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Executive summary 
this paper has concentrated on addressing the importance of service standards brand reputation and service culture in a hotel industry by providing examples of different international hotels. Service standards must be consistent based on the target customer, market positioning, and Structural type. Managing reputation can be done via monitoring online reviews, implementing guest feedback system, and encouraging positive reviews. I guess service culture is different from corporate culture because service culture is related to providing unique service and positive experiences to the guests while corporate culture is revolved around employees and internal environment of a workplace.  
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[bookmark: _Toc137384045]Introduction 
Hotels and other hospitality organisations must follow certain cultures, service provision strategies, hotel standards, to enhance the hotel's reputation. This paper will provide information about hotel standards, hotel reputation, and corporate culture using few examples to present importance of these aspects in the hospitality industry. 



[bookmark: _Toc137384046]Hotel standards 
Hotel standards are known as a set of guidelines and criteria that are used by a hotel to define the quality, services standards, equipment, amenities provided to guests and overall service that are expected from a hotel. Most of the time hotel standards are established by large corporations that are providing different standard levels for hotels to follow (Lashley, 2016). This can be some selected organisations or by hotel chains or by regulatory bodies. For example, hotels must follow some standards established by OSHA, ISO standards, PATA, hospitality sector council UK, British hospitality association, and so on. These organisations present benchmarks which are must to be followed by hotels to meet and maintain a certain standard to provide a consistent and continuous level of quality services to the guests.
[bookmark: _Toc137384047]Purpose of brand consistency standards 
The main purpose off brand consistency standard in hotel industry is to make the organisations working in the hospitality sectors consistent in operation under the same brand of chain. By following consistent brand standards hotels can maintain a strong and uniform level of quality, quantity, experience, and service to guests across world (Rajpal, 2013). For example, hotels under Marriott international have different set of standards based on the brand and the chain they are under. Such as, Marriott courtyard target over the road travellers where they offer bed and breakfast services, and the hotels are economically designed. Ritz-Carlton hotels attract luxury travellers. So, they follow five star or four-star service standards. Same situation can be seen in Hyatt international hotels where the hotel chain attracts luxurious or rich travellers (Tesone, 2012), and they follow service standard that offer all-inclusive services. These standards help these international or national hotels to create a more identified and consistent brand image regardless of the location where the guest would be staying. Brand consistent standard would be same across all the hotel chains under same brand. Such as, every intercontinental hotel will have similar built structure, room amenities, customer service protocols, cleanliness, operational procedure, and so on. 
[bookmark: _Toc137384048]Do all hotels have same standards?
Not all hotels in the hospitality sector have same brand standards. Even hotels under same brand may have different brand standards. Bed and breakfast hotel will be following different service protocols than all-inclusive hotels. Limited-service hotel will also offer more service than budget hotels (Wood, 2015). While certain hotel chains may have different standardised brand consistency that may be applied to all of its properties, but individual hotels may have their personal type of standards that are tailored to attract a certain group of target market. Moreover, based on the country and target customer brand consistency standards may differ. Set as hotels near beach our exclusive vacation areas may have higher brand consistency and service standards than hotels in suburbs or downtown areas that are serving business travellers (Holloway, 2008). Therefore, based on location, target customer, hotel type, brand affiliation, service type, financial position, market position, regulatory positions, etc. Hotel service standards may be different from one another. Such as, Tune hotel, will be different from Maya hotel, and Maya hotel’s standards would be different from Marriott hotels. 
[bookmark: _Toc137384049]Reputation management
[bookmark: _Toc137384050]How hotels manage reputation effectively
Reputation is all about how a hotel promotes itself as a brand in the market to its target customer segment. Different type of strategies are followed while managing reputation. Based on the type and location of the hotel reputation management may vary (Sharpton, 2019). But there are certain similar standards that most hotels maintain while managing their reputation. All hotels focus on providing excellent customer service where they prioritise delivering unique customer services to their guests. Secondly, to manage reputation most of the hotels monitor and respond to online reviews given at websites like TripAdvisor, Yelp, and Google reviews. Hotels that are nationally or internationally famous always implement guest feedback system to manage their reputation (Evans, 2015). The feedback supports hotels to address areas for improvement and make necessary adjustments to improve experiences of the guests. Finally, hotels train and empower their employees to resolve conflict and ensure guest satisfaction so that negative reviews may transform into positive ones,
[bookmark: _Toc137384051]Importance of effective guest reviews management 
the importance of effective guest reviews are without any doubt most important factor. For example, Marriott international has more than 800 hotels across the world and it is always offering consistent brand services that are enhancing customer experiences. Therefore, it is a highly awarded hotel company where 141,000,000 members are visiting the hotel from across the world using Marriott Bonvoy (BETHESDA, 2020). Effective guest review management increases customers decision-making on reservation or hotel room booking. Effective guest river management can also contribute to good reputation management that may lead to improved guest loyalty and positive word of mouth recommendations. 
[bookmark: _Toc137384052]Impact of negative hotel reviews 
Negative hotel review is seen when the hotels and the staff of the hotels are not delivering desired or expected services to the guests. When the service standards and service consistency do not meet with the expectation of the customers, they fine negative hotel reviews do social review websites or do negative word of mouth (Ford, Sturman, and Heaton, 2012). Hence the negative impact of bad hotel reviews range from reduced booking and revenue of the hotel, loss of trust and credibility among potential guests leading to damaged reputation, increased customer dissatisfaction, and loss of opportunity for future improvement. 
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[bookmark: _Toc137384054]What is service culture?
Service culture is defined as the shared values attitudes and behaviours within a service organisation that concentrates on delivering unique service to the guests and customers (Heppell, 2015). Service culture mainly is segmented based on the mindset activities, practises, and over all strategies service organisations take while serving the customers to create positive experience. 
[bookmark: _Toc137384055]How service culture is different from corporate culture 
Service culture and corporate cultures are both different. They may sound same but their pure definitions and in depth activities are fully different. Here corporate culture is referred as organisational values norms and practises that is followed by employees of an organisation. In short, it is encompassed with border aspects of organisation. Which means companies’ mission, vision values, core competences, ethics, and working environment are included in corporate culture (Haines, 2016). How the employees will behave and how they will interact with their seniors or colleagues or juniors are presented in corporate culture. Whereas service culture is completely different, because it specifically concentrates on the organisation commitment to deliver exceptional services to its guests and customers. This means the employees must have customers centric mindset and the organisation will have service standards and the behaviours, and activities the employees will exhibit will concentrate on how the customers are perceiving. 
[bookmark: _Toc137384056]Importance of service culture in hotel industry 
Service culture in hotel industry is very important because the more perfect services an organisation can deliver, the better reputation and brand value and organisation receives. In such a highly competitive service industry like hospitality service culture is one of the prime differentiating factors. Hotels like Hyatt, InterContinental, Marriott, Radisson, etc. Have some unique service culture that makes them different from local or independent hotels. A strong service culture can also create a memorable experience for the guests which can be shared through positive word of mouth (Arjona, 2020). Good service culture in the hotel industry is also important to improve guest satisfaction and earn guest loyalty. It also increases brand reputation and brand credibility among guests. It also keeps the employees engaged and motivated that results in increased revenue and profitability for the hotel. 

