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Executive Summary
This report will address the importance of reputation management and what role the service culture has in the hospitality industry. Various sources and analyses will demonstrate the current situation in the hospitality industry and what impact it has on future improvements and use of services.
Different platforms will elaborate on customer's experiences through online booking and review websites, future technological impacts through analytical reports, and strategies to keep customers loyal to the brand.
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1. Introduction
[bookmark: _Int_xXaWRoRA]In today’s business operation, maintaining services at a prominent level or at the customer’s expectations requires a lot of skills, research, and proactive management strategies. The reputation of a brand is given by the constant interaction between people and the brand. Reputation is a key role that can have an impact on the brand’s existence and identity.
This report will address the importance of reputation management and what role the service culture has in the hospitality industry. Various sources and analyses will demonstrate the current situation in the hospitality industry and what impact it has on future improvements and use of services.
2.0 Reputation Management
 Hotel/restaurant reputation management is an important aspect of the hospitality industry; this will monitor how the hotel/restaurant is perceived in the online world, “It involves keeping track of site reviews and engaging on social media, optimizing your site for search, and much more” Cvent (2023). Technology evolved a lot in the last few years and provided multiple ways of channelling the customer’s reviews but also how to improve to make public the brand without going back to the old-fashioned way where people knew about them by reading it on different posters, and flyers. 
Social media are an increasingly important source of information for consumers and the public can leave reviews on different online platforms like Facebook, Instagram, TripAdvisor, Hotel Trivago, etc where they can share their experiences from various locations. The brand will have to deal with both positive and negative comments, stay connected with the audience, and solve issues when it is possible. The customer is not always right but all interactions will have to be dealt with professionally and show that the brand cares about its customers.
2.1 Brand Consistency
In 2023, Statista Research Department evaluated the most popular hotels from 2022, and Premier Inn is on top with 68%, followed by Travelodge with 58% and Walt Disney Parks and Resorts with 53%. The following public data (YouGov,2023) will show why Premier Inn was classified as a topmost popular brand and increased its popularity year by year.
	Fame
	Popularity
	Disliked by
	Neutral


Premier Inn                                                         98%              70%                       4%                     24%
Travelodge                                                          96%             56%                       10%                   30%
Walt Disney Parks and Resorts                        93%             46%                       12%                   35%
In 2023, Premier Inn was more used by female audience with 6% more than men reaching up to 73%. Travelodge Hotel has the female audience on top again with 11% more than men audience which only 52% use the brand. The same with Walt Disney Parks and Resort, the female audience reached 59% while the male audience, only 31%.
All these brands made sure to keep the audience over 50% (female audience), meaning that they know how to maintain the brand’s identity and to keep reaching to the guests.” Invest in the marketing channels that are best for reaching your target audience and reduce spending on lower-performing channels” Cvent (2022) will help towards the consistency of the brand. A successful brand will work towards the same goal, providing consistent content.
It is important to stay connected with all customers in any viable way and stay up to date with the latest hospitality technology trends. The reason behind this is purely because the other competitors will contribute to their development by doing this, so this will force the other brands to follow the same route. “Technology solutions can also make work more manageable and may make it easier to live up to the increasingly high expectations that today’s customers have” Revfine, which will impact the brand to increase its productivity. Instagram is a famous platform where a lot of content is posted and people follow them; for example, Travelodge has over 43,000 followers, Premier Inn has over 34,000 followers, and Walt Disney Parks and Resorts has over 108,000 followers. This shows that people are staying connected with their favourite brands. 
2.2 Future technological impacts
Why is it important to stay up to date with the technology in the hospitality industry? Technology is evolving with every year passing by and every brand wants to develop an easier way to facilitate the services to the customers. Faster serving, payment, and without too much hustle. Services such as automated waste management, voice search and voice control, mobile check-in, and even robots present in the restaurant can lead to future hospitality generated by artificial intelligence because “robots can occupy a concierge role within hotels, welcoming guests and providing them with important customer information.” Revfine. This process of continuous change must be efficient to help the organization stand out as a customer-oriented company within the industry and “Using the latest technology may improve the accuracy of work to a level that would be difficult for human staff to achieve on their own.” Revfine
  2.3 Customer Loyalty
“Hotels create guest expectations through brand marketing” Cvent (2022) and building a trusty relationship with the customers will keep them using the services all the time. Customers want to feel welcomed and valued for the services they use; they want an appreciation gesture because they are loyal to a specific brand. Making the rewards program a key to the brand’s identity, will attract even more members and keep them coming back. Being an affiliate marketing will also bring more customers and profits. Premier Inn offers this option and to be a member of the board it is free.
Travelodge offers a Business Pay credit to help with management expenses, but they do not have any loyalty program for the usual customers, the same as Premier Inn. Another popular brand is Marriot Hotels which creates a different strategy where a loyalty scheme is in place, and customers can unlock more benefits while they use this brand and while achieving the points, as they get exclusive services like free stays, upgraded rooms, and even money to spend.
