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[bookmark: _Toc134284682]EXECUTIVE SUMMARY
The report has summarised about brand consistency standards. Different hotels have been taken into consideration such as Marriott hotel, Hilton hotel and moxy hotel. Impact of negative reviews was also mentioned in the report. The need of effective review management was also described in the report. Description of service culture and comparison of service culture with corporate culture has been discussed. Importance of service culture in hotels was included. Recommendations were provided based on the market trends and challenges faced by hotel in its growth rate.
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[bookmark: _Toc134284683]INTRODUCTION 
The standards of the hotel management include both the physical standards and operational standards for example staff, quality, guest amenities, utilities, etc. maintain high standards and the correct system is a direct reflection and creation of the hotel brand so it is important to maintain the standards of hotel by proper practices. This report includes the detailed information about the purpose of brand consistency standards. Report also has the details about how hotel manage their reputation effectively and importance of effective guest review management. This also tells about the culture of the service and their difference from the corporate culture. The report comprises the importance of service culture in the hotel industry. 
[bookmark: _Toc134284684]Hotel standards
[bookmark: _Toc134284685]Brand consistency standards
The main aim of brand consistency is to create trust and credibilty. These two are differenc concepts but are cornersytones of fortunate hotels.Most of the lreaing hotels have already built their reputaion on them.Building trust  between guests and hotels  not only requires time but also requires conitent efforts .As heared before that uncertainty leads to hesitancy.Consistency is very much important for upscaling the reputaion and gorwth of hotels at highest peak. Moxy hotel has kept its consistency in its services and has gianed much  engagment.Whereas in marriot hotel consistency is nort that much as the hotel  has icnorporated some changes  in its services.Positivty is also triggered by consistency as it creates a bridge by enhacing consumer knoledge about hotel and for  marketing purpose also consistency is very valuable and proved as an assetto the hotel.The services and faciclites proviced by hotels must be similar as this consistency holds on to permanet guest and attracts more guest with the postive reviews provided by guests (Kim, , Barber,  and Kim, 2019).
[bookmark: _Toc134284686]Hotel standards
Different hotels will have different standards which hare based on class and type of hotel; it will be different depending on the goal of hotel and unique value preposition of hotel. Standardisation is most valuable element in case of hotel chain. Major concept in this concept of standardisation is expectation of guest as visitors will move towards the hotel which fulfils all requirements and expectations of guest. Marriott hotel has different standards as the rooms and infrastructure of hotel are very innovative and it does sparks creativity. It fuels imagination and also welcomes relaxation and reflection. Great food, sports to ply and some relaxation under the bright sun are provided. Service provided by Marriott hotel is very classy and superiors. It has got very attractive infrastructure and uniforms of Marriott hotel are very formal and well stitched. On the other hands moxy hotel which is also very clean and classy hotel has very casual and fun type dress code .No true athletic wear is included and it welcomes all age group people for weekend brunch.
[bookmark: _Toc134284687]Reputation management
[bookmark: _Toc134284688]Management of reputation 
Many hotels uses different tactics for managing reputation of hotels as in case of moxy hotel, automated feedbacks are being sent (Pollák, ., Dorčák, . and Markovič,2019).. The hotel ask guest to give feedback directly which results in  more number of reviews as guests are very much interested in sharing feedback at the time of personal  asking. An auto generated feedback survey is send to visitors which enable them to provide reviews based on their self experiences. Before taking this step into consideration a brief feedback must be send to guest for making them happy with the stay. It will provide an opportunity to guest top provide some honest and realistic feedback which brings loyalty of guest towards hotel. On the other side Hilton hotel gets in touch with guests pre stay which often reduces the chance of bad visitor’s experiences. Using pre stay interaction for gathering data and information about guest’s particular needs and requirements will defiantly add value to customers stay (Perez-Aranda,., Vallespín, . and Molinillo, 2019).
[bookmark: _Toc134284689]Importance of effective guest reviews management
This concept has been very essential due to some of the elementary part such as it boosts trust and credibility (Su, . and Reynolds, ., 2019). Reviews of hotels matters a lot because these reviews tells hotels about experiences of guests and enable them to make necessary changes to enhance the quality of services of hotel. In Hilton hotel different measures have been used to manage these reviews of guest. Web check in is one of the facility which is provided by hotel to its guest which will enable guest to check in to their rooms with password and security. Privacy of guests is protected and no other person is allowed to enter the rooms. Moxy whereas provides very authentic way of privacy which involves card system which is only available with guests. Review management is very essential as it generates sales and revenues when hotels are featured on review platforms, many negative reviews are there which enable hotels to manage some changes and enhances the sales and revenue by providing honesty to guests.
