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HOSPITALITY & GUEST SERVICES


Executive Summary
The hospitality industry is considered to be very competitive in the modern and for this reason, various hotels should consider new approaches which is the main focus of the report. The reason behind this can be identified as with the rapid advancement of technology the hotels of the industry are subjected to new methods to attract more guests in the context of three factors.


[bookmark: _Toc135308363]Introduction
The report is focused on three factors all of which are associated with the businesses of the hotel such as standards of the hotel, management of the reputation of the hotel and the service culture. All of these are individually responsible for managing various aspects of the hotels which can enable it to attract more guests.
[bookmark: _Toc135308364]Hotel Standards
Purpose of Brand Consistency
Brand consistency is crucial for establishing a strong and recognizable identity in terms of informed decisions which is beneficial for the hotel industry (Wen et al. 2021). It ensures that a brand's messaging, visual elements, and values remain consistent and can help in the process of attracting a significant guest base. It can be achieved by maintaining a cohesive and unified brand image, companies build trust, credibility, and loyalty among guests. Consistency enhances the quality of the brand and differentiates it from competitors, and creates a sense of familiarity and reliability. It fosters a cohesive guest experience, reinforces brand associations, and enables effective communication. From all this it can be stated that brand consistency cultivates a strong brand presence, which drives guest engagement, fosters long-term relationships, and contributes to business success.
For instance, it can be observed that Premier Inn which is one of the premium hotels in the UK understands the concept of brand consistency (Premier Inn, 2023). To be more specific, it can be stated that Premier Inn emphasizes providing top-quality and affordable and comfortable service to its guests. In this manner, the organisation is ensuring that the guest is able to continue taking services of the hotel in future instances.
Standards of the hotel
The standard of the hotel is considered to be the most essential aspect of the hotel which can help a hotel to attract a significant portion of the guest base which can be attained by its CSR activities (Wong and Kim, 2020). The reason behind this can be identified as this can ensure that the guests choose the same hotel for future purposes according to its preference and budget. For instance, it can be observed that Premier Inn is focused to deliver its guests top-quality services in terms of designer products which is ensured for attracting guests with high-income groups. On the other hand, Travelodge which is considered to be a budgeted hotel is able to attract guests from medium to low-income groups (Travelodge, 2023).
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Processes of managing reputation
The management of reputation is crucial for hotels as it is directly associated with guest satisfaction and ensures their loyalty (Lai, 2019). To be more specific the management of a hotel's reputation includes various processes such as empowering staff which is essential for contributing to guest satisfaction. Other than this, quality assurance programs are also necessary for ensuring consistent service which can ensure guest retention. Moreover, crisis management plans help address negative incidents in a professional manner. Furthermore, communication through newsletters and social media builds a positive perception. Moreover, Engaging with influencers and media generates positive publicity which can help in the process to attract new guests for the hotels. These processes collectively help hotels maintain a strong reputation, attract guests, and instil long-term loyalty.
For instance, it can be observed that the Ibis which is considered to be one of the popular hotels in the UK is responsible for providing its services in various places in the UK (Ibis, 2023). In this manner, the organisation is ensuring that it is earning a positive reputation in the eyes of its guests and thus is achieving a positive reputation for itself.
Importance of Guest review management
Guest review management is crucial for a hotel due to the fact that it is helpful in identifying the negative aspects of the hotel through online mediums (Luo et al. 2021). As a result, it is helping the hotels to identify what aspects of the hotel need improvement. For instance, the food quality of a hotel can result in a negative review or the services of the hotel may not be on par in accordance with its guests. This should be the main focus of the hotel which can significantly increase the number of guests of the hotel if the hotels can mitigate the issues.
For instance, it can be observed that Premier Inn which is one of the top hotel brands in the UK has implemented a guest review system (Premierinn, 2023). In this manner, the organisation is able to identify the aspects that require immediate attention for which it is able to meet the requirement of the guests and is improving the satisfaction rate of the guests.
Impact of negative reviews
The hospitality industry is considered to be one of the most competitive industries in the world and for this reason, the hotels should maintain a positive reputation (Mate et al. 2019). This is due to the fact that negative reviews can degrade the performance capability of the hotel. For instance, it can make the guests believe that they do not continue their experience with the hotel which can decrease the revenue margin of the hotel. Adding to this fact, other hotels can deliver those services to their guests and for this, they can win the competition with the hotel in terms of revenue and thus market share and ensure digital transformation (Lam and Law, 2019). As a result, it can damage the sustainability of the hotel which can make the hotel go out of business.
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Concept of Service Culture
The concept of service culture can be traced to the mindset of the organization and the set of values that are responsible for prioritizing delivering professional service to guests and ensuring its sustainability (Oriade et al. 2021). It can be considered as a shared belief system and a way of operating that is followed throughout the entire organization and to be more specific from top-level management to frontline staff. The primary focus of strong service culture is characterized by a deep commitment to guest satisfaction, a focus to meet guest expectations, and a desire to create positive and memorable experiences for them to get positive feedback from them (MOUZAEK et al. 2021).
The difference with corporate culture
The definition of corporate culture can be traced to the relationship between the employees and the management of the organisation and ensuring its performance (González-Rodríguez et al. 2019). The purpose is to develop a positive experience throughout the organisation which is responsible for improving the productivity of the organisation. This is where it can be differentiated from service culture the focus of which is to develop a positive relationship with the guests. To be more specific the corporate culture is helpful for maintaining a positive relationship among the internal entities while the purpose of service culture is to develop a positive relationship with the external entities. Other than this, maintaining positive relations is essential for the hotel industry to attract new guests. On the other hand, corporate culture is essential for those businesses that are regularly involved with clients in terms of projects and desire to improve brand strategy (Foroudi, 2020). 
Importance of service culture in the hotel industry
The sole purpose of the hotel industry can be identified as attracting more guests to its premises which is the only source of revenue and improving employee performance (Saban et al. 2020). For this reason, the hotels should properly focus on its service culture which is responsible for influencing the behaviour of its guests. This can ensure that the hotels can maintain is guest retention rate the focus of which is that those guests can take the services of the hotels in the future. This is why the hotels should focus on their service culture which can help to maintain the revenue stream of the organisation.
[bookmark: _Toc135308367]Conclusion
The purpose of the report is to analyze the essential aspects of the hospitality industry which are essential for maintaining its sustainability. The report is focused on three factors such as the standards of the hotel, the management of reputation and the service culture all of which are necessary for sustaining the hotels in the industry.
[bookmark: _Toc135308368]Recommendations
The hotels in the hospitality sector possess limited revenue streams for which they should focus on various marketing aspects. To be more specific, the hotels should spread their messages to new guest segments. This can be achieved by advertising those in terms of social media which is one of the most popular trends in the modern day. Alongside social media, influencer marketing can also be beneficial due to the fact that it is helpful for spreading the services of the hotels by means of popular social media entities. This can ensure that new guests can be attracted to the services of the hotel and ensure its sustainability.
However, it should also be noted that this is not without some of the challenges one of which is associated with monetary issues. Other than this, the manpower issue could not be ignored which has affected the hotel industry, particularly during the pandemic.
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