3. Service Culture
A service culture is not just a simple service, it is a way to cultivate an environment of mutual respect and kindness and is defined as "a culture where an appreciation for good service exists, and where giving good service to internal as well as ultimate, external customers is considered by everyone a natural way of life and one of the most important values” (Grönroos, 2007, p.418). This method is used to provide service in the best way possible, focused on customer service to deliver exceptional service to the customers. This approach, “shapes a company’s reputation, defines its position on the market, and paves the way for referrals, recommendations, glowing reviews, and repeat business.” Louveau (2023). This service needs to be delivered by professionals with the right skills, staff who are dedicated, and who understand the value of good customer service and help the brand’s identity as “In today's world, where businesses have tens, hundreds, or even thousands of competitors dealing with similar products or services, the only businesses that win are those that strive to meet and exceed these customer expectations through service excellence”Louveau (2023). 
Often, in the hospitality industry, customers purchase a service before even using it. These services are intangible experiences, the consumers are not aware of what they are going to experience, as the only information is the one provided by the brand or by others’ experiences. The hospitality employees are in direct contact with the public, especially front-line where is an active interaction, so they can control the conversation and meet the customer’s needs. For a respected brand, it is particularly important to include a service culture in staff’s training and education so they can improve their interpersonal skills, knowledge, and professional appearance because “If an organization has a strong service culture, it will develop employees‟ positive attitudes toward giving service to their customers.” (Grönroos, 2007, pp. 418-419)
3.1 Service Failure
To maintain the brand’s position and reputation, it is important to avoid service failures. The first issue that many customers are facing is the speed of the service which is the first point of contact with the brand itself. It can occur in many situations like delays in preparing the guest room, and customers who are waiting in a queue which can cause frustration and loss of potential customers or even regular ones. When service failure occurs, the brand will have to face most of the time consequences, so it is important to make the customer aware of the issues that caused their inconvenience and appreciate them by trying to find solutions. 
4.Hotel Standards
Every brand brings authenticity and professionalism through its aspects, design, staff, and services as “The standards for hotels change according to the type and class of hotel and will be different depending on what your hotel is trying to achieve” Lacalle (2022).  Every aspect of the brand plays a key role in the customer’s view. Therefore, to maintain the brand’s reputation, the management needs to keep on top of a few aspects like the uniform of the staff, the services that are delivered, the technology that is used to reflect a better service, and the loyalty programs that make the customers more appreciated.
5.Conclusion
This report shows that the brand must maintain its identity and reputation by having strategic processes, staying connected with the audience, targeting the well-being of the consumers, and ensuring that they meet their expectations.




References
Cvent (2023) " Hotel Reputation Management Tips and Examples Hoteliers Need to Know" Hospitality [blog]. 17 July. Available at: Hotel Reputation Management Tips and Examples Hoteliers Need to Know | Cvent Blog (Accessed: 10 November 2023).
Statista (2023) Most popular hotel brands in the United Kingdom (UK) as of the fourth quarter of 2022 Available at: Most popular hotel brands UK 2022 | Statista (Accessed: 10 November).
YouGov (2023) Walt Disney Parks and Resorts. Available at: Walt Disney Parks and Resorts popularity & fame | YouGov (Accessed: 11 November 2023).
YouGov (2023) Travelodge. Available at: Travelodge popularity & fame | YouGov (Accessed:11 November).
YouGov (2023) Premier Inn. Available Premier Inn popularity & fame | YouGov (Accessed:11 November).
Grönroos, C. (2007) Service Management and Marketing: Customer Management in Service. 3rd edn. Wiley.
Louveau F. (2023) 8 Reasons Why Service Excellence should be the goal of customer service. Available at: 8 Reasons Why Service Excellence should be the goal of customer service (ehl.edu) (Accessed: 12 November).
Louveau F. (2023) How do customers experience service culture? Available at: Why is Service Culture important? (ehl.edu) (Accessed: 12 November).
Cvent (2022) " Hotel Branding: The Ultimate Guide " Build trust with your customer base [blog]. 12 May. Available at: Hotel Branding: The Ultimate Guide | Cvent Blog (Accessed: 10 November 2023).
Cvent (2022) " Hotel Branding: The Ultimate Guide " Reduce your hotel marketing costs [blog]. 12 May. Available at: Hotel Branding: The Ultimate Guide | Cvent Blog (Accessed: 10 November 2023).
Premier Inn [Instagram] Available at: Premier Inn (@premierinn) • Instagram photos and videos (Accessed: 13 November).
Travelodge [Instagram] Available at:Travelodge UK (@travelodgeuk) • Instagram photos and videos (Accessed: 13 November).
Walt Disney Parks and Resorts [Instagram] Available at: Disney Parks UK (@disneyparksuk) • Instagram photos and videos (Accessed: 13 November).
Revfine Why is Hospitality Technology Essential for Companies Operating in the Hospitality Industry?
. Available at: The Latest Technology Trends in the Hospitality Industry in 2024 (revfine.com) (Accessed: 15 November 2023).
Premier Inn Premier Inn Affiliate Program Available at: Premier Inn Affiliate Programme | Premier nn (Accessed: 10 November).
Travelodge Business Available at: travelodge.co.uk/business (Accessed: 10 November).
Marriott Find & Reserve, Loyalty Available at:Discover Marriott Bonvoy | Join The Best Hotel Rewards Program (Accessed: 10 November).
Lacalle E. (2022) What are the main six standards for hotel chains?  The Meows [Blog]. 8 August. Available at: The main 6 standards for hotel chains | Mews Blog  (Accessed: 14 November).