[bookmark: _Toc137384057]Recommendations- regarding market trends and the obstacles businesses are facing with solutions 
After the pandemic the hospitality industry has changed many of its business pattern and service strategies. Application of technology has become so severe that robot hotels are now emerging in different locations in modern societies. Because of remote working, the number of nature traveller and eco travellers have increased which is reducing the number of business travellers (BAGDAN, 2019). Customers are becoming more engaged in online reviews than getting information from the company itself. Open Access to Internet technology has given more opportunity to independent and local hotels to compete against international companies. To address these challenges and trends, following recommendations are provided-
· Hotels must focus more on prioritising local customers and guest experiences because the number of international customers has decreased at an alarming rate but the number of local and domestic travellers have increased.
· World resources are decreasing gradually so hotels should focus on sustainability and social responsibilities and reduce carbon footprint just like Hyatt international health promoted its vision of being carbon neutral by 2030 (Hyatt, 2020) and Marriott international has promoted its vision of becoming net zero carbon emission by 2050.
· As the technology is becoming more and more accessible hotels must address cybersecurity risks and invest more on robust cybersecurity measures and train its employees (Dominioni, 2023).
· Finally, hotels should enhance supply chain resilience to ensure that the employees are delivering better service than other companies under similar brand standards.




[bookmark: _Toc137384058]Conclusion 
Hotel industries can succeed in the hospitality sector only by enhancing customer’s expectations and satisfaction level. When serving the guests, hospitality organisations need to maintain its service standards and must follow its service culture. Most of the time while doing these activities these hotels and resorts face challenges. Business expansion and reputation building is not as easy as other large commercial companies because these hotels deliver intangible services to the guests to meet their preferences and likings. Therefore, maintaining good service culture and adherence to market trends can improve brand reputation and contribute to enhancing brand standards.
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