[bookmark: _Toc134284690]Impact of negative review
Negative reviews are considered as feedback shared by guests if they had any bad experience in the services provided by hotel. Major impact of these negative reviews lays on financial factor of hotel. The booking rates are affected and not only this but volume of reservation also drastically decreases which impacts the turnover. Pricing package or rooms has completely become very complex as there are needs to focus on the review system also. When it comes to viewing the negative reviews, mostly share reviews are the bad ones .People generally does not share positive feedback but provide negative feedback (How negative reviews affect business,2023). A study by dimensional research has concluded that responders’ were 50 percent likely to share negative feedback instead of positive ones/Words like disappointed and negativity is used which impacts on the working style of staff members as they might get very demotivated. As these reviews are online, the reputation of hotels also gets deteriorated to a greater extent which affects hotel members emotionally and financially.
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[bookmark: _Toc134284692]Service culture description
Service culture basically defines the culture of hotel which is focussed on services of customer, so it can be also called as customer service culture. A hotel with service culture generally focuses its process and mission on serving the guest first and foremost (Radojevic, Stanisic, . and Stanic, 2019). Its basically an environment where staff members are totally obsessed with providing very superior services to its guests’ literally defines the concept of going above and beyond call of duty for  ensuring the people which are paying for products and services are delighted. Service culture of moxy hotel is very advanced as augmented realty services as been launched by hotel which offers guests chance to achieve prizes by exploring the Smartphone’s of hotel. On the other side Hilton hotel has experienced very greats service culture as they welcomes and hosts guest more than a billion people which included curating exceptional experiences and some extraordinary stays with some memories to remember lifetime (Xu, ., Stienmetz, . and Ashton, 2020).
[bookmark: _Toc134284693]Difference between service culture and corporate culture
Corporate culture is basically shared beliefs, values and all behaviours of hotel’s employees which are expressed through social interactions and environment of work. It is very essential as it also helps in sharing the identity of hotel. creates some positive work environment and also drives  productivity and employee engagement (Padma, . and Ahn, 2020). Both hotels moxy and Hilton has very appropriate corporate culture which is reflected in the values and ethics provided by hotels. It can have effect on the attitude and behaviour of customers along with hotel’s bottom line. The only and major difference between both these cultures is that in this corporate culture  procedures and policies are totally directe3d towards  mission and vision wher4eas in service culture .hotel follows only one norm religiously which is premium customer service. Corporate culture is generally reflected in dress code, timings of hotels, hiring decisions and treatment of employees. It is influenced by traditions and national cultures and products. Different types of corporate cultures are clan culture, adhocracy culture, hierarchy culture and market culture (Joseph, and Kibera,2019).
[bookmark: _Toc134284694]Importance of service culture in hotel industry       
Service cultures directly reflect the standards and brand of the hotel or company. It outlines the right attitude and tone for the members of the staff for automatically makes the correct call. It acts as the key factor or principle that leads to excellent service. It straight results on the quality of the service that tends to attract more guests in the business (Dawson, and et.al. 2023). The good cultured service refers to surrounding in which staff members plays a crucial role in providing superior services to customers.A service culture with excellently practice helps the business to grow and develop which result in increase the productivity and revenue of the hotel industry (Radojevic, Stanisic, and Stanic, 2019). It also leads in the sustainable practice of the business which increases the profit level and pleasing the guest.   
[bookmark: _Toc134284695]Recommendation
I would provide recommendation on different market trends as there are many trends which are prevailing in market which might affects the hotel and its visitors. Hotels need to run with these trends to establish better reputation of hotels. The most top prioritised trend is digitalised guest experience. Apps are very much essential in today’s worlds where very person requires services which are less hectic and complex. With the advancements in the technology hotels can make necessary changes which will help in attracting more people towards hotels. Use of mobile check in, voice control, biometrics and contactless payments are some of the digitalised services which can be provided to guests which ease their issues (Xu, Zhang, ., Zhang,  and Wang, 2021).
Many challenges are faced by hotels like n hiring and retaining staff which is the common issue faced by most of the hotels. Lack of skills in educated youths mostly graduated from education houses is considered as major challenge .There must be dissatisfaction in salary aspect as employees may expect higher salaries but hotels might not be able to fulfil this expectation of employees. I would like to suggest that a feeling of culture and value of tea members can be cultivated which will attach employees to their jobs instead of quitting (Šerić, . and Mikulić, 2020).

