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The following report is based on the topic of the hospitality industry and various strategies practiced toward providing excellent customer service to customers. The report consists of a section that talks about the various types of hotel standards followed by the hotels based on internal and external factors. Further, it has mentioned the reputation of the hotels and their importance in the industry along with various ways the management uses towards maintaining the same. The report has widely addressed in the last section has widely addressed the discussion about the service culture and its importance in the hotel industry.
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[bookmark: _Toc135349484]Introduction
This report has been created towards understanding various elements that are important and can affect the performance of the organization in the Hotel Industry. The report will talk about brand consistency and its importance in the industry. There will be a discussion about how different hotels follow various types of hotel standards. The report will define reputation management and its impact on the hotel industry. The report will also determine the importance of guest reviews and their impact on the Hotel. Lastly, the report will discuss differences between the service and corporate culture along with its importance to the industry.
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[bookmark: _uk24zel964no][bookmark: _Toc135349486]Hotel standards
Hotel standards can be defined as the quality of service maintained by the hotels towards its customers that can help to attract more customers and increase customer traffic (Alzoubi, 2021). The hotel standards can consist of two major segments the functional standards and the physical and utility standards. Functional standards consist of various kinds of offering from the hotels such as the role of staff, facilities provided to the customers, amenities offered and many more  (Alzoubi, 2021). Whereas the physical and conditional standards consist of the hotel property, ambiences, hotel presentation, quality of service, the appearance of the staff and many more (Alzoubi, 2021).
Brand Consistency Standards
Brand consistency standards can be referred to as the practice of maintaining even standards in every department of the hotel that can help build a better brand image and reputation. Brand consistency is following the high standards of hotel service across all segments such as staff service, room appearance, and facilities provided to the customers (de Andreis and Carioni, 2020). The main purpose of maintaining brand standards in hotels is to make an impact with effective service to the customers and to associate it with the reputation of the organisation. It also helps to create better customer support and develop relationships with the customer which helps the organisation in the long term (de Andreis and Carioni, 2020). For example, Marriott International is one the largest hotel chains in the world that follows a uniform level of standards across all of its hotel chains. Marriott International is popular among its customer for proving luxurious facilities such as spas, gyms, premium suites and many more which have helped the company to develop brand recognition (Piramanayagam and Seal, 2022).
Different hotels follow different kinds of hotel standards according to suitability and organisational needs. The standards of the hotel may vary depending on the condition, location, class of hotel, values and ethics of the organisation, pricing and many more (Tarí et al., 2019). The standards followed by the hotel are maintained to fulfil the basic needs of the organisation and according to the guidelines made by the British Hospitality Association (Ndiuini and Baum, 2021).
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Hotel reputation is one of the key elements of any hotel as it helps to identify the favorability of the hotel to the customers (Perez-Aranda et al., 2019). The reputation of the hotel is based on the customer reviews and the demand of the organization within the industry which can directly affect the performance of the organization. Reputation management focuses on the regular checking of the performance of the company based on online reviews, social media appearance, website traffic, and many more (Perez-Aranda et al., 2019).
Ways of Managing Hotel Reputation
Reputation management uses various kinds of ways towards managing a hotel's reputation effectively some of the widely used methods have been discussed below.
Responding to customer reviews: This is one of the majorly used strategies for managing a hotel's reputation in which the management responds to the reviews of the customer (Darios, 2022). 
Using hotel management tools: One of the majorly used methods for the management of the hotel's reputation, the tool helps to connect with the past customer of the hotel and acquire positive feedback and personal reviews (Darios, 2022). 
Feedback surveys: Feedback surveys help the hotel to acquire feedback and reviews with the help of tools that generate automated surveys to its customers regarding their reviews and feedback (Tesone, 2014).
