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Executive Summary
This report aims to discuss the hotel industry in context of three dimensions: hotel standards, reputation management and service culture. Through real examples from hotels’ development, it highlights some of the important aspects of each dimension. In the end, based on given information are proposed a few personal recommendations about how hotels can improve their standards and how to manage their online platforms according to actual customers’ trends.
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[bookmark: _Toc137467364]Introduction
Hospitality is one of the fastest growing and complex industry at this moment (Glion, 2023). It has a major impact within peoples’ lives. Opening a business in hospitality is not just about to create a positive economic growth, it involves employment opportunities, infrastructure development, social development. Additionally, this industry drives to the United Nations 2030 Agenda’s goals, which is implementing global sustainable tourism (Aguinis et al., 2023). Knowing the target audience is one of the most important factors in developing a successful business. According to Ramgade and Kumar (2021), hospitality industry is very competitive. To avoid being left behind, businesses must apply new marketing strategies and to improve their services to attract younger generations. Today, hospitality industry become a niche for the largest living generations: millennials and Gen Z. So, the future of any hospitality business is to cater their needs such as implementing ecofriendly practices and introducing advanced technology.
[bookmark: _Toc137467365]Main Findings
Relating to hotel industry which is a huge part of hospitality the main purpose of the business is to make profit. However, hotel management is focusing on how to offer customers the best experience possible. This is the second nature of the businesses but for maximizing the profits customers are centered and hotels tend to develop the best strategies to satisfy them (Martin, 2019). 	
[bookmark: _Toc137467366]Hotel Standards
Standards are frameworks which helps businesses to implement changes in context of products, processes, and people. The standards may differ regarding specific sector and country (NQA, 2022). Two of the nationally accredited bodies The AA and Visit England are authorised to rate the hotels throughout the British Isles. The AA introduced for the first time the star rating scheme in 1912 which was based on inspecting the quality of services and facilities within hotel sectors (The Nare, 2023).
A hotel includes tangible and intangible sides. Firstly, to consider for opening a hotel is the tangible side which are the facilities. From planning a safety building to the food hygiene there are no excuses if something goes wrong considering regulations, lows within business. Neglecting the breaches may involve big financial costs and even imprisonment of people in charge. Standards under the law are like a minefield of bureaucracy to consider before becoming a hotelier (Assetsure, 2023). A good example of a poor fire safety regulations implemented in a hotel industry is the real case from 2017 at Cameron House Hotel (BBC, 2023) (fig. 1).
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Figure 1
As mentioned earlier, today, one of the hotels’ standards is sustainability. So, Vastin, an organisation which has as main objective to get the LEED Gold and higher standards to reflect the level of sustainability of the buildings what they operate. This organisation signed even an agreement with Marriott International to operate the Moxy hotel chain under franchises (Vastin, 2023a, 2023b) (Fig. 2).
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Figure 2
On the other hand, is the intangible side which is customer service. This is about the interaction between the employees and customers. According to Paskin (2021) whether it is a hotel, pub, or restaurant the conclusion of the interviews with several operator in hospitality highlighted that front of the house teams are the key to achieve the standards in hospitality service (Fig. 3).
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Figure 3
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As mentioned by Zdzislawa (2022) the reputation is the strategic intangible side of the company. It gives the company a competitive advantage from management point of view. The reputation is in fact the public view on quality of products, quality of services and company’s movements throughout its development. Company’s reputation is the key factor in hospitality. Based on, it is important to manage the reputation in the right way. (Endang, Widji and Boge, 2020). Today, the advanced technologies make the information to fly across the world in no time. In consequence, the online reputation has multiplied manifold. However, it is a good or bad feedback from the customer, there should be given a response for letting the guests to know that their opinions are important. Below are attached two examples of review from costumers to the hotels and the responses from the staff (Trip Adviser, 2023) (Fig. 4, 5).
