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[bookmark: _Toc150606170]Executive Summary
This report will look into the details of how important it is for a hotel to keep a careful eye on its customer service indicators and it will have an in-depth analysis on important topics including hotel standards, service culture, and brand management (Huselid, 1995). This report aims to shed light on these fundamental characteristics of the hospitality industry and offer solutions for the pressing issues the industry is now facing in the rapidly changing corporate world.
[bookmark: _Toc150606171]Introduction
The quality of service is very important to the hospitality sector especially in the hotels located in the United Kingdom and around the world.  Hotel success is heavily impacted by several factors, such as their impeccable reputation, the standard of their service culture, and the strict standards they uphold. The report would also analyse hotel standards, branding, service culture, and reputation management (Bhatti & Qureshi, 2007). 
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(Kismet, 2015)




[bookmark: _Toc150606173]Service Culture
Each hotel's service concept may be summed as "service culture." It conveys the overall experience of the hotel and the level of service that guests may expect to get when visiting it. Comparing the service philosophies of various hotels is crucial when looking for the best customer care practices. This can be termed as service excellence and is defined as asserting extraordinary service that goes beyond what customers expect. It is possible to build a solid reputation, happy clients, and loyalty by immediately meeting and even exceeding consumers' needs and wants.
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(Holmes, 2023)
[bookmark: _Toc150606176]Strategies for Building Customer Loyalty
Developing a loyal customer base is crucial for long-term success. Hotels may improve their customer service, customisation, problem-solving speed, and loyalty programs to draw and keep guests (Shukla, Sufi, Joshi, & Sujatha, 2022). Sustaining client loyalty is crucial for a business's long-term financial success and efficient word-of-mouth marketing.The issue of bogus reviews is a big one. They are against the law and bad for a hotel's image (Bruns-Smith, Choy, Chong, & Verma, 2015). A TripAdvisor crew is entrusted with looking for red flags in review data to uncover possibly fake reviews. A 2019 Travelodge case study illustrates the negative consequences that can arise from fake reviews. It is important to address both favorable and unfavourable input from customers. It is appropriate to express gratitude for the encouraging comments. Replying with regret, showing compassion, and offering a solution are all seen as appropriate responses to negative comments.
[bookmark: _Toc150606179]Benefits of Service Culture:
· Enhanced Guest Satisfaction: Increased customer satisfaction and loyalty are a direct result of a company-wide dedication to providing outstanding customer service.
· Positive Reputation: This is built by continuously providing exceptional service, which in turn gains the respect and allegiance of current and potential customers.
· Employee Engagement: Studies have shown that cultivating a customer-focused culture may improve staff happiness and retention rates.
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(Schwartz, 2019)
[bookmark: _Toc150606180]Drawbacks of Service Culture:
· High Expectations: Sustaining an outstanding quality of service might lead to increased client expectations, making it harder to live up to those expectations.
· Employee Burnout: A company's constant pursuit of service excellence may lead to employee dissatisfaction and exhaustion (Matjaž, Zoran, & Andreas, 2014).
· Cost Implications: The additional costs associated with providing premium services have the potential to impact an organisation's financial performance and pricing policies.
[bookmark: _Toc150606181]Comparing Hotels
The report compares and contrasts the two businesses to highlight the differences in the customer service cultures of Airbnb and Hilton.
Hilton Hotels are well known for consistently offering excellent quality and service. They take great satisfaction in giving each customer individualised attention, and their service concept is strongly rooted in traditional hospitality. 
Airbnb is spearheading a paradigm shift in the hospitality sector by prioritising the cultivation of a tourist community that honors and cherishes each individual's distinctive attributes. Airbnb hosts provide a range of lodging options, allowing guests to immerse themselves in the local customs (Tanja & Borka, 2008). After comparing the two customer cultures, it is clear that Hilton places a high value on brand integrity and reliability, making sure that every guest enjoys a reliable and consistent experience. On the other hand, Airbnb takes a progressive approach by welcoming diversity and making the most of the trend towards personalised travel experiences for every visitor.
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(Luz-Zuluaga, 2019)

