








Executive Summary 
The report summarises the brand consistency maintained by Marriott International by showing trust, consistency and Hilton Hotel through implementing ESG strategy. The report summarizes different ways hotels can manage reputation like optimising websites for search, increasing social media and digital marketing presence. The report summarizes negative reviews in the hotel business can damage the reputation and its earnings. The service culture is where staff can think in a collective manner and corporate culture staff can act and think about the environment in their surroundings. Examples of the Ritz-Carlton and IBM are given in this report. It is recommended that hotels need to implement bleisure travel and an eco-friendly environment for travellers.    
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[bookmark: _Toc137513207]Introduction 
The report focuses on three major topics: hotel standards, service culture and reputation management related to international hotels and the hospitality industry. The report will discuss the purpose of the brand consistency standards and determine whether all hotels across the globe have the same standards or not. Even the report will discuss ways international hotels manage their reputation effectively and the importance of proper customer reviews management. The report will also focus on the negative reviews impacts. The report is going to discuss the service culture and the ways it differs from the corporate culture. Even the report will highly the importance of service culture in the hotel industry. Based on the challenges the report will recommend the latest marketing trends for the international hotels.        
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[bookmark: _Toc137513209]Hotel standards 
Purpose of the brand consistency standards 
Brand consistency is the ability of organisations to maintain positioning and communication in line with elements and values which build their identity. Brand consistency is commonly known as the practice of delivering messages regularly. This step is however in line with the values and identity of the brand of any organisation. The purpose of maintaining high brand consistency standards is to increase the brand recognition of the company all across the world. When customers start to recognise the brand of the company and have proper associations with it are more likely to buy and stay loyal to the company/brand on a long-term basis (Mailchimp, 2023).       
Whether all hotels have the same standards or not 
The brand design standards build uniformity around specific hotel aspects like whether there is the proper placement for the electrical outlets, and whether the guestroom has desks or not. Brands need a unique design strategy with tool kits, guides and standards to ensure an authentic physical manifestation of the hotel brands. For example, Emirates Palace Abu Dhabi is maintaining Arabian Style decor and boasts stunning architecture. All these make this hotel a sight to behold. This hotel is special because it is situated on a pristine private beach. This luxurious hotel is showcasing and represents Arabian hospitality at its finest. All the 390 suits and rooms of the resort have effective views of the garden, sea and city and are furnished to the topmost levels of comfort (Person, 2023).               
Standards for all hotels across the globe change based on the class and type of those hotels. Even different hotels have different brand consistency standards because standards depend upon things particular hotels are trying to achieve and the unique selling proposition or USP of the hotels. For chain hotels, the most crucial element for them is standardisation. For example, Marriott International or Hilton Hotels maintain standardisation to expand their business all across the globe. The purpose of Hilton Hotels is to balance the consistency of local flavour with customer experience. To maintain brand consistency Hilton Hotels all across the globe focus on Travel with Purpose. The objective of this ESG strategy of Hilton is to advance and redefine sustainable travel worldwide. Hilton as a part of its ESG strategy has to commit to expanding the social impact and eliminating its environmental footprint significantly by 2030 (Hilton, 2023). 
On the other hand, the Marriott brand always focuses on trust, reliability, quality and consistency. They always believe in treating others with respect and dignity, becoming trustworthy and working for the betterment of the society. The hotel members daily welcome guests, make decisions and conduct business and choices on behalf of Marriott International (Marriott, 2000).              
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Ways hotels manage their reputation. 
There are several ways hotels can manage their reputation such as,
· Increase social media presence- The hotels can showcase their brand visually through social media. Different social media platforms help hotels to offer a voice while connecting directly with their followers. All these platforms help hotels to develop relations with potential guests and planners. By utilising the profiles of hotels, they can assure customers that hotel properties are safe. For example, Hilton Hotels use social listening to attract customers. This hotel chain uses social listening on Twitter, Instagram, LinkedIn and YouTube to collect important insights for the entire brand strategy. The international hotel chain also ensures the guest's experiences are turning into actionable insights. Even feedback from guests on social media helps the organisation to inform its management strategy and enhance its effective marketing campaigns (Boley, 2020).             
· Optimise the website for search- To manage the reputation of the hotel, it is important to optimise the website for the search engines. Hotels to manage their reputation must concentrate on HTTPS or having secure pages, fast page loads and build mobile-friendly sites. For example, Marriott International, to expand its hotel business in New York City, is concentrating on SEO efforts in the organic search by local keywords target rather than paid search. The international hotel chain is uncovering local keywords which have effective search value but are not that competitive. Even Marriott aligns the keywords to guests’ experiences at the hotels rather than focusing on target customers like other hotels (Greenhalgh, 2021).        