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Figure 4
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Figure 5
Based on given examples it can be concluded that online reputation managing includes three steps: monitoring, repairing, and building the hotel reputation. Customers are more likely to trust the other customers. So, the reviews are a major factor in hotel reputation. Based on statistics, about 93% of the people are using online reviews before to book a room in the hotel. Besides, 52% of travellers never book a hotel with zero reviews (Guest Touch, 2022).
The other aspect of hotel reputation is its rating. In the article written by Pitrelli (2022) the CEO of the travel technology company Hotel Planner explained that ‘reviews are the pot of gold behind the star rating, and every travel agency publishes both’ but because there is not a single star rating system across the industry every hotel can be rated different. This is the case of Singapore’s iconic Marina Bay Sands which is rated as 5 stars on Booking.com, 4 stars on Forbes Travel Guid and 3 stars on Frommer’s. This is because different platforms use own rating system (Fig. 6). Based on the same article in Fig. 7 says what are the standard of a 5 stars hotels and how customers can find a ‘true’ five stars hotels.
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Figure 6
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Figure 7 
On the other hand, hotel reputation is not only about the property and its service, CEO’s name is often related to a company. Taking into account that over the time hotel reputation turned to be an indispensable thing within hospitality industry, any personal or company crisis can affect business irreversible (Customers Aliance, 2023). 
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According to Seismic (2023) for a good function of business within hospitality is important to have a good organizational culture which is about creating an environment where the employees are working effectively and developing their skills, and a good service culture which is about that customers need are the priorities of the business. The importance of costumer cervices culture is that to provide the best experience to guests. Thus, a positive service getting customers’ loyalty (EHL, 2023). Ritz-Carlton is one of the best examples to think for building an excellent service culture. It even earned the recognition for top customer satisfaction. The Ritz-Carlton culture is built on ‘gold standards’ which starts with the motto ‘Ladies and Gentlemen serving Ladies and Gentlemen’. Its best practice referred to hire people with a ‘service mentality’ (Fig. 8). To train and to reward them and by these to encourage them to sustain hight standards for service. (Schaefer, 2019).[image: A picture containing text, font, screenshot, line
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Figure 8
[bookmark: _Toc137467369]Conclusion
As a final observation, a big range of offers grow people’s expectations. The competitive world challenges hotels to understand their target audience better and so to fulfil their psychological needs. For reaching the customers’ loyalty, hotel industry at present is willing to set higher standards towards sustainability and technology, to adopt new strategies to manage the online hotel reputation, and to work continuously to create a valuable service culture. Therefore, the hotels can not just meet customers’ expectations, they can create a WOW factor. Something unique and unforgettable for each of the guests.
[bookmark: _Toc137467370]Recommendations
Overall, I would list a few recommendations to hotel industry:
· In my opinion is a good idea to implement a global rating system which was proposed by World Hotel Project a wile ago (Pitrelli, 2022). I think it should not replace the national rating it should be published as an additional thing. Thus, a national and a global rating will be helpful for those traveling around the country and for those going aboard. Both ratings will give customers the best picture about what to expect from a hotel.
· Regarding the hotel standards and service culture I recommend to the hotel industry to prioritize two aspects: to build a safety and sustainable building under the law standards. As mentioned earlier, customers are centered if even the main purpose of the business is to make profit, every guest want to know they are safe, and they are helping environment, as the present tends are to be ecofriendly.
· Referring to the service culture, I thigh that the human factor must be in absolute balance with the newest technologies. The employees’ personality and skills must be developed in the way what will motivate them to provide exceptional service.
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Vastint Hospitality was established in 2012 to generate long-term value by investing in and developing hotel and

