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[bookmark: _Toc134852384]Executive Summary
Hotel standards vary depending on the industry and the setting, and successful hotels recognize the value of reputation management. The requirements for brand consistency assure conceptual, linguistic, and design coherence, while the level of service varies greatly amongst hotels. To keep a good internet reputation, attract new customers, and guarantee a business's long-term success, hotel managers must keep an eye on guest reviews. Negative reviews can hurt company. Therefore, hotels must respond to any concerns in order to retain a positive internet reputation and attract new customers. A company's service culture, which prioritizes customer service and puts the client first, is crucial to its long-term success. Corporate cultures that value serving customers' demands and providing outstanding service are crucial for a company's success. Hotels must therefore prioritize quality, reputation, and service culture in order to thrive and maintain their top position in this business for a long time.
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[bookmark: _Toc134852385]Introduction 
In today's competitive global market, hotels that provide poor service or have a negative image will suffer the consequences. The term hotel standards refer to the minimum expectations for a hotel. Hotel requirements are context- and market-specific (Soelton, 2018). Successful hotels understand the importance of reputation management. Hotel reviews have become increasingly guest-driven thanks to sites like TripAdvisor and Kayak. Because of this, hotels need to keep an eye on guest feedback and act swiftly to resolve any concerns that may arise. The quality of service at a hotel directly affects its reputation. Repeat buyers who also submit glowing evaluations are valued. Topics to be covered in the report include brand consistency, hotel management, service culture, and competition in the market. 

