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Executive Summary
Service culture is cited as a corporate culture that places emphasis on serving customers. In the hospitality industry, service culture helps ensure a higher quality of customer service by incorporating customer-centric approaches. The integration of service culture helps attain customer loyalty whereas, the absence of service culture service failure whereby customers’ expectations remain unmet. 
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[bookmark: _yrj8eg2ksgd5]Introduction
Guest service in the hotel means those services and amenities which help the hotel provides to its guests. The nature of guest service is to provide a high level of service to the guests from top executives to new travellers (Walker, 2021). The scope of guest services is to assist guests with the check-out and check-in processes and provide the guests with hotel service information and accommodation till the time they are staying in the organisation in a very courteous, friendly, and attentive manner.  The hospitality industry is one of the most vital industries of the UK that provides employment to 3 million people and contributes £66bn GBP to the economy of the UK (gov, 2023). The aim of the report is to analyse the importance of reputation management and service culture to understand the importance of effectively monitoring guest service approaches. 
[bookmark: _ei44pw8nilc2]Main Findings 
Reputation management 
Reputation management is a pivotal component and a key measure of performance which functions as a mechanism that decreases uncertainty for the customers and enhances the effectiveness of marketing, customer base and satisfaction rate.  Moreover, it is also important for the hotel industry as it increases sales and revenue by increasing the trust level of potential clients and appreciating relationships with past clients. According to Balinado et al. (2021), a positive perception about the brand impacts the sales positively and maximises the revenue. Moreover, there is a direct relation between the online reputation of the hotel and its success. For instance, Disney parks and resorts rank third after Premier Inn and Travelogue in terms of popularity in the UK (Statista, 2022). 
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Figure 1: Most popular hotel brands in the United Kingdom
(Source: Statista, 2023)
This popularity has helped them to generate a revenue of 29 billion USD with an increase of 12 billion from its previous years (Statista, 2023). 
Guest service standards have a direct connection with reputation management. 
The standards of guest services have a direct relationship with reputation management. It is because if the employees of the organisation are rude and unhelpful or provide poor services to the guests then the guests are more likely to provide a negative review which may damage the reputation of the respective hotels (Solomon, 2016). As a result, the number of bookings will also decrease impacting the sales and revenue of the organisation. For example, Britannia Hotel is rated as the worst hotel consistently in the past 10 years with a customer satisfaction score of 56% (Parveen 2022). This negative reputation has impacted the organisation negatively in terms of employment, revenue and many other aspects. For instance, the organisation has lost almost 10 million and needs to cut almost 1,000 jobs. Moreover, the revenue fell by £80m as per the latest financial documents of the organisation (Manchester Evening News, 2023). 
Brand consistency/ Hotel standard
The brand standard helps to ensure that consistency is maintained across all the properties irrespective of their location and size. In order to maintain the hotel standard and brand consistency organisations need to invest in training their employees. There are various training models that can be used to maintain the standard of the hotel. Among them most popular is job training which is provided by many repetitive organisations in order to maintain their hotel standard. For example, Marriott is a leader in paid on-the-job training, where the employees are provided with a supportive work environment and learn the values and culture of the organisation (Marriott, 2023). 
According to Liu et al. (2021), maintaining brand consistency enables customers to know what they expect from the organisation and makes the brand appear more cohesive. For instance, the Ritz Carlton hotel has almost three thousand brand standards which are maintained across 90 of its hotels worldwide. There are different standards that are maintained in different departments of the organisation. The organisation empowers its employees and makes them accountable for knowing each standard applied to their respective department. For instance, the person who works in reception needs to answer the call “within three rings” which is the standard of that department (Solomon 2015).
Service culture 
Service Culture is defined as a category of corporate culture whereby the focus is concentrated on continuous improvement of customer services.  In the hospitality industry, service culture is characterised by a strong commitment towards services and customers (Dikmen and Bozdağlar, 2017).  Under such cultures, corporate employees are constantly encouraged to undertake a customer-centric approach in their regular duties and work. The significance of service culture is related to obtaining a higher level of customer loyalty. According to Michaelides (2017), customer-centric approaches to service provision in the hospitality industry led to customer satisfaction which, in turn, leads to higher degrees of customer loyalty. Customer-centric culture in the hospitality industry, therefore, entails meeting guest needs, providing superior guest services, and empowering employees to be able to cater to customers’ demands. The example of Marriott International’s “Spirit to Serve” can be considered one of the most prominent examples of service culture. As per the “Spirit to Serve” philosophy, the organisation believes in taking care of its employees so that they can take care of its customers (Marriott, 2023). The service culture embedded within Marriott International has helped the organisation gain 16% customer loyalty over the years (Knust, 2023). Therefore, it can be said that the service culture of an organisation influences the achievement of customer loyalty. 
The case example of Disney can also be considered. According to Jones (2018), Disney creates exceptional guest services by empowering cast members. For this purpose, Disney has a dedicated Disney Institute where cast members are trained to provide excellent guest services. Key attributes that are modified in the Disney Institute are customer experience, leadership excellence, quality services, and employee engagement. 
In the absence of service culture, a corporation might experience service failure which is characterised by the inability of an organisation to meet customer expectations. Service failure, in turn, might lead customers to perceive a company negatively who would eventually spread negative word of mouth. Therefore, in order to deal with situations of service failure, a company might consider using compensations like refunds, coupons, discounts, apologies, or other forms of tangible or intangible compensation. An example of an instance of service failure is the recent customer data breach in Marriott International hotels. As per reports, the inability of Marriott International to secure customer data affected nearly 339 million of its guests worldwide and incurred a fine worth £18.4 million on the company (BBC, 2020). Such failures not only cause monetary loss to a company but also cause long-term reputational damage at the same time. 
[bookmark: _10lw9ek50vn7]Conclusion
In conclusion, it can be said that it is important to monitor the guest service approaches as it is directly associated with customer service, sales, and revenue of the organisation. It has been seen from the report that managing reputation is an important aspect of guest service approaches as the perception of the guests is built on the base of the reputation of the organisation. From the examples of Disney, it has been found that the popularity of the hotel has contributed to its rising sales. On the other hand, Britannia is not able to manage the standard of the hotel which diminishes its reputation as well as sales. Hence, it can be said that these approaches contribute highly to managing guest services. 
[bookmark: _q8u5uqfx5our]Recommendations
Based on the above discussion some recommendations can be made to the hotel industry. For instance, presently the industry is facing obstacles in managing operations and supply chains due to labour shortages due to the Brexit and pandemic. According to the market trends of the UK hospitality industry, organisations may use digitalisation such as the use of machine learning, AI and others in order to reduce human work. In addition to that, robots can be used for room services, maintaining hygiene, housekeeping and others which will enable them to mitigate the challenges faced due to labour shortage. 
The market size of robotics is increasing with an annual growth rate of 25.20% between 2018 and 2028. In addition to that the service robotics will dominate the market with a market volume of 1.11 billion USD in 2023 (Statista, 2023). There are various hotel brands which are using robotics to maintain their brand reputation as well as improve their service quality. This includes Hilton, Aloft’s butler robot, Crowne Plaza, delivery robot, front desk robots in Henn na Hotel and many more (Baiju, 2019). Connie is the robot used by Hilton which is made using the IBM artificial intelligence platform. This robot can interact with the guests due to its speech recognition capability. In addition to that the system is also able to learn and adopt each interaction to improve answers that it provides. 
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