About us - Portfolio News Contact Vastint Hospitality -

student properties across Europe.

Vastint Hospitality is in the process of building a portfolio of at least 50 hotel investments across Europe over the
next five years by acquiring sites for development predominantly in Germany, the United Kingdom, Italy, the
Netherlands, France, Belgium, Austria and the Nordics.

Vastint Hospitality has entered into an agreement with Marriott International to develop and own new limited
service hotels under their new Moxy Hotels brand. The hotels will be operated under franchise agreements by
third party operators and will be retained by Vastint Hospitality in its investment portfalio. The development sites
will be in major business locations such as city centres, airports, business parks, exhibition centres and railway
stations.

Social respontibility
Vastint works towards positive long term social,
economical and environmental solutions and
“Gevelopments. We consider It to be a never ending
job to continuously learn more and improve our
Way of working with sustainability.

VASTINT

Aboutus- Portfollo News Contact Vastint Hospitalty -
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Moxy Chester has been awarded LEED Gold
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“Chefs see front of house as enemies. They are your friends. At Le Manoir we have
meetings every week where we talk about any problems. It's important that chefs
talk with front of house staff.” — Raymond Blanc, chef proprietor Manior aux
Quat'Saisons.

“You need to treat people how you want to be treated and that goes for staff and
customers. If you've got a manager who's not very inspiring and doesn’t push the
team in the right way there’s not much hope. The manager’s got to be the right
person from the start - it has such an impact on staff.” — Sally Whelan, director of
The Mystery Dining Company.

“I think delivering great customer service comes down to having a great team. Great
hospitality comes from great hospitality people. Therefore don't be afraid to hire
people with limited experience. If they have the right attitude and genuinely believe
in delivering great hospitality, then you can train them the rest. But you cant train
them to enjoy looking after people.” — Sam Harrison, owner of Sam’s Brasserie in
Chiswick and Harrison's in Balham.

“The real key to delivering excellent customer service is identifying why your
customers are there. This allows you to match their motivations with products and
service right for their particular experience. The magic of service comes when
teams are equipped at all levels with a thorough understanding of procedures,
products and expected levels of behaviour, which together will meet and hopefully
exceed the customers’ expectations.” - Mark Maltby, programme director of World
Class Customer Service at The National Skills Academy for Hospitality.

It's all down to personality. If you've got the right personality for a certain role your
passion will come out and shine. Knowing your product and delivering that
knowledge in a nice and inviting manner is also vital. We're all in sales at the end of
the day.” - Scott Malaugh, owner, the Fox & Anchor.
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A5 Joseph Cwrote areview May 2023

QPotomac, Maryland « 2 contributions

90000
Strange experience with hotel

I'had a strange experience with this hotel. | made a booking months ago thro
Expedia and fully prepaid with my credit card. Unfortunately due to a fraud
incident I had to cancel the credit card. The hotel requires me to present the
credit card used for booking at time of check in. But now that card is cancelle
So | asked Expedia if | can use a different card because the booking card hat
been cancelled. Guess what? Expedia tells me the hotel said no. So my only
option s to cancel the whole booking for a refund. Does any of this make sent
Because of fraud, | have to cancel a credit card and because of that the hot
will not honour the booking? Credit card fraud and cancellation could happe
to anyone. How should a customer book with this hotel with any confidence tt
the booking will be honoured?

Readless &

Date of stay: May 2023

Response from Hotel Team, Guest Services / Front Office at Holiday Inn
Southampton

Responded 1week ago

Dear Joseph C,

Thank you for taking the time to provide feedback about your experience with
the hotel.

I would like to apologize for the challenges faced regarding your reservation.
We always strive to help our guests and accommodate their requests when
possible.

Please do not hesitate to contact us directly at
frontoffice@hisouthampton.com if we can assist you any further.

Sincerely,

Mariona Barris i Garcia

Front Office Supervisor
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Undercover Traveller wrote a review Apr 2023 eoe

Q San Francisco, California « 38 contributions « 8 helpful votes

|
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A pleasant surprise, recommended
On arrival on a late Sunday evening, the hotel lobby was bustling with activity to surprise. The room was
large and well appointed, with one of the comfiest beds I've experienced in a hotel. Staff were friendly

and attentive throughout. Bathroom also large and modern. Whilst this isn’t a five star experience | do
feel it is value for money and possibly one of the top hotels in the area. Highly recommended.

Read less a

Date of stay: January 2023

Trip type: Travelled on business

This review is the subjective opinion of a Tripadvisor member and not of Tripadvisor LLC. Tripadvisor performs checks on reviews as part of
our industry-leading trust & safety standards. Read our transparency report to learn more.

|ﬁ Helpful [1] Share

o Response from rob snaith, General Manager at Portsmouth Marriott Hotel eoe
Responded 26 Apr 2023

Dear UnderTravel,

Thank you for taking the time to share your review, and i am truly pleased to read that all was to your
complete satisfaction.

