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Introduction 
In the recent business of hotels, new hotels enter into emerging market while older hotels improve their competition. Every business also strives to lead the competition and deliver the products and services as customers are looking for and demand. Clients are more concerned with effective and clear communication, the clean environment of the hotel, the dependability and safety of the products, and high-quality products at reasonable prices to retain the customer’s long-term loyalty and to keep the reputation and benevolence in top shape. A good reputation and goodwill help businesses to bring loyalty to retain customers in the business. In this study, all the systems, theories, and models are factors to make it easier to maintain high customer satisfaction and provide exceptioanl services to clients. Hospitality is defined as the continuing relationship to exit between guests and hosts. All organizations must usually consider hospitality to secure the systems to perform and work within the operations of bonds to gain revenues as the final outcomes and results to gain success. High customer satisfaction and excellent service to the customers like systems and models with theories and models to outline the report. The hotel must have excellent services with the potential customers with recovery methods to get a better experience for the guests. 
Hotel standards
purpose of brand consistency standards
In the organization, consistent standards to the customers in a wide range of business spectrum to build important aspects to build. In the organization’s loyalty and profitability to strive in providing and maintaining high-quality standard service across the spectrum as it is the most crucial and essential factor in the hospitality sector. The customer experience can be enhanced by brand consistency and maintenance of the customer business at all times by The Resident Covent Garden. Humans expect the same and secure services to visit businesses every time (Razak et al., 2020). 
At Resident Covent Garden quality standards have enhanced the team experience by ensuring that everyone works together to fully comprehend the code and the clients' goals. In addition, the facility can't function well unless its equipment and supplies are in good shape. However, it is essential to create a less stressful and more productive workplace (Srivastava, Dey and MS, 2020). 
Third, it also helps the facility The Resident Covent Garden to have the best ratings for hygiene, management, building, and standards to keep the relationship with the potential customers in the long run moreover, it also helps to limit and eradicate costly mistakes by any sector and department of the hotel industry to allow and support employees to perform each and every task at the right time and save resources, time, and energy. At last, it also gives the company a competitive edge of the brand to become more distinctive as enforcing standards of the company to help the communication of our brand and make it a distinct brand with respect to the rival companies (Su, N. and Reynolds, 2019). 
Brand consistency across all hotels 
Each and every hotel has its own standards, policies, target audience, and identity in the market. But the chain or franchise-based hotels have set standards of brand consistency to provide better services to the brand across all properties. All the hotel lines have the same hotel design, décor, customer service, food, and beverage offerings. In view of the second aspect, different services and qualities of the customer service perception and the notion of values must be delivered to the potential customers with the right intention of the business (Bellini, Iraqi and Damiani, 2020). 
Reputation Management:
Managing reputation effectively and importance of guest review management 
Hotel management reputation refers to the control and maintenance of the reputation of the hotel in front of potential clients for the sole purpose of growth and success. Reputation demands public conversation about the business and organization. These hotels have innovative products, management, strategy, marketing, and promotional policies to become a distinct brands and establish a reputation in the target market. Unique and new policies of businesses always attract potential customers as the reputation of the hotels depends on the service quality and facilities being provided to the potential clients. Social media in recent business promotion and management as it is a big advertising platform to promote the business. Customer reviews on the social media platform also consider the best and most effective approach to increasing the rate of reputation (Christensen and Lægreid, 2020). 
The impact of negative reviews
In any business there are two types of reviews positive and negative as people have different natures, styles, and preferences for products, services, and styles so, what is likable to someone is not assured to be liked by others also. The social side of the hotel management helps to track and keep the records of the customer services as management must be prepared to work on the growth of the business. The Resident Covent Garden is an example of the best hotel top manage its reputation in the market (Tian et al., 2019). 
Service culture:
 What is service culture?
In an organization, service culture involves the same vision to share in serving and communicating with the clients. The main goal of the organization must be the customer’s priority. But it also does not mean compromising on profitability in order to prioritize the customer’s demands and needs. But it involves understanding the customer’s needs and developing new opportunities to make a profit of the company. The main advantage of service culture adoption is to provide service in the hotel sector as a more crucial and essential experience to the people more willing to earn money (Yang, Luu and Qian, 2022). 
How does this differ from corporate culture?
The values, beliefs, practices, and behaviors define the corporate culture about how the organization operates and interact with stakeholders. It includes all the ethos and characteristics of the company including elements such as leadership style, communication patterns, employee engagement, and decision-making processes.  Covent Garden hotel are known for their excellent customer service. They intend to make their guests feel at home by providing a relaxing and enjoyable setting.
Covent Garden typically employ cordial, well-informed staff members who are happy to help with whatever the clients need. Guests at these establishments can expect individualised care because of the emphasis placed on personalization.


