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[bookmark: _Toc135949296]Introduction
The tours and traveling sector is very booming now. Though this potential sector got a huge bump due to Covid-19, it is raising its head again. Hospitality and guest service management is a responsive service that is used by the hotel management to handle their customers and also other hotel operations. Marriott Int. is one of the biggest hotels in the United Nations of America. Marriott Int. is known for its biggest number of available rooms as it has the biggest hotel chain in the world. In this report, the hotel standard, reputation management, and service culture will be discussed and some recommendations will be provided (Baek et al, 2020).
[image: Marriott International | Staypedia Wiki | Fandom]
Figure: Logo of the organisation (Phung et al, 2019).








[bookmark: _Toc135949297]Hotel standards
[bookmark: _Toc135949298]What is the purpose of brand consistency standards?
Brand value is very much a critical and important resource for every business. Based on the brand name, customer repetition will be dependent. Maintaining the brand name, value, and brand consistency is very much important. Brand consistency is helpful to lead to brand recognition by the customers. That means customers will have a positive affection for buying the product or service. Whenever any bad evaluations come alongside, the employer could lose many capacity customers. When Marriott Int. would have this kind of brand recognition, customers would be more likely to take its service and would commit to Marriott Int. for a long time. And to have brand recognition, Marriott Int. should use brand consistency strategies (Szabo et al, 2019).
[bookmark: _Toc135949299]Do all hotels have the same standards?
No, all the hotels do not have the same standards. The standards of the hotels change on some criteria. The type of hotel and its offering class of rooms are two of the criteria to differ from the hotel standard. Again, the vision or future goal is also another driver to have different standards. Well, Marriott Int. is an international hotel service reputed for peasant rooms and service. As in the case of chain hotels, like Marriott Int., standardization plays an important role in having a good position in the market. The standard means both the operational standards and physical standards (Phung et al, 2019).
[image: The #1 Reason Companies Struggle with Brand Consistency]
Figure: Brand consistency (Tian et al, 2019)
[bookmark: _Toc135949300]Reputation management
[bookmark: _Toc135949301]How can hotels manage their reputation effectively?
The brand value or name much more depends on how much reputation the organization has. Marriott Int. needs to monitor the influencing information about the service that is given both online and offline. In this digital era, all the customers check the online rating (service comment/ reviews given by previous customers) before taking the service and also compare it with other organization that gives similar service. Hospitality and visitor carrier management is a responsive carrier that is used by the resort management to handle their clients and additionally different lodge operations. Logo cost could be very a good deal a essential and important useful resource for each business. There are some steps that Marriott Int. would follow to manage its reputation. Marriott Int. could monitor its online reputation, build a reputation management plan, handle negative comments follow other successful brand reputations, and measure its result, etc. (Christensen et al, 2020).
[bookmark: _Toc135949302]What is the importance of effective guest reviews management?
Before the online burst, information gathering was so difficult and people rarely know the reviews that are given by the previous service taker. But after the online revolution, all the customers check out the reviews before taking the service and also compare with similar organizations that provide the same service. The excursions and touring zone is very booming now. This capacity area were given a massive bump because of covid-19, it's far elevating its head again. Well, positive reviews are always good and helpful for companies like Marriott because it would help Marriott Int. to increase the traffic and bookings to its hotels. Hence, the potential customers would feel confident about their staying and make their staying (Tian et al, 2019).
[image: 7 Best Review Management Software in 2023]
Figure: reviews management (Dangermond et al, 2022)
[bookmark: _Toc135949303]What is the impact of negative reviews?
The impact of negative reviews is severe for every business as it affects the potential customers' decisions. Meaning, whenever any negative reviews come along, Marriott Int. would lose many potential customers. According to the study, 86% of customers feel uncomfortable buying services or products from an organization that has negative reviews. There are some steps that the agency would observe to manage its recognition. The impact of poor evaluations is severe for every business because it affects the ability customers' selections. Primarily based on the emblem name, consumer repetition might be based. Retaining the logo name, value, and logo consistency may be very much important (Christensen et al, 2020).  
Logo consistency is helpful to lead to emblem reputation by the clients. Which means customers may have a fantastic affection for buying the products or services. So, Marriott Int. need to deal with the negative reviews very seriously and carefully as it would cost the hotel in traffic and revenue. Marriott Int. needs to be careful about negative reviews because they can damage the factors to its prestige, credibility, and also the trustworthiness of customers to the business. The negative value also impacts diminishing the brand value of the business (Hao et al, 2020).










