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Executive Summary 
This report is about three major important subjects in the hospitality industry.
Hotel Standard tends to concentrate on the purchase of hygiene products of the hotel, interior equipment in the hotel unit.
Reputation management is about the importance of effective management of guests negative and positive reviews.
Service Culture focal point is creating value for customers and employees.




Introduction
What is hospitality?
Is all the organization companies and institutions that offer accommodation and food services for tourists and the local community (Johns, N., 1992).
What are hotel standards?
- Oriented towards the production of the mandatory equipment in the international of a hotel unit, and these standards requirement that refer to their structure to the terminological of quality, microbiological, physical, chemical characteristics.
What is reputation management?
-It is the process of monitoring online results with the aim of influencing the way users perceive the brand (revista.cariere.ro).
What is service culture?
-Service culture is the organization culture focused on creating values for customers and employees.




Main Findings
Hotel standards 
The common hotel standards rating system classify accommodation into hotels, guest accommodation, budget hotel or B&Bs. The architects were the AA, VisitBritain, and the British Hospitality Association (BHA) and stars, were chosen for the grades of quality (SYLT, C. 2007).
‘’ There were complaints that the three different English schemes were not consistent, while hotels in the VisitScotland, and the Wales Tourist Board schemes were judged by slightly different criteria. This cause consumers confusion and industry irritation’’ (SYLT, C., 2007)
The last common hotel standards are in everybody’s best interests, as consumers have identical standards all over the country.
The new structure has been recommended to strengthen the existing rating and give consumers and the industry a unified system (Gunn, J., 2005)
The purpose of the brand consistency is to keep the standards and improve day by day, to be transparent be consistent, and to be trust, to be comfortable as a guest. 
For example, more than one hundred years ago Marriott open a hotel in Buenos Aires the first luxury hotel in Argentina. The hotel became an example and input the standards for other hotels. With Marriott signature bedding package, very glamour and sophisticate, with nine ballrooms of various size. This gives the brand consistency standards for their consumer category and famous guest (Anonymous 2009).
Not all hotels have the same standards, consumers are all different.
Compare it with the Moxy hotel brand, which is one of Marriott brand too but with different standards for different consumers.
Millennian, do not need signature bedding, they are happy with the basic standards for the money they paid.
‘’Moxy has been designed to give millennials everything they want and nothing that they don’t’’ (Moxy-hotel. Marriott).

Reputation management
Effective reputation management takes time to develop and is initiated by the executive team. They understand the aims of strengths and weaknesses, marketing analysis, and continue to stakeholders.
They must be a team working in the best interests and benefit of the business.
Training the staff efficiently 
Interact and engage with employees.
Respect the rules.
Communication                          (Bensiali, A.K, 2005).
The importance of effective guest review management is that a negative review manage effectively can potentially transform unsatisfied guest in a happy and loyal guest. Negative or positive reviews help to recognize the exact level of customer satisfaction, then point out any areas where there is room for improvement (yotube.com)
  
c)   The currently study showed how Multiple criteria Satisfaction Analysis can make TripAdvisor’s online guest data for hotel managers and other stakeholders in the hotel industry (Manolitzas, P., et al 2022) 
By tackling both positive and negative reviews, online reputation management assists firms in presenting their reputation (TripAdvisor.com 2022).
-80% of consumers think a hotel cares more about its visitors if it replies to reviews.
-88% of users say reviews influence their hotel decisions.
-69% of users are less likely to make a reservation at a hotel if the management displays a hostile or defensive attitude.
-60% of users prefer to book at a hotel that replies to reviews (TripAdvisor.com 2022).