[bookmark: _Toc134852386]Findings
[bookmark: _Toc134852387]Hotel Standards
Brand consistency standards combine a company's marketing and customer service under a single brand. Brand consistency guidelines ensure design, linguistic, and conceptual coherence. Keeping the company's image in good shape ensures client trust (Natarajan et al., 2019). Consumers identify and recall brands that are consistent and reliable in their presentation. Brand consistency facilitates the convergence of marketing and operations. By conveying their beliefs and aims, businesses can create brand consistency. One example is the InterContinental Hotel Group. The hotel chain meets the criteria for a worldwide conglomerate because its operations span more than a hundred nations (Voegeli, 2021). The hotel is so well-known that it uses an identical brand identity everywhere. It promotes its brand online and offline, increasing its standing in consumers' eyes. Guests' familiarity with a hotel increases if its trademark logo and branding are used consistently.
The quality varies widely amongst hotels. A hotel's rate can range widely based on its star ranking, audience of choice, location, and cost. A luxury hotel, for instance, may have more stringent requirements than a cheaper one (Mokhtar and Sjahruddin, 2019). Luxury hotels are known for superior service and luxurious amenities. In contrast, cheaper hotels may only provide the bare essentials and provide a lower standard of service. The middle of Inter-continental will not as the same as hotel stand continental, which only has 2-star facilities.
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[bookmark: _Toc134852389]The Way to Manage Hotel's Reputation Effectively
Hotel managers are always very attentive to the hotel's reputation as it helps attract more customers. Some ways are described below how they continue hotel reputation: 
Evaluation of Reviews: Hotels frequently distribute comment cards and survey forms to visitors after their stay for their comments (Reidhead, 2020). Hotels may show their dedication to their customers and boost their internet reputation by responding to this feedback quickly and adequately. As the example of Hotel Sophia shows, many negative reviews can be enough to bring down a well-established establishment.
Adept Stuff: Providing excellent service to guests is crucial to a hotel's success. Hotels put resources into training programs that emphasize providing exceptional service to guests and instilling in employees an appreciation for their feedback (Lee et al., 2020). As trained staff are more likely to behave gently with the customers, making them happier and more comfortable in that circumstances. 
Digital Media Engagement and Bad Reviews Feedback: Marketing campaigns rely heavily on digital media. Hotels may quickly interact with more guests via this media. Hotels' prospects of attracting guests improve as their staff shows tremendous enthusiasm (Leite and Azevedo, 2017). Therefore, it is vital to address any complaints they may have.
[bookmark: _Toc134852390]The Importance of Effective Guest Reviews Management
Successful management of visitor feedback is essential for any hotel. Before booking a reservation at a hotel, many people who travel today check evaluations left by previous customers (Hanisch et al., 2016). Evaluation is made possible by the abundance of online resources. Hotels that do an excellent job tracking visitor reviews can identify the areas where they need to improve, resolve customer complaints, and demonstrate how dedicated they are to delight their visitors. Building credibility and trust with potential customers can also be aided by providing prompt and knowledgeable responses to guest feedback and reviews. Because of this, the possibility of making a reservation at the hotel will increase (Roozen and Raedts, 2018). Keeping a positive reputation online, drawing in new customers, and ensuring the continued success of a business over the long term all require vigilantly monitoring the feedback provided by customers.
[bookmark: _Toc134852391]The Impact of a Negative Review
A hotel's credibility can suffer as a result of frequent visitor complaints. Potential guests may hesitate to book if there are enough negative internet reviews. A hotel's online reputation may suffer if guests only see complaints, mainly if they are widely available and difficult to erase. The Union Jack Club in London has suffered from negative reviews. A TripAdvisor user who booked a stay for their elderly parents in 2017 expressed dissatisfaction with the motel. Even after offering reimbursements, the hotel's web rating and trust among prospective clients decreased, and it took months for them to recover (IOH Management Standards, 2022). Negative hotel evaluations on the internet can be detrimental to business. Proactive management that answers consumer concerns aids in the reduction of inadequate assessment. By reacting immediately and effectively, hotels may turn a negative review into an opportunity to gain the trust of potential guests. Unfavourable reviews can harm the image of a hotel. Thus, they must maintain a pleasant online presence and draw new clients.
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What usually means by service culture is the shared understanding among all employees of the importance of satisfying customers. It is essential to foster a culture in which every person, from upper management to the front line, is focused on satisfying customers (Fernandes and Fernandes, 2018). A service culture is characterised by its emphasis on the customer, its willingness to anticipate their requirements, and the lengths to which it will go to meet those demands. Businesses must give employees the resources they need to develop personally and professionally. Since happy customers are more likely to spread the word and make repeat purchases, a company's service culture can significantly impact its long-term success.
[bookmark: _Toc134852394]Difference Between Service Culture and Corporate Culture
An organisation's service culture and its corporate culture are complementary yet distinct. A company's service culture is its core beliefs and practices around customer service. It stresses the importance of providing outstanding service and prioritising the customer (Ngacha and Onyango, 2017). When people speak of corporate culture, they refer to the norms and customs that determine how a company's management treats its employees, how decisions are made, and how the company is structured. Differentiating between the service and company culture is essential for their success. A company's service culture will not amount to much if it is not backed up by the rest of the business's culture or if the two are at odds with one another. Therefore, a company needs both a service culture and a corporate culture to thrive.
[bookmark: _Toc134852395]Importance of Service Culture in the Hotel Industry
A strong service culture is essential in the hospitality industry because guests' satisfaction and loyalty measure success. A hotel with a service culture that places a premium on satisfying guests will stand out from the crowd and get repeat business and glowing reviews. In the hospitality industry, guests want an unforgettable experience. Hotels can create a customer-centric culture by encouraging a service mentality in which every employee strives to meet and exceed guests' expectations. A hotel's long-term profitability depends on the satisfaction of its guests, the amount of money it brings in, and the good name it earns in the community. The service culture of a firm is the shared set of ideals, norms, and practices that govern how its employees treat customers (Meng et al., 2020). It emphasises the significance of prioritising customers' needs and delivering exceptional service. Success in the service industry requires a service culture in tune with the larger business culture. A service-oriented company can fail if its values and practises are at odds with those of the more prominent organisation. Therefore, service, and corporate cultures are essential to an organisation's success.















[bookmark: _Toc134852396]Conclusion 
The hotel industry's success is determined by various elements, including standards set by hotels, management of reputation, and service culture. Customer satisfaction, loyalty, and revenue can all increase if the quality is consistently high, the online reputation is well-managed, and a positive service culture is maintained. Hotels facing increasing competition must focus on these areas to survive and grow in the long run.

















[bookmark: _Toc134852397]Recommendations
There are always some ways to perform better, which is why there are some recommendations regarding hotel standards, management, and service system. 
· Arrange regular training programs for the employees. An effective employee can give complete customer service, contributing to holding more loyal customers.
· Ensuring more technology and green in the hotel. The green hotel will establish that this hotel is more responsible for the environment, and the intelligent room will give more comfort to the customers.
· Appoint digital media manager will effectively handle the digital platform reviews and analyse the customer want and give plan according to the customer preference. 
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