[bookmark: _Toc135949304]Service culture
[bookmark: _Toc135949305]What is service culture?
Service culture is important in several ways to a business organization. Marriott Int. would have better operation service from the employees, and customers would have a better experience with the hotel if Marriott Int. would be able to have better service culture. To make the Marriott Int. stronger organization, it should focus on customer satisfaction. The standards of the lodges alternate on some criteria. Better service culture would help Marriott Int. to have a good reputation and also repeat customers. The service culture also works in maintaining effective communication. The communication is between the customers, employees, and hotel management. Hence, to compete with competitors in the market, providing better service, good service culture, could be a good strategy (Dangermond et al, 2022).
[bookmark: _Toc135949306]How does this differ from corporate culture?
Organizational culture plays an important role in having effective operations in business. Well, the corporate culture is like a part of the service culture. Corporate culture refers to the way how an organization’s employee would think, act, and react to the world around them. The service culture refers to a collective way. The brand cost or name much more depends on how lots popularity the agency has. The agency desires to reveal the influencing facts approximately the carrier that is given each on line and offline. In the service culture, employees use collective ways to think about business operations to give outstanding service to the customers or clients. So, corporate culture is practiced inside the organization, and service culture has its impact outside of the organization (Haque et al, 2021). 
[image: The Strategic Importance of Service Culture in the Development of Business  Process — Wilowe Management Consulting]
Figure: service culture and development (Akbar et al, 2020)
[bookmark: _Toc135949307]Why is this important in the hotel industry?
Every business organization should try to have an effective service culture. An effective service culture would have the right tone for the employee to have the right calls, pick appropriate wording and provide the best action for the operation. The importance of an effective service culture is several. The sort of lodge and its supplying class of rooms are two of the criteria to differ from the motel fashionable. Nicely, the organisation is an international motel carrier reputed for peasant rooms and carrier. Once more, the imaginative and prescient or destiny intention is also every other motive force to have special standards.  Marriott Int. would treat unique than others. Along with that, Marriott Int. would get values, traditions, beliefs, behaviors, and good attitudes which are so precious for a business. Again, an effective hotel culture would attract talent, engage the employees in the work and affect the whole performance (Choi et al, 2021).












[bookmark: _Toc135949308]Recommendations
· The organisation should develop its health and security system to bring development in its performance in crucial situations. Though Covid-19 had a serious effect on the business, as well as on the US economy, Marriott Int. is doing well so far. 
· Marriott Int. should identify the right partners as the hotel is doing well with its franchise companies but should bring some upgrade in their conditions to expand business in new areas (Choi et al, 2021). 
· Marriott Int. should imply a new rule to its franchise to upgrade the rule about 8 year’s old kids. Again, the interior design could be changed or updated for some of the hotels. 
· Well, as Marriott Int. is making $12 billion (average) per year, it should be continued providing better service to the customers (Akbar et al, 2020).


[bookmark: _Toc135949309]Conclusion
In the hotel business, the reputation is much more dependent on how the hotel management provides their service, cultural tradition, and also behaves. So, the employer want to deal with the negative reviews very critically and punctiliously as it might cost the resort in traffic and sales. These affect much to get the customers in future. Marriott Int. is doing well and if they succeeded to provide the same service tradition, the reputation and revenue making would not be stopped but rather continued from generation to generation (Car et al, 2019).
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