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Executive Summary 
The purpose of the study was to identify various aspects related to the hotel industry. As per the consideration of the hotel industry, the study has effectively identified that it is very important for hotels to maintain their consistency in service standards. Moreover, it has been identified in this study that different hotel organisations have different strands as per their service profile. Further, the study has also highlighted the aspect of reputation management, It has been observed that reputation management is an important aspect that helps in developing a positive perception in the mind of the customers. Reputation management is associated with online presence, and it has been identified that customer reviews have a great impact on the reputation of the hotel organisation. Moreover, the study has taken into consideration the aspect of service culture and as per this a short understanding of the concept has been described. In addition to this, different aspect related to corporate culture and service culture has been effectively described in this study. Lastly, the importance of service culture with respect to the hotel industry has been demonstrated in an effective manner.  
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[bookmark: _Toc135749945]Introduction 
The purpose of the study is to focus on the different aspects that are related to the hotel industry. With the help of the findings, the study will highlight aspects in relation to hotel standards, reputation management, and service culture. As per all the considerations, the hotel standards will focus on the purpose of standard consistency and the difference in hotel standards of different hotels. Reputation management will focus on how reputation can be managed, the importance of customer reviews, and the effect of negative reviews. Service culture will highlight its insights along with its difference from corporate culture and its importance in the hotel industry.
[bookmark: _Toc135749946]Hotel Standards
Hotel standards can be defined with the help of two determinants such as operational standards and physical standards. Operational standards are associated with advertisement activities, dealing with customers, etc. Physical Standards deal with the ambience, quality, property, etc., of the hotel (Duric & Potočnik Topler, 2021).
[bookmark: _Toc135749947]What is the purpose of brand consistency standards
Brand consistency standard is one of the important aspects when it comes to the hotel industry. As the industry is determined as a service industry which is heavily associated with customers, it effectively stands as an important determinant for hotels to maintain consistency in their standards. With the help of this aspect, organisations will be able to enhance their customer service (Xiong & King, 2019). A hotel that is able to maintain proper consistency in their service is effectively able to deal with the market competencies as it helps in enhancing customer service. Moreover, with the help of this aspect, it also results in developing brand recognition in the market as the organisation is significantly able to satisfy the needs of the customer and thus it leads to the development of brand recognition. This fact also leads to the achievement of long-term customer acquisition by adding value to the consistency of the brand’s standards (Chan, et al., 2020).
[bookmark: _Toc135749948]Do all hotels have the same standards 
As per the consideration of the different players in the industry, it can be effectively stated that all hotels do not have the same standards. Hotels set their standards as per the infrastructure they have and the facilities they are able to offer to their customers with respect to their service profile. Hotels might have some similar standards but all the standards can significantly differ. Different hotel organisations vary with their service profile as well as with their policies so it can be effectively stated that the standards of the hotels are different (Malefors, et al., 2019). Moreover, hotels can be classified as luxury, premium, standard, etc. The fact that hotels can be classified into different categories, also demonstrates that the standards are also different. As per their categories, it can be stated that luxury hotels will effectively focus on offering high-class service with various services associated with the organisation. Premium hotels focus on offering an enhanced customer experience but the standards are a bit less as compared to luxury hotels. Moreover, standard hotels focus on offering minimum services and the standards are also low when compared to luxury or premium hotels (Yang, et al., 2020). 
[bookmark: _Toc135749949]Reputation Management 
Reputation Management is something that is related to the organisation's online presence (Aula & Mantere, 2020). The aspect deal with the management and monitoring of the reviews, engagement with the social media platform, etc., in the online domain. 
[bookmark: _Toc135749950]How can hotels manage their reputation effectively
Hotel organisations can undertake various measures in order to manage their reputation effectively. The measures that will help hotels to address this aspect are as follows:
· Responding quickly - The hotel organisations are required to address and acknowledge the reviews they received on their website as soon as possible. Generally, if an organisation received any negative review it should be addressed within 24 hours in order to avoid the risk of losing customers (Kim, et al., 2019).  