The brand identity and reputation of The Resident Covent Garden may be reflected in the company's service philosophy. An organization can have strong corporate culture even if lacks service culture aspect but it is very compulsory to have a corporate culture in the presence of strong service culture in the organization (Purwanto, 2020). 
Why is this important in the hotel industry?
In the hotel industry, both corporate and service culture is a crux elements for the growth and success of the hotel to depend on the quality services and customer satisfaction while attending to clients in the hotel industry. To become distinct from all other simple and common hotel industries, strong service culture help the hotel firm to build a definite customer service to build loyalty and customer satisfaction as the top priority of the management. Hotels can bring memorable experiences to potential clients with proper and exceptional customer service which will subsequently lead to positive feedback and the business will prosper ultimately and vice versa (Ouellette et al., 2022). 
Culture of service may make or break a business in the hospitality industry. Hotels that go above and above in customer service usually have a leg up on the competition. The Resident Covent Garden can improve its customer service and become the hotel of choice for more visitors by emphasising that trait among its staff. Culture of service may make or break a business in the hospitality industry. Hotels that go above and above in customer service usually have a leg up on the competition. The Resident Covent Garden can improve its customer service and become the hotel of choice for more visitors by emphasising that trait among its staff.
Recommendations:
In the hotel and hospitality sector, there are different endorsements that can be more helpful with respect to the connection between Resident Covent Garden and clients by using technology and new marketing style and strategy to grow the business because in this modern era of corporate business, customers preferred technology and attracted to use innovative products and services by the hotel and hospitality sector. Resident Covent Garden must utilize social media as a big marketplace to advertise the business. The hindrance that the company of business sectors has to follow is to continuously improve their quality service to facilitate their customers. A good and potential recovery in the hospitality sector decreases the rate of negative reviews for a good recovery, Resident Covent Garden needs to serve the best services to their potential customers by promising that hotels never compromise on the quality of customer services and always strive to provide best and most innovative services to make a better and memorable experience for the clients to stay. The management of the hotel sector also makes sure to provide customers services of exceptional level as to maintain quality (Junior et al., 2021). 
Conclusion 
As discussed in the above sections, it is concluded that there are different sectors of the hospitality sector to bring success and prosperity as perception, reputation, and market segmentation. Customer reviews on the social media platform also consider the best and most effective approach to increasing the rate of reputation. The management also involves in tracking feedback and engage customers at both online and offline platforms as in an online tracking system, the process includes tracking and analysis of all the reviews and feedback to engage customers in their inquiries. Service culture is specific to the corporate culture in focusing on exceptional customer services according to the organizational philosophy to prioritize the needs and satisfaction of the potential customers.


Referene
Bellini, E., Iraqi, Y. and Damiani, E., 2020. Blockchain-based distributed trust and reputation management systems: A survey. IEEE Access, 8, pp.21127-21151.
Christensen, T. and Lægreid, P., 2020. The coronavirus crisis—crisis communication, meaning-making, and reputation management. International Public Management Journal, 23(5), pp.713-729.
Junior, J.T., Gomes, G., De Montreuil Carmona, L.J. and Tambosi, S.S.V., 2021. Organisational Culture And Work–Life Balance As Facilitators Of Service Innovation: Study In A Technology Knowledge-Intensive Business Services Firm. International Journal of Innovation Management, 25(07), p.2130002.
Ouellette, R.R., Goodman, A.C., Martinez-Pedraza, F., Moses, J.O., Cromer, K., Zhao, X., Pierre, J. and Frazier, S.L., 2020. A systematic review of organizational and workforce interventions to improve the culture and climate of youth-service settings. Administration and Policy in Mental Health and Mental Health Services Research, 47, pp.764-778.
Purwanto, A., 2020. The impacts of leadership and culture on work performance in service company and innovative work behavior as mediating effects. Journal of Reseacrh in Business, Economics, and Education.
Razak, M., Hidayat, M., Launtu, A., Kusuma Putra, A.H.P.A. and Bahasoan, S., 2020. Antecedents and consequence of brand management: empirical study of Apple’s brand product. Journal of Asia Business Studies, 14(3), pp.307-322.
Srivastava, A., Dey, D.K. and MS, B., 2020. Drivers of brand credibility in consumer evaluation of global brands and domestic brands in an emerging market context. Journal of Product & Brand Management, 29(7), pp.849-861.
Su, N. and Reynolds, D., 2019. Categorical differences of hotel brand personality: Identifying competition across hotel categories. International Journal of Contemporary Hospitality Management, 31(4), pp.1801-1818.
Tian, Z., Gao, X., Su, S., Qiu, J., Du, X. and Guizani, M., 2019. Evaluating reputation management schemes of internet of vehicles based on evolutionary game theory. IEEE Transactions on Vehicular Technology, 68(6), pp.5971-5980.
Yang, M., Luu, T.T. and Qian, D., 2022. Nurturing service innovation through developmental culture: A multilevel model. Journal of Hospitality and Tourism Management, 50, pp.93-107.

image1.png
Prifysgol Cymru
Y Drindod Dewi Sant

% University of Wales
Trinity Saint David