Kindest regards and we look forward to welcoming you back to the hotel in the hopefully not too distant
future.
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Booking.com said its stars are designated by the hotels themselves. Forbes
Travel Guide, however, uses professional, anonymous inspectors who access
“900 objective stands,” according to its website. And to add to the confusion,
Frommer’s website states its star ratings only go from one (“recommended”) to

three stars (“exceptional”).
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How to find a “true” five-star hotel

Hentschel said five-star hotels are “rare” and “unique in every way,” with
amenities such as luxury bedding, over-sized marble bathrooms constructed
with granite and marble, and original artwork.

Most have “butler service, valet parking, gourmet restaurants, lavish spas, full

service health clubs and personal trainers,” he said. “Heated pools, plus golf
courses or tennis centers may be on [the] property.”
Capella Singapore’s Stray said a five-star hotel is defined by three distinct

characteristics.

“If you want to be a true, high-end luxury five-star hotel, your physical product

needs to be immaculate,” he said. “It cannot be a cookie cutter hotel.”

But that's not all. “You don’t win by that,” said Stray. “But if you don’t have it,

you’re not in play.”

Secondly, a true five-star hotel must employ people who understand that

“everything revolves around the guest,” he said.

“It’s not casy to work in a luxury hotel. It’s much casier to work in a more

streamlined hotel because we demand so much more,” said Stray. “It’s about

the old concierge’s kind of code, which is ‘The answer is yes’ ... as long as it’s

legal and morally correct.”

Lastly, a five-star hotel must reach guests on an emotional level, he said.

“There’s multiple aspects that we drive in order to allow for guests to have that
extra feeling that says ‘Wow, that was special,’” said Stray. “The emotional

connection is what people will remember.”
Soon, there may be a fourth requirement.

Five-star hotels in Dubai must have a written sustainability policy that
addresses energy efficiency, water conservation and a preference for local, fair-

trade and environmentally friendly goods.

“That is actually not something of the future ... it’s already in motion,” said
Stray. “And it’s not necessarily because a third-party provider or rater says it, it

is because our guests require it, our society requires it.”
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1. Shoot for the heart: Lutz explained that The Ritz-Carlton prioritizes the selection and recruitment of “world-
class ladies and gentlemen” (in keeping with its motto). “You can teach someone the technical skills for a position
or arole, but you can’t train them to have a sincere, caring attitude for others. Particularly for customer-facing roles
and frontline positions, we’re looking for someone with a service mentality. “If you don’t have that genuine desire
to serve, it’s not going to come across as authentic, and our guests will know it.”
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‘Number of defects' led to fatal fire at
Cameron House hotel

A number of defects in the systems of working at a luxury hotel contributed
to a fire which claimed the lives of two guests, an inquiry has found.

Simon Midgley, 32, and his partner Richard Dyson, 38, died in the blaze at
Cameron House on the banks of Loch Lomond in December 2017.

The fire broke out after night porter Christopher O'Malley left a plastic bag of
ash in a concierge's cupboard at the reception area which contained
newspapers and kindling.

e Cameron House fined £500,000 over fatal hotel fire

e Cameron House fire: Two dead and three treated in hospital

Sheriff McCartney also said there were "a number of defects in systems of
working which contributed to the accident resulting in the deaths".

These included:

e the "careless" disposal of ash in "unsuitable receptacles and areas"

* the lack of a coherent system to empty ash bins in the service area when
they became full

* the "presence of combustibles" within the concierge cupboard.

The sheriff made six recommendations in his report, which included the need
for hotels to have up-to-date procedures in place to ensure that ash from open
fires is removed and disposed of safely.

The FAl heard that in August 2017 James Clark, a fire inspector,

had highlighted some concerns about the resort in a routine inspection.

Cameron House Resort (Loch Lomond) Ltd was previously ordered to pay
£500,000 after admitting to breaches of fire safety rules.

O'Malley, 35, who admitted breaching the Health and Safety at Work Act, was
given a community payback order.

Cameron House resort director Andy Roger said the report was an "an
important milestone for everyone involved", especially the families of Mr
Midgley and Mr Dyson.

He added: "In all our dealings with them over the past five years, they have
borne their grief with great bravery and dignity."

He said the hotel had been rebuilt to "the most exacting fire safety standards
possible" and that there had been "intensive" staff training.





