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Executive Summary 
This article examines brand standards, reputation management, and service culture in the hotel industry. Keeping your brand's visual design and message consistent is essential to earning the trust and loyalty of your target audience. The standards by which hotels evaluate themselves vary with their market and their goals. Monitoring and influencing a hotel's reputation is called "reputation management," and it often involves using PR templates and SEO strategies. While glowing reviews might bring in new guests and appease old ones, negative ones can do serious damage to a hotel's reputation. The goal of both service cultures and corporate cultures is to influence staff behaviour in relation to consumers. Maintaining a solid service and corporate culture is crucial to a hotel's long-term prosperity. Establishing unique brand standards, managing one's internet reputation, prioritising input from customers, and encouraging a service-oriented culture are all recommended.
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[bookmark: _Toc137226732]Introduction
This report wants to analyze mainly the hotel standards where to discuss the purpose of these brand standards as well as the evaluation of these standards to identify if all hotels have the same standards. Reputation management will also be analyzed, where an understanding will be provided on how hotels can build their reputation in an efficient way, the importance of effective review management, as well as the impact of negative reviews. Another fundamental aspect that will be discussed is these cultural services. In this part of the report we will understand this service culture, how it differs from corporate culture as well as this important thing in the hotel industry. At the end of the report, a series of recommendations on the hotel will be offered based on the accumulated information aimed at paying attention to market trends and what are these obstacles that certain businesses face.

[bookmark: _Toc137226733]Main Findings 
[bookmark: _Toc137226734]Hotel standards
Brand consistency represents the delivery of brand messages in accordance with brand identity as well as strategy and values over time. Consistency means that the target audience is repeatedly exposed to the basic messages as well as to other elements of the brand, of the visual branding, but also what can help to strengthen brand recognition. Brand consistency is the practice of delivering messages aligned with the brand's core values by presenting the brand's logo in a more similar way (Burgee, 2018). The standards for hotels often change depending on all types and class of hotels, being also very different depending on what the hotel is trying to achieve and to propose the unique value of the hotel (Lacalle, 2022). Brand standards improve the customer experience by offering them a constant experience. It also greatly improves the experience of the team and also helps the brand to obtain a very high rating (Radley, M., 2023).


[bookmark: _Toc137226735]Reputation Management
[bookmark: _Toc137226736]How can hotels manage their reputation effectively? 
The management of the hotel's reputation represents influencing the way as well as the monitoring of the hotel and how it is perceived by others. Also, there are many ways in which hotels can manage their reputation effectively, such as the use of templates that help automate the processes of reviews as well as the online reputation of the hotel (Lacalle, 2021). According to Whitley (2022), the responsibility and follow-up of all reviews greatly affects the reputation of hotels. Poor guest experiences can bring negative reviews that have a negative impact on the hotel and its reputation (Whitley, 2022) Also according to the same source, Search Engine Optimization (SEO) is another way to increase online reputation and presence hotel brands. Also an article published by Agrawal (2017) on the official Forbes page, shows that 75% of online consumers do not go past the first page of the search engine results, this is very important for the hotel to be recognized (Agrawal, 2017).



[bookmark: _Toc137226737]What is the importance of effective guest reviews management? 
The efficient management of guest reviews helps a lot to increase traffic as well as bookings and guests, making them feel more confident about staying in the hotel (Jeffery, K., 2019). The evaluations of the guests as well as the response to them have always been a vital part in the hotel industry. They represent a way in which hotel guests can share their experiences, both positive and negative, with other potential hotel customers (Lodging Interactive, 2021). The management of guest reviews also means the responsibility for these online reviews regardless of whether they are positive or negative. Reviews evaluate how employees feel about the services offered by a certain hotel and the use of positive reviews is an important part of marketing as well as promoting brand efforts (Hotelminder, 2023)


[bookmark: _Toc137226738]What is the impact of negative reviews? 
Negative feedback from dissatisfied customers can greatly affect the reputation of the hotel brand, as well as weaken its reliability. Many online shoppers are much more reluctant to buy a product or service based on their reviews, being the main factor, they look at before using that service or product (Tas, 2022). According to Lacalle (2021), a percentage of 35% of all Internet users think twice or even three times before booking online, but they have seen more negative than positive reviews. Also, a hotel risks betting as much as 22% of its reservations due to the influence that negative reviews have on their official pages. This is extremely important for a hotel's reputation, as it not only influences the customers' decision but also their perception of the brand, putting a negative label that can be very difficult to give.
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[bookmark: _Toc137226740]What is service culture? 
The service culture represents an environment where employees provide customers with superior quality services. The importance of this service culture is extremely high due to the fact that it represents the key factor leading to an excellent service. The moment when customers are faced with an excellent service, they are much more willing to reuse that service, also encouraging others to try the product or service (Louveau, F., 2023). Customer service culture has two main elements such as the way the company treats customers and the way the company treats the people whose tasks it is to take care of customers, this includes both employees and other team members (Solomon, 2020)

[bookmark: _Toc137226741]How does this differ from corporate culture? 
Corporate culture represents the way in which the members of the organization think and act as well as understand the world around them when the culture provides services on the culture of the organization in which it exists and has a direct impact on the hotel guests in relation to the provision of outstanding services (Toister, 2018). Another more extensive definition of what corporate culture is is given by Evan Tarver (2023) on the official Investopedia website, where he defined corporate culture as referring to the beliefs, values and behaviours that determine the way in which the management of a hotel and its employees interact, manage and carry out commercial transactions.



[bookmark: _Toc137226742]Why is this important in the hotel industry? 
It is of the utmost significance that the hospitality business maintain a service culture since this establishes the standard by which employees are expected to make proper calls, choose suitable forms, and make the best possible judgements. Their interactions not just with visitors but also with other members of the staff are influenced by the notion of putting the client first (Louveau, F., 2023). On the other hand, it is also essential to have a strong