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[bookmark: _Toc147360653]Executive Summary
This study presents a discussion of reputation management and service culture in the context of the hotel industry. Among the findings of this project, information on the importance of reputation management and service culture in the operation of the hotel industry is discussed. At the end of the project, recommendations for reputation management and service culture development were presented.
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[bookmark: _Toc147360654]Introduction
The main task of this project is to discuss about reputation management and service culture within the hotel industry. The hotel industry is a means of ensuring guest appreciation where service culture and reputation management are of great importance. Service culture and reputation management give guests a sense of a hotel's service (Rialti et al., 2023). A hotel's reputation management and service culture analysis can help potential customers understand the quality of their service. This project discusses how hotels implement reputation management and service culture. This project explores the importance of hospitality management and service culture in the hotel industry.
[bookmark: _Toc147360655]Main Findings
[bookmark: _Toc147360656]Reputation Management of Hotel Industry
Reputation management is an important issue for hotels. Customers must check the reputation management of the hotel before accepting the services of the hotel. Hotel Reputation refers to getting online reviews of a business organization. Monitoring customer reviews online is an important responsibility of hotel reputation management (Baka, 2016). Every hotel has a reputation management team whose main responsibility is to analyze guest reviews. Most of the hotel companies have implemented online systems to conduct reputation management activities. Online is a method that helps reputation management by monitoring online customer reviews. Hotel organizations have several websites where guest reviews are accepted. 
Conrad Hotel is a popular organization with several websites. Conrad Hotel operates a reputation management program within their website. Customers post about their service satisfaction on their websites. Customers give reviews about the services of this hotel in the website. There are many guests who post and give reviews about Conrad Hotel's services. In addition, some guests post or provide reviews about hotel services on social media (Kadieva, 2017). Conrad Hotel's Reputation Management analyses guest reviews and posts from the website. Reputation management analyses the hotel's reputation by tracking customer posts and reviews. Conrad Hotel's reputation is very good as determined by analysing customer posts and reviews. The author has identified several positive and negative reviews from this organization's website about the services of this organization.
Fairmont is a popular luxury accommodation hotel whose main responsibility is to provide guest services. Fairmont Hotels also has a reputation management team that analyzes online customer reviews and determines reputation. Customers who have received services from Fairmont hotels leave reviews and posts about their services on the website. Analysing Fairmont Hotel's website, the author found that several guests gave positive reviews about their service. Some customers have rated them very well for their nice accommodation facilities. Some guests have given very good feedback about the Fairmont Hotel's accommodation on the website (Anggani & Suherlan, 2020). In addition to positive reviews, the author has identified several negative reviews. There are many guests who have given negative reviews about Fairmont Hotel's poor customer service. They opined that the hotel has a lot of staff who are lazy to ensure the highest level of service to the country. The author found out about several reviews online from the organization's website. Thus, the reputation management of Fairmont hotels determines the reputation by analysing the posts and ratings online. 
That is, every hotel has the implementation of reputation management; their main responsibility is to determine the reputation by looking at the posts and ratings of customers online (Nain, 2018). Most of the hotels operate their reputation management online. As all types of guests live online, they use online to provide ratings or reviews. Without reputation management, hotel quality service cannot be understood. Because the better the reputation of the hotel, the better the service.
[bookmark: _Toc147360657]Service Culture of Hotel Industry
The manner in which a hotel provides service to customers or guests is considered service culture. Every hotel has its own service culture. Service culture is a reflection of a hotel's way of providing service. Service culture is the way the management of the hotel serves the guests. Where guests receive the highest level of service, the highest level of service culture exists (Nazarian et al., 2017). Every hotel should work to improve their service culture. As the needs of each gas spot are variable, so is the service culture.
Service culture of Conrad Hotel is very unique and advanced. The author found out about the service culture of this hotel by analysing its website. One of the service cultures of Conrad Hotel is to ensure maximum accommodation to the customers. Digital or smart room is one of the examples of this hotel's service culture. Conrad Hotel authorities use smart rooms to ensure maximum accommodation to the guests (Sann et al., 2020). Extra Security Carefulness is another important service culture of this hotel. The management of this establishment is committed to ensuring the overall safety of every guest which is an important part of the service culture of this establishment. 
JW Marriott, Walford Astoria and Kimpton are some other popular hotels with unique and distinct service culture. The author analyzed important information about the service culture of each hotel from their website. Every hotel management is careful about extra and unique service culture to attract customers. One of the service culture of JW Marriott Hotel is the good behavior of the staff. Analyzing the reputation and reviews of this hotel reveals that most of their staff are very elegant. JW Marriott Hotel's customer service staff always take care of the overall guest service and treat the guests well (Pizam et al., 2019). There are many guests who take service from this hotel again and again because of the good behavior of the staff. That is, it can be clearly said that the good behavior of the staff is a service culture of this hotel.
Kimpton is a popular hotel whose service culture includes parking grounds, gym facilities and play areas. The hotel has ample parking slots for the many guests who use cars. There are many popular hotels that do not have enough parking salts. That's why many guests come to Kimpton hotels for their parking slot convenience (Eid et al., 2020). Gym and play area are more important service culture of this hotel. There are many resorts that demand gym facilities from hotels. The Kimpton hotel gym has many qualified trainers who help guests with the gym. There are many beautiful playing grounds under this hotel where customers have the facility to play. 
In this way, different hotel authorities implement different unique services which become established as their culture. Customers receive services from hotels according to their needs by analysing the service culture of each hotel.
[bookmark: _Toc147360658]Conclusion
All the discussions in this study show that deputation management and service culture are very important for every hotel. Because reputation management and service culture encourage customers to accept services. The better the reputation and service culture of the hotel, the more customers will receive services from it (Syed et al., 2023). On the other hand, hotel guest volume decreases due to poor reputation and service culture. Finally, reputation management and maintaining a service culture is very important for every hotel.
[bookmark: _Toc147360659]Recommendations
Every hotel management should work on developing reputation management and service culture. Reputation management should accurately analyse customer posts and ratings online to determine the hotel's reputation that is able to attract customers. Hotels should ensure that all technological measures for reputation management are always active and functional. Every hotel should be careful to improve the service culture (Grljevic et al., 2019). Customer's changing needs and desire to serve plays an important role. Hotels should form a team whose main responsibility is to analyses information about the changing needs of customers or guests. There are many trending benefits that can be implemented to improve service culture. Every hotel should improve service culture by implementing modern, unique and trending facilities.
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