· Concentrate on digital marketing- Hotels have to stay updated to compete in the market. This can be done through a digital marketing strategy where hotels can reach customers through digital advertising, email or content marketing. To maintain an effective reputation communication and visibility are highly vital. For example, the Hilton hotel chain launched its innovative program on digital marketing known as Advanced on 1st July 2019. The fast-moving initiative has changed Hilton’s recent structure between Destination, Top-Up and Edge Marketing. This also concentrates on the share shift from OTAs and incremental revenue (Grant, 2019).          
Effective customer reviews management importance
Bookers need to check reviews before booking accommodation at that particular hotel. This helps them to confirm the credibility of the hotel and helps them to make effective decisions about booking or not booking any room. Therefore, for hotels guest review management becomes important. It can help hotels to increase bookings and traffic. Even helps the guests to get confident about taking decisions in terms of staying at reputed hotels. Therefore, when hotels are searching for an effective way to improve the hotel business, they need to concentrate on securing positive reviews online. For example, the managers of Hilton can implement RapidScorecard to improve the service quality performance of the customers and compare the ratings of performance with different hotels across the globe. By monitoring mystery guest ratings of customers, staff questionnaires and guest satisfaction, Hilton focuses on maintaining its position within the hotel sector (Staff, 2017).      
Negative reviews impact 
If hotels are the victim of negative or fake reviews, this can hurt the earnings, reputation of hotels and also customer retention. Whether this is to attract new guests or retain guests, listening to them is critical. For example, IHG, Holiday Inn Express gets negative reviews from its guest. The guest does not recommend sleeping at that place. Even after paying the price for this Holiday Inn the guest did not get a courteous, clean and convenient environment. The website of InterContinental Hotels Group is not user-friendly, and the room did not meet expectations (Trustpilot, 2023).       
However, a negative review is not the end of the business. This offers hotels opportunities to improve services and anticipate guests’ expectations in the upcoming days.    
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About service culture 
This is an environment where staff are entirely obsessed with offering perfect customer service to customers (Choi et al. 2021). It means going beyond and above the call of duty to make sure guests paying for the services and goods are delighted. Effective service culture means the mentality of the service provider contributes to the brand identity and offers a basis for decision-making in regular operations (Seismic, 2022).        
Ways it differs from the corporate culture. 
In the service culture industry, organisations follow a single norm religiously like premium services to customers. These cultures highlight a collective way staff can think about offering the best services. On the other hand, in corporate cultures, procedures and policies are directed towards mission and vision. In this culture, employees act, understand and think about the world around them (J, 2020). 
The Ritz-Carlton Hotel chain for example maintains a service culture. This hotel organisation ensures staff always start their shift with customer service as the highest priority by doing a lineup meeting for 10 minutes before every shift. On the other hand, IBM maintains a corporate culture where radical thinking culture is maintained. This culture helps the organisation to grow in the IT sector (Choi et al. 2021).         
Reasons for service culture’s Importance in the hotel industry 
Service culture is important for hotels because it sets the tone for employees to instinctively select appropriate wording, make the right calls and take perfect action. In the hospitality sector, customer service becomes a necessity as this is the first and last conversation customers have with the business. For hotels, first impressions are crucial as it highlights that representatives of customer service are efficient and courteous. For example, JW Marriott has to maintain people-first culture because it helps them to earn recognition and awards across the world (International, 2023).       
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The report concludes different hotels maintain different standards based on whether guestrooms have desks or not, things hotels want to achieve and many more. It is also determined hotels manage their reputation by increasing their social media presence and digital marketing. It is concluded for the hospitality industry service culture is necessary to conversate with customers and maintain effective customer service like Marriott International.    
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1. It is recommended to hotels increase eco-friendly and sustainable practices after COVID-19. Travellers in current climate change issues will prefer hotels that focus on sustainability. Therefore, hotels have to understand the buyer’s mind and offer them a highly eco-friendly environment. 
2. Hotels can focus on bleisure travel to follow new market segments that can be highly prominent in the upcoming days. Employees and members can do extending work trips during weekends and explore new destinations. This will help to maintain business and leisure travel. 
COVID-19 and the lockdown change the entire scenario of tourism and hospitality businesses all across the globe. Hotels businesses like Hilton, Marriott or IHG have to create new plans for further development through technology upgradation, remote workings and robotics.         
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