‘’Negative reviews can have an impact on consumers decision’. Customers interaction and online reputation management can be just as important as providing service in person (Anonymous 2021).
How to respond to negative reviews.
The most important management answers come from negative reviews.
-not get defending
-explain exactly what will be doing to fix the problem
-show empathy
-answer with tact
-apologies sincerely
How to respond to positive reviews.
Responding to a positive review is so easy compared with negative review.
-Appreciate the time reviewer spends sharing feedback about your business.
-Be grateful (Bloug.guestreview.co)

Service Culture

As I describe above, service culture focal point is creating values for customers and employees. In his book Ron defines the service in the following way: ‘’Act to create value for someone else’’(Ron, K., 2022).
-In my opinion and all the search, I have made it, Service Culture refers to how an organization treats its consumers and provides quality service that meets or exceeds their expectations. The difference from Corporate Culture is the set of values that need to be embraced:
-company history
-method of work
-company’s values and the means to transmit them
-dress code
-wellbeing at work
-team spirit
-common culture
-stimulative
-defining objectives
Corporate culture is in a way the general lifestyle generated by company, the immunity system of the organization.
I think this motto from Six Senses describe very well and short what is corporate culture ‘’Sustainable is not something that we do; it is who we are’’(six.senses.com)
For example, Six Senses corporate culture is based on seam characteristics, provides quality service, sets of standards for luxury experiences make the customers feel wonderful during they interaction with the hotel brand, treat them almost individual. All the Six Senses hotels and resort are in quiet and unique places out of the city. Compared to the Hilton brand, many of the hotels are in the city or crowded places where it is almost impossible to create this specific and unique atmosphere. They have they are on corporate culture, but they are not extremely ambitious standards like Six Senses.
The Four-Season hotel chain has opened properties all around the world that uniquely represent the local culture while upholding the highest standards of excellence. Senior managers see themselves as cultural chameleons. According to Antoine C. president of Europe, the Middle East and Africa, there are some universal norms including cleanliness and prompt responses but in other cultures you most also take into consideration the robust local temperament (Johnston, R., (2012).
At JW Marriott, we look to identify associates that live the brand vision of orchestrating the exceptional, crafting luxurious experiences for guests by their passions," said Mitzi Gaskins, vice president and global brand manager of JW Marriott Hotels & Resorts. " (Anonymous, 2014).
The importance of service culture in the hotel industry attributed to how it affects staff performance satisfaction and increased productivity. A service culture can help in developing a hotel’s customers.
It is important for a company’s interest, to maintain and develop corporative culture that encourages employees to work together voluntarily to achieve the firm’s performance objectives (Fehr, E., (2018).





Conclusion 
In conclusion, the Hospitality Industry is the fourth biggest employer in the UK, accounting for 3.2 m jobs though direct employment in 2016 and a further 2.8m indirectly, a particularly important industry. All the subjects in this report are closely related to each other. The Hotel Standards are mostly dependent on Service Culture and Corporate Culture and for a highest level of performance good executive team (Reputation Management) must be in place.



Recommendations:
From my expiration the cost of living affects me and my family. It is more difficult to go in holiday because of the cost of traveling and accommodation. However, we found the perfect solution to save money on traveling and spend time in the UK, we bot a tent which fits over the van, and we can travel anywhere. We never have any experience before about camping site, they offer all the facility we need at convenient price, the connection with the nature was fantastic experience, we recommend.
The hospitality sector shows various idiosyncratic characteristic including unstable sales and large fixed suggest how the company it is focused on the market. In the words of Kotas (1999) a large reliance on the market reflects an excessive dependence or production problem caused by this situation prevents any prospective solution from being pot into action. The return investment side of the industry is the best place to look for alternatives (Sevim, A., and Korkmaz, E., (2014) 
From the research I have been doing the hospitality industry future have to provide more artificial intelligence and robotics. Experts are predicting that by 2030, robots will make up to 25 percent of the workforce in the hospitality industry.
-solve the issue with the structure of shifts
-no more payment holidays or sickness
This artificial intelligence and robots are going to wipe out some of existing hospitality businesses and while starting up new prosperous ones. One of the conclusions is that the service delivery system needs to be rebuilt to make most of the benefits of robots, while yet upholding a customer's service orientation (Bower, J., and Morosan, C., (2018).
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