[bookmark: _Toc134284696]CONCLUSION
The above report has concluded about different hotel standards which included main aim of brands consistency standards. The analysis has helped in comprising different hotel having different standards like uniforms, design of hotels and much more. This study has helped in understanding the importance of effective guest reviews management, service culture and impact of negative reviews on hotel. Distinctive measures have been taken into consideration for managing the reputation of hotels productively. Correlation between service culture and corporate culture were indentified. The recommendation regarding market trends and obstacles faced by hotels  like retaining and hiring the staff has been incorporated.


[bookmark: _Toc134284697]REFERENCES
Books and journals
Casado-Díaz and et.al., (2020). Negative online reviews and webcare strategies in social media: effects on hotel attitude and booking intentions. Current Issues in Tourism.23(4). pp.418-422.
Dawson, M., and et.al. (2023). Hospitality organizational culture: impact on employee’s job satisfaction, organizational citizenship behaviors, service recovery performance, and intention to leave. Journal of Human Resources in Hospitality & Tourism, pp.1-29.
Joseph, O.O. and Kibera, F., (2019). Organizational culture and performance: Evidence from microfinance institutions in Kenya. SAGE open, 9(1), p.2158244019835934.
Kim, Y.H., Barber, N. and Kim, D.K., (2019). Sustainability research in the hotel industry: Past, present, and future. Journal of Hospitality Marketing & Management. 28(5). pp.576-620.
Luo, J., Huang, S. and Wang, R., (2021). A fine-grained sentiment analysis of online guest reviews of economy hotels in China. Journal of Hospitality Marketing & Management. 30(1. pp.71-95.
Padma, P. and Ahn, J., (2020). Guest satisfaction & dissatisfaction in luxury hotels: An application of big data. International Journal of Hospitality Management. 84.p.102318.
Perez-Aranda, J., Vallespín, M. and Molinillo, S., (2019). Hotels’ online reputation management: benefits perceived by managers. International Journal of Contemporary Hospitality Management. 31(2). pp.615-632.
Pollák, F., Dorčák, P. and Markovič, P., (2019). Reputation management. Promotion and Marketing Communications, pp.53-72.
Radojevic, T., Stanisic, N. and Stanic, N., (2019). The culture of hospitality: From anecdote to evidence. Annals of Tourism Research. 79. p.102789.
Šerić, M. and Mikulić, J., (2020). Building brand equity through communication consistency in luxury hotels: an impact-asymmetry analysis. Journal of Hospitality and Tourism Insights. 3(4). pp.451-468.
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.
Xu, F.Z., Zhang, Y., Zhang, T. and Wang, J., (2021). Facial recognition check-in services at hotels. Journal of Hospitality Marketing & Management. 30(3). pp.373-393.
Xu, S., Stienmetz, J. and Ashton, M., (2020). How will service robots redefine leadership in hotel management? A Delphi approach. International Journal of Contemporary Hospitality Management. 32(6. pp.2217-2237.
Online
4 Things You Should Know About Moxy, Marriott's New Hotel Brand,2020,[online] accessed through< https://www.shermanstravel.com/advice/5-things-you-should-know-about-moxy-hotels>
Hospitality Industry Overview,2013,[online] accessed through < https://www.slideshare.net/techno-func/techno-func-hospitalityoverview>
Hotel Moxy London Heathrow,,2023,[online] accessed through < https://www.hrs.com/en/hotel/moxy-london-heathrow-airport/a-936281/>
Hotel Service & Facilities,2023,[online] accessed through < https://www.pixtastock.com/illustration/31222273>
How negative reviews affect business,2023,[online] accessed through < https://blog.reputationx.com/impact-negative-reviews#:~:text=Negative%20reviews%20can%20seriously%20impact,and%2C%20of%20course%2C%20revenue.>
Moxy London Stratford,2023,[online] accessed through < https://www.tripadvisor.com/Hotel_Review-g11963623-d12814842-Reviews-Moxy_London_Stratford-Stratford_City_Greater_London_England.html>
Services Provided to Guests by Front Office in large, luxury hotels,2018,[online] accessed through < https://www.slideshare.net/Praveen11771/guest-services-in-large-hotels>
The Hotel Marketing Mix,2023,[online] accessed through < https://setupmyhotel.com/train-my-hotel-staff/sales-and-marketing/285-marketing-mix.html>



