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[bookmark: _Toc134744720]Introduction 
Providing insights to key aspects of hotel management is the objective of this report. Service culture, hotel standards and reputation management are major topics of discussion of the report. 

[bookmark: _Toc134744721]Service Culture 
[bookmark: _Toc134744722]What is service culture? 
A set of values, beliefs and practices which are important for shaping the strategic approaches and service delivering styles of an organization is known as the service culture. There are several common and important features of strong and effective service culture (Barrows and Powers, 2009). Strong focus on the needs of customers is one of the most important ones among these. In addition to that, it is very important to ensure a strong commitment and dedication to excellence. Ensuring highest level of customer satisfaction and willingness to modify the service designs are important aspects as well. Service culture plays a very important role for business organizations operating in the hospitality industry. It helps in the process of improving the level of competitiveness and creating new competitive advantage for hospitality business organizations (Boddy, 2012). It is also helpful and effective for building and improving customer loyalty. Employee satisfaction and retention rate in the hospitality industry business organizations are also supported by service culture. Offering and providing proper, updated and appropriate skill development and training opportunities to employees is a very effective strategy for creating and developing a strong service culture. In addition to that, it is also crucial to set specific goals and clear expectations for the business and from the employee performances in the workplace. Rewarding the employee behaviors which is positively associated with customer focused values are effective in this regard as well (Boella and Goss-Turner, 2013). Another vital element of building a strong service culture is effective communication. It is also important to assure the understanding among the employees regarding their job roles and responsibilities in the organization and providing high quality services to the customers. 

[bookmark: _Toc134744723]How does this differ from corporate culture?
There exist several distinct differences between service culture and corporate culture. How a business organization delivers its services to the customers is the primary focus of service culture. On the other hand, beliefs, values and practices of business organizations which shapes and effects the employee behavior within business organizations are considered with high importance by corporate culture (Cathy and Enz, 2010). Mission, vision and core values of business organizations are major parts of corporate culture. Other very important aspects and elements of corporate culture are leadership styles, business policies, operational processes and organizational structure within the workplace. Shared sense of purpose and commitment to excellence are major features of strong corporate culture. Collaborative, helpful and supportive work environment is another very important aspect of effective corporate culture as well. Concepts and aspects of service culture is quite different because it only focus on effective and successful delivery of high quality services to customers for earning customer satisfaction and customer loyalty. There is a strong focus on the customers focused behaviors and values in service culture. 
[bookmark: _Toc134744724]Why is this important in the hotel industry?
Offering and delivering high quality services in an effective and efficient way to customers is very important for earning customer satisfaction and customer loyalty for business organizations (Mahmood, Basharat and Bashir, 2012). It is of great importance specifically for the hotel industry and the different types of businesses operating within this industry. There exist a high level of competition in the hotel industry. There are a number of businesses offering their services to the same target market for getting higher and additional market share to support business growth. Delivering higher quality services definitely generates higher customer satisfaction, customer loyalty and eventually higher financial gain for hotel business organizations. A positive, effective and strong service culture can help hotel business organizations to deliver highest quality services to customers and improve overall organizational performance (Kotler, Bowen and Makens, 2010). Employee satisfaction and employee retention rate are also positively related to an effective service culture. For these aforementioned reasons, service culture is highly important in the hotel industry. 

[bookmark: _Toc134744725]Hotel standards 
[bookmark: _Toc134744726]What is the purpose of brand consistency standards? 
Presenting a brand in a consistent way throughout all different channels and touch points is the major objective of consistency standards. It requires the maintaining and managing of tone of marketing contents, messaging and visual identity of the brand through different marketing and promotional activities, brand image etc. the development of a clear and recognizable brand identity is another importance of brand consistency standards (Ninemeier, 2010). Increased level of brand awareness and improved brand loyalty among customers are effective outcomes and advantages of brand consistency standards. Development of trust and credibility among the target customers are other important aspects and advantages business organizations can enjoy. Establishing proper understanding of the brand values among the customers is another noteworthy positive impact as well. It enables employees to successfully and efficiently communicate and share the brand messages to the target customers and improve overall organizational performance (Van der Wagen and Goonetilleke, 2008). Developing and maintaining a strong as well as effective brand is highly supported by brand consistency standards. 

[bookmark: _Toc134744727]Do all hotels have the same standards?
It is highly unlikely for all hotels to have the same stands. There exist several aspects which affect the standard of hotels (Clarke and Chen, 2007). Size and type of the hotels, the target customers, target market size, brand value, locations and other important elements are important in this regard (Walker, 2010). Typically, luxury hotels have higher standards. They can offer better facilities, amenities and services to their customers. On the other hand, the main focus of budget hotels lies in providing basic services at affordable prices to customers to fulfill their needs in a cost effective way. The standard levels can be different between independent hotels and large hotel chains as well due to the differences in service types and designs. Independent hotels often have a more flexible operations process and unique branding approaches to establish their brand within the industry. On the other hand, large hotel chains strictly follow specific operations process to maintain harmony within the more complicated service design and operations system. 

[bookmark: _Toc134744728]Reputation Management
[bookmark: _Toc134744729]How can hotels manage their reputation effectively? 
There are several strategic approaches and initiatives which helps hotel business organizations to effectively manage their reputation and brand image. Monitoring the customer reviews, complains and feedbacks is one of the most important and effective strategies among these. Both online and off-line reviews should be considered for monitoring regularly (Brotherton, 2003). Additionally, taking prompt actions to solve the complaints of customers and taking initiatives to implement their suggestions is very important as well. Encouraging customers and guests to leave positive and constructive reviews in different popular social media platforms is another effective strategy. Providing high quality services to customers with amenities, ensuring excellent customer service and maintaining a clean and positive environment are other effective strategies for building and improving positive brand image and brand reputation. Public relation activities, corporate social responsibility activities are other highly effective strategies for communicating with customers and leaving a strongly positive impression of the hotel among them. Last but not the least, it is crucial for hotel business organizations to develop and implement a comprehensive crisis management plan for dealing with any type of unexpected and negative incidents. 

[bookmark: _Toc134744730]What is the importance of effective guest reviews management? 
Online reviews are having a significant impact on the brand reputation, sales revenue and overall performance of hotel business organizations. With the rise of internet and digital technologies, most of the customers tend to check reviews and feedbacks online from previous customers before spending their money on any hotel services (Enz, 2011). Positive reviews motivate customers to book services on a hotel and negative reviews demotivate them to book services which eventually leads to lower revenue and performance level for the hotel business organizations. For these reasons, it is crucial for hotel business organizations to effectively manage the guest reviews both online and offline. It helps to learn about the areas requiring improvement in the service design, knowing the needs and preferences of customers and improve overall operational efficiency and service quality level for accomplishing higher customer popularity, satisfaction, loyalty and retention (Hayes and Ninemeier, 2009). 

[bookmark: _Toc134744731]




What is the impact of negative reviews?
There are several noteworthy effects of negative reviews on the performance of hotel business organizations. They can demotivate both existing and new customers to book services from the hotels with negative reviews. It also hampers the overall brand image and reputation of the hotel among the customers and within the hotel industry (Ethridge and Handelman, 2013). Ripple effects are highly possible in case of negative reviews on social media platforms where people have opportunity to share these reviews and reach a vast size of audience which eventually create a long term damage to hotel reputation (Boella and Goss-Turner, 2005). For these reasons, it is very important for hotels to take strategic and prompt initiatives regarding negative reviews. 

[bookmark: _Toc134744732]Conclusion 
Effective strategy development and implement is important for hotel businesses to accomplish desired success. Managements must evaluate different strategies and implement the most effective ones. 
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