[bookmark: _Toc150606182]Hotel Standards
Maintaining brand consistency and quality of service is a challenge for hotels. For example, Premier Inn maintains consistency using centralised procurement, quality assurance management, standard accommodations, and rules (Vega, et al., 2014). While star ratings vary amongst rating organisations, they all have a big impact on how good a hotel is judged to be. Getting a 5-star rating requires taking into account the property's location, the services it offers, the quality of its materials, and its outstanding amenities. 
[bookmark: _Toc150606183]Reputation management
A planned and deliberate method of monitoring, regulating, and improving an organisation's position or image—often as seen by its stakeholders or the public, is known as reputation management (Main, 2002). It entails defending and enhancing one's reputation, responding to criticism, and upholding a favourable perception of one's brand.
There are several important ways to actively protect and enhance one's reputation. Monitoring reviews, comments, and social media mentions both offline and online is crucial for seeing problems before they become serious. Taking part in community affairs, asking for input, and settling disputes are all activities that promote kindness.
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(Jenni, 2019)

[bookmark: _Toc150606184]Online Reputation Management
In today's digital age, online reputation management (ORM) is a critical component of brand image management. (Olsen & Connolly, 2000). Brand management is the process of keeping an eye on, improving, and protecting a company's online identity. This means keeping an eye on and controlling internet conversations about a certain brand. Organisations need to consider many important considerations while managing their internet image. Having a trustworthy online presence is essential, and one way to do this is by highlighting your accomplishments, goods, and favourable reviews on your official website and other online channels. The maintenance and observation of an organisation's online reputation is critical to ORM (Achmad & Yulianah, 2022). This means always keeping an eye out for user feedback, both favourable and bad, on social media platforms and review websites. It is critical to address criticism politely and swiftly. 
[bookmark: _Toc150606185]TripAdvisor
When it comes to accommodations and things to do when visiting a place, TripAdvisor is among the most trustworthy sites. Because of its large number of visitors, it is a trustworthy resource for finding reviews and suggestions. TripAdvisor's influence on the hotel sector is noteworthy. By revealing information about visitor choices, experiences, and views, it serves as a real-time market research tool. Through active involvement with the site, hotels may obtain insights into the elements that influence their TripAdvisor reputation (Bisgaard, 2004).
[image: ]
(Gudmund, 2013)
Management must respond to unfavourable evaluations because of the disproportionate effect that one unfavourable review may have on a hotel's reputation. Hotels may avoid or lessen bad news by promptly and effectively handling tourist concerns.
[bookmark: _Toc150606186]Travelodge
Travelodge, a hotel brand, conducted a case study in 2019 and received a great deal of positive reviews, most of which were five stars. Concerns about the validity of the assessments were raised when it was discovered that 48% of these assessors had no prior experience contributing (Collis & Rukstad, 2008). False reviewers come from a variety of backgrounds, such as service providers, company owners looking to improve their reputation, former workers looking for compensation, relatives and friends looking to show support, and consumers looking to save money. Online platforms and organisations must take proactive measures to counteract false reviews through strict control and regulation, given the possibility of personal benefit and the immoral reasons driving such behaviour.
[bookmark: _Toc150606187]Marriott's acquisition
Marriott's acquisition of Starwood was an example of the combination of two well-known hospitality enterprises (Delizo & Esguerra, 2013). Using a strategic partnership, they may use their combined proficiency and experience to provide a wider range of services to their shared clientele. 
[image: ]
(SUSANNAH, 2018)
This has an impact on the hospitality industry as a whole by forcing rivals to adjust to the new realities of competitiveness in the global market. As rivals strive to equal the combined organisation's size and range of offerings, the merger of Marriott and Starwood may encourage growth in the hospitality sector. Furthermore, patrons have access to reward programmes that provide a wider range of hotels, providing them with more options and value. Employees might gain more experience by working in different areas within the company (Ivanov & Zhechev, 2012).
Consistent brand and service quality requirements need strict adherence to processes. This calls for ongoing expenditures on cutting-edge technology, the execution and observance of training programmes, system monitoring, and adherence to relevant legal and regulatory requirements.

[bookmark: _Toc150606188]Conclusion
Effective monitoring of guest service practices is essential for maintaining a positive reputation, a robust service culture, high-quality hotel standards, and consistent branding in the hospitality industry. (Alrawadieh, Alrawadieh, & Cetin, 2021). Both financial performance and client retention are directly impacted by these variables.
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[bookmark: _Toc150606189]Recommendations
· Investing in effective online reputation management solutions that can track and reply to visitor comments coming from different online sources is one such tactic.
· Encourage staff members to follow the hotel's unique service culture in all of their dealings with guests.
· Setting clear policies and quality control methods is essential to maintaining the highest hotel standards.
Establishments that put these suggestions into practice will be better able to draw and keep guests, run more smoothly and succeed in the cutthroat hotel sector.
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