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Executive Summary
This report will discuss the importance of maintaining the service culture and standards in the hotel industry. The report will discuss the importance of reputation management in order to maintain the standards of hotel services. It also discusses how the corporate culture is different from the service culture and how the service culture can benefit from the corporate culture in hospitality management. It provides constructive recommendation that ensure the hotel organizations to maintain continuity in the competitive market.
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As opined by Baum, (2019), hospitality management is the composition of services that provides the customers with the essential support that are required in order to provide perfect accommodation services. In the modern world, the hospitality industry is one of the busiest and most competitive markets. It consists of mainly four major sectors that include food and beverages, accommodation services, conference and events and travel and tourism services (Wood, 2015). It is important for the different hotel management organisations to understand the essential need in the competitive markets to keep up customer retention by following the standards of services. The following report will discuss how essential it is to maintain the service culture and hotel standards through the application of essential reputation management. 
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Purpose of Brand Consistency and Standards
As mentioned by Wu et al., (2019, p.307), brand consistency is one of the most essential aspects of business management as it leads to brand recognition. It is important for any hotel organisation that the target customer recognises the brand and understands the status of the hotel services which will enforce them to acquire their services repeatedly. The standards of any hotel are directly related to its brand consistency as the reputation precedes upon the level of services and customer satisfaction that has been acquired through the hotel (Šerić and Mikulić, 2020, p.458). For instance, Marriott International being one of the leaders in the hospitality industry precedes their standard and consistency of the services to their customer base. Their primary focus policy on providing services to business individuals and travellers requires an essential premium experience that the customers expect (Nicholls, C. and Nicholls, 2023).
 In the hotel industry, the term consistency is effectively directed by the brand’s effort to provide transparency about its core values and identity to the customers through the services. Apart from consistency in deliverance to standards of services, there are different strategies that are influential in maintaining consistency over the standards across the hotel industries. 
Traveller Amenities: Appropriate additional services to the guests such as providing beverages during check-ins, providing wifi passwords to the customers and securing their properties according to the hotel standards can be vital for hotels to increase standards (Rai and Nayak, 2019, p.23).
Visual Identity: One of the most recognised hotel chains in the US is Kimpton Hotels and Restaurants; they have a unique strategy that allows their customers to acquire similar standards of services providing the same room decor across their branches. It considerably fulfils their customer expectancy across the operations. 
Do all the hotels consist of the same standards?
Hotels across the world cannot be of the same standards. The general “star rating” defines the category of hotels that can be acquired by customers according to their financial capabilities. The hotels with 5 or 7-star ratings provide luxurious accommodations and additional services that register as the premium standard in the market. The premium technology and services that are provided in the Premier Inn cannot be acquired in an average hotel. Irrespective of this fact the standard of services according to the expectancy can be maintained (Tesone, 2014). It can be influential in the growth and profitability of an emerging hotel to understand the value of a positive reputation that can help emerging organisations stay in the competitive market. 
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Figure 1: Most Popular Hotel Brands in the UK
Source: statista.com, 2022
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Effective solution to manage the reputation of hotels
Activities of social media
In the modern era of digitalisation, hotels are required to change their standard maintenance policy through the subsequent application of different sources that increases customer engagement (Perez-Aranda et al., 2019, p.617). One of the most popular media in this context is social media. Platforms such as Facebook, Twitter, Instagram and Youtube can provide hotel organisations to link up with a vast customer base and it will virtually build up their identity with proper application. Different pages and social media campaigns can be useful for hotel organisations to deliver their information regarding the services and amenities. One of the key examples of this aspect is AirBnb’s Instagram campaign, where they provide videos regarding the experiences recorded by their customers in real-time. The organizations have witnessed an increase in sales across their branches. 
Real-time engagement with the audience
An organization needs to connect with their target audience through various mediums. Activities in this context require actions such as addressing comments, interacting with the audience regarding their queries and producing effective content regarding the services. Being available to customers continuously through personal messengers like Facebook Messenger and WhatsApp provides a sense of accountability that reflects upon customer acquisition and retention (Anagnostopoulou et al., 2019, p.23). 
Optimization of website
Hotel organizations need to optimize their websites and continuously update the contents in the display. It is important to showcase their services and description of the items that would attract new customers through the medium. Technologies such as SEO provide discoverability and authority in engagement with customers.
Acquire good reviews
Research suggests that 93% of people utilise online reviews to assess the standard of the hotel (customer-alliance.com, 2022). It is essential for hotel organizations to display positive review on the various mediums that has been discussed. To develop the consideration for the customer base it is important to show the best results of the services, therefore the organisations need to display the various aspects where the customers that have utilised the services. 
Importance of effective guest review management 
Effective guest review management is the procedure that consists of acquiring, analysing and displaying customer feedback to produce benefits in promotion and marketing (Fernández‐Gámez et al., 2020, p.2207). It is important for hotels to help customers to identify their benefits and services which can attract more customers in the following process. Effective guest review management also allows the organization to analyse and monitor their services which would be essential to maintain or developing the services in the process. 
Impact of Negative Reviews
The impact of negative reviews can be considered in both positive and negative aspects. In a positive sense, organizations need to analyse the common aspects that have been identified by their customers to be improvised during their stays. It is essential for the hotels to take prompt actions depending on the intensity of the situation. 
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Description
According to Murphy et al., (2019, p.787), service culture is the formulation of various aspects of service into the development of the structure of services that precedes the standard of any hotel. It is important for the hotel organization to identify the perfect environment where the employees are obsessed and driven into providing the best possible services to the customers. The two primary aspects of successful hospitality management are the way to serve the customers and the way to treat the individuals who are engaged in servicing the customers. In the standard of customer services, the hotel organization must include the equal recognition and equal importance policy that would provide an entirety in their service policy. 
Difference between corporate culture and Service Culture

	Corporate Culture
	Service Culture

	· The corporate culture is the procedure where the organization’s members act according to the circumstances.
· Corporate culture requires individual action. 
· In the corporate culture, the company's standard implies the method of individual interaction with the outside world.
· The administration of corporate culture does not enforce anyone to act accordingly rather than they investigate the reason behind any action of the individuals (investopedia.com, 2023).

	· The service culture is the structure where the employees are engaged in the development of circumstances.
· Service culture requires collective action.
· Service culture determines how every individual associated with the organization should interact with others (Hao and Chon, 2022, p.117).
· The administration of service culture enforces the process of individual discipline; it follows the company standards in order to provide better services.   



Importance of Corporate Culture in the Hotel Industry
As mentioned by Qiu et al., (2020), the induction of corporate culture into the service culture influences the standard of long-term plans that allows the hotel organizations to pursue their vision. For instance, the goal of Marriott providing business class individuals and travellers their services helps them to maintain their standards of providing the premium standard of services across their branches. It is also important that with the help of corporate culture, the hotel company need to organize their policies and regulations for the employees that would help them to develop the standard of services. Corporate culture in the hotel environment decides the time management standard and approach of employees to the customers; it will help the organization to be better with the corporate approach to the customers (Walker,   2013). 
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In conclusion of the above findings it can be concluded that hotel organisations across the globe need to address the latest policies that can provide the organization to turn themselves into a recognised brand from being just a hotel. It includes the to provide certain additional services to the customers to make themselves unique in the competitive market. Considering the market scenario of the UK it is vital for the hotel organizations to acquire promotional activities in the digital media. 
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In view of the above findings and various examples regarding the industry's best approach it is recommended that before even qualifying themselves as premium service providers the hotels need to make their presence in the digital medium as well as social media. Findings suggest that customers are more included in acquiring those services that are virtually popular rather than the existing market. 
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