For example, Hilton Hotels are one of the largest brands in the hotel and tourism industry that use various “hotel management strategies” towards the betterment of the company. The company conducts various types of campaigns that help to create better brand awareness and to gain positive reviews on social media platforms and connect with the customers. One of the major campaigns of Hilton Hotels is using “#UpgradeYourView” which lets the company connect with its customers from all over the world with the help of social media (Grano, 2021).
The Importance of effective guest reviews management
Managing the reviews of the guest towards the hotel can help in various ways to the company. The reviews can be used to acknowledge the weaknesses and the segment that needed to be improved in the hotel which can help in the development of the hotel's reputation (‌Wood, 2019). Providing responses to customer reviews can help to create a sense of importance within the customer which can have a positive impact on brand recognition and building a healthy relationship (Swarbrooke and Horner, 2011). Effective reviews from customers with positive feedback can help to gain a competitive advantage with an increase in customer traffic helping to overperform for the competitor in the market (‌Wood, 2019).
Impact of negative reviews
In the world of the digital era most hotel customers and visitors come through online sources such as websites and social media recommendations. The negative review on these types of online platforms can highly affect the growth of the hotel as well as can have a negative impact on the performance of the hotel (‌Omran, 2022). According to research, it was found that more than 90% of customers make buying decisions on the basis of online reviews and ratings on the websites (‌Omran, 2022). Thus, a negative review or bad feedback can lead towards the customer's unwillingness to visit or make a purchase towards the hotel.
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Service culture refers to the various kinds of beliefs, traditions, and ways of work that affect the behaviour of the employees towards improving customer experience (‌J, 2022). Service culture aims to provide top-class experience to the customers and fulfilling their personal demands. Service culture is basically practised in organisations that are highly dependent on the reviews and feedback from the customers and focused towards the development of the same (‌J, 2022).
Whereas corporate structure referred to various traditions, beliefs, values, ethics, and employee behaviour that focus towards the improvement of the working environment with regard to achieving organisational goals. Corporate culture follows a set of rules designed by the organisation towards achieving long-term and short-term goals of the company with the help of employees and staff of the company (Graham et al., 2022).
Importance of service culture in the hotel industry
Service culture is very important it can affect the quality of customer service, the motivation of the employees towards providing excellent service and maintaining a brand reputation with positive customer reviews (O'Fallon et al., 2010). Service culture can help towards maintaining hotel standards as well as can help the performance of the company in online as well as offline markets. Good quality of service culture can promote the hotel towards increasing customer traffic in the hotels. This can directly impact the growth of the Hotel gaining competitive advantages over competitors.
For example, La Réserve Paris considered one of the top hotel chains in Europe follows an excellent service culture in the hotel by focusing on providing luxurious facilities and services. The hotel aims to provide top-class services with the help of various facilities like 24/7 room service and personalised packages based on the demand and likes of the customer (Convention, 2023).
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The report has concluded various elements regarding the importance of hotel standards and how they can help gain better customer reviews and gain a competitive advantage over the competitors. The report has also produced some of the key points regarding reputation management in the hotel. The assignment has provided how various ways such as connecting with old customers and using managing tools like feedback surveys can help to maintain a positive reputation of the hotel. The report has shown how reputation management can be important for Hotels along with how negative reviews by the customer can impact the industry. Further, the report has defined service culture and its differences from corporate culture. Lastly,  the report has talked about the importance of the service vulture towards the growth of the organisation along with maintaining the reputation of the company.
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In today's world there are various types of challenges that need to be faced by business organisations which can be difficult to overcome. Some of the major challenges are fulfilling customer needs, relationships with the employees, marketing strategies and many more. Therefore, to overcome these challenges there are various types of steps that can be taken by businesses in the hotel industry. Hotels can introduce new technologies and can implement new tools that can help towards gathering data based on customer behaviour which can be used towards providing better customer service. Hotels can use various methods and programmes towards motivating and encouraging the employees which can lead to better relationships with the employee. Also, hotels can use can implement digital technologies which can highly impact the development of the marketing strategy generating better customer attraction.
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