.77 billion U.S. dollars in revenue in 2022 globally (Statista, 2023). 
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Figure 2: Business revenue of Marriott International
(Source: Statista, 2023)
Guest review management is one of the vital parts of the business that helps to attract customers and enhance brand value in the competitive business world effectively. As per the study by O'Fallon and Rutherford (2010), nowadays every large hotel promotes their services through their official websites and gathers guest reviews from online platforms. In that case, guest review management is necessary to increase traffic and booking as well as make guests comfortable regarding their decision-making ability. At the same time, guest review management is important to enhance guest satisfaction. As an example, IHG is also a reputed hotel and has an efficient global image. This hotel also takes guests' feedback from its official websites and focuses on collecting positive reviews. Thus, national and interaction customers attract easily and increase brand value successfully. 
Negative reviews badly impact the business growth of the hotel and do not influence customers to engage with the hotel for a long time.  Due to negative reviews, customers hesitate to purchase from companies and as a result, market share decreases effectively (Liu et al., 2022). Along with that, due to negative customer reviews investors also lost their interest to invest in the business growth. In this way, hotels cannot get competitive advantages. Besides, the employee retention rate also decreased due to negative guest reviews. Hence, every organisation needs to give importance to gathering positive customer reviews effectively. 
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Service culture generally refers to the guest service culture in an organisation. In the words of Xu et al. (2020), service culture in the hotel industry is necessary to understand customers’ needs and set business goals or missions based on the current market demand. The service culture of the hotel includes valuing customers and solving their doubts as well as queries as quickly as possible. In that aspect, hotels which have a strong international presence give importance to the service cultures to maintain customer satisfaction and gather positive feedback. In the service culture of the hotel, customers’ preference is first as well as foremost.  
Corporate culture generally refers to the way organisations’ members think, act and understand the business activities around them. The service culture is a collective way of thinking in the hotel which is necessary to offer quality services to customers as well as modify business services based on the customers’ demand. This is the key difference between service culture and corporate culture. As per the study by Heppell (2015), in the corporate culture, an organisation focuses on employees’ behaviour and thoughts, body language and business strategy. Moreover, the hotel industry follows an efficient corporate culture by giving appropriate staff development and training sessions. Accompanying that, to maintain an efficient corporate culture the organisations support diversity and inclusive work culture where all employee treat customers and colleagues with respect as well as equally. In this way, a good corporate culture is promoted in the hotel industry, on the other hand, O’Gorman (2010) has proposed that service culture depends on collaborative work culture where every employee works dedicatedly to offer quality services to customers and maintains customers' satisfaction rate effectively. Therefore, from the above discussion, it can be stated that a good corporate organisational culture is also responsible to maintain efficient service culture in the hotel industry effectively. 
Corporate and service culture both are important in the hotel industry because it helps in increasing brand value and maintains a customer satisfaction base. In the words of Saban et al. (2020), corporate culture is important in the hotel industry because it helps to get competitive advantages and develop an efficient employee base who can work in a collaborative work culture. In that context, a collaborative work culture helps to execute all organisational activities smoothly. According to Lee et al. (2019), collaborative work culture in the hotel industry is necessary to increase business productivity and attract international customers successfully. Therefore, both of these cultures are important in the hotel industry to increase brand value, market share and business revenue. 
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It can be concluded that the hospitality industry plays an important role in economic development. In that aspect, every hotel industry needs to give importance to their guest satisfaction rate and services. However, to maintain brand consistency in the competitive business world the hotel industry gives importance to diverse and inclusive work culture, creating an efficient employee base and guest review management. Through positive guest reviews, the hotel industry can enhance business revenue as well as market share which are necessary to get competitive advantages successfully. 
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After the pandemic situation, the hotel industry has been affected massively. Many hotels have faced issues of staff shortage and lack of business revenue. After the global outbreak, many hotels were unable to maintain appropriate hygiene and safety for customers and employees which decreased the visiting rate in the hotels (Wang et al., 2020). As the pandemic situation has not been overcome yet, it is recommended to every hotel give safety and hygiene training to employees for enhancing the hygiene and safety of customers as well as employees. In this way, hotels can gather more positive guest reviews to avoid negative business impact which is necessary to get competitive advantages. 
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