· Encourage customers to put reviews - If the customers are satisfied with the service that the hotel is offering, that organisation should encourage its customers to put reviews. Positive reviews attract new customers effectively hence it is an important element (Boley, 2020). 
[bookmark: _Toc135749951]Importance of effective guest reviews management 
Effective guest reviews management is an important aspect as per the consideration of the hotel industry as positive reviews on the websites lead to attracting an additional customer base (Alshurideh, et al., 2020). Moreover, with the help of this, the organisation is also able to build a positive reputation in the market as well as develop a positive perspective in the mind of the customers. In the context of this fact, customer acquisition is made effectively easy for the organisation as positive reviews put a great impact on the customers (Dewnarain, et al., 2019). As a result of this, the hotel organisation is able to increase its efficiency and is effectively able to increase its revenue generation as well. The additional benefit of this is that the hotel organisation is able to build a competitive advantage in the market as the particular organisation has effectively able to acquire a significant number of customers with the help of effective guest review management.
Impact of negative reviews
A hotel organisation with negative customer reviews will effectively encounter a number of issues that will create a difficult situation to survive in the industry. Negative reviews will effectively result in creating a difficult situation for the organisation to acquire a significant amount of the customer base (Yu, 2020). Moreover, negative reviews will not help the hotel deal with market competency and will create a situation in which the survival of the organisation will be at stake as the hotel industry is associated with high competition (El-Said, 2020).
[bookmark: _Toc135749952]Service Culture
Service culture can be defined as an aspect in which the employees of the organisation are closely connected to the customers and engage with them almost on a daily basis. Service culture is recognised in an organisation which is totally customer-oriented and undertakes activities as per the customer's needs and wants. An organisation with a service culture focuses on providing enhanced service to the customers so that the particular organisation is able to acquire a significant amount of customer base in the market and can deal with the market competencies in an effective manner. As per the consideration, it can be effectively said that service culture is identified in hotels and they are totally customer-oriented and seeks to offer services that are as per their needs and wants of them. With the help of this, hotels are also able to provide enhanced services that result in dealing with the aspect of market competencies and also support in the process of acquiring a sufficient amount of customer base (Grönroos, 2019). 
[bookmark: _Toc135749953]How service culture differs from corporate culture
The service culture and corporate culture are effectively different from each other in various aspects. With respect to the focus on service culture, the main focus is on the aspect of the values, attitudes and behaviours of the customers. Whereas, the focus of a corporate culture is on the internal capabilities, mission, vision, etc. Moreover, the purpose of the service culture is to deal with offering excellent customer service. Whereas, the purpose of corporate culture is to deal with the enhancement of the business activities with the help of training programs, rewards, etc., (González-Rodríguez, et al., 2019). 
[bookmark: _Toc135749954]Importance of service culture in the hotel industry
As the service culture is associated with customer-oriented business activities, the existence of the hotel industry is based on the services that the hotels offer to the customer. Moreover, with the help of this culture, hotel industries are effectively focused on the aspect of improving customer service as this aspect is the base of service culture. Moreover, it can also be stated that the culture majorly deals with the aspect of identifying the needs and wants of the customers, this helps the hotel industry to offer personalised service to the customers that have a significant positive impact on them (Cain, et al., 2019).
[bookmark: _Toc135749955]Conclusion 
With the help of the findings, it can be effectively stated that maintaining proper consistency in the brand service standard is extremely important for the hotel industry as if helps in maintaining a competitive position in the market. Moreover, it is also identified that addressing the negative reviews quickly is also important in order to avoid potential risks. In addition to this, positive reviews also lead to a positive impact on the hotel organisation as it helps in developing a brand image in the market. Furthermore, service culture is also having significant importance as it helps in offering services to the customers as per their needs. 
[bookmark: _Toc135749956]Recommendations 
The following recommendations will help hotel organisations deal with the market trend:
· As in the hotel industry, it is difficult to retain customers, the hotel organisation can effectively deal with this aspect by offering them special discounts so that they can enjoy the service again. 
· Moreover, the market has effectively promoted digital technology, the hotel industry needs to adopt the aspect as soon as possible so that organisations are able to improve their service profile and hence offer quality services to the customer with the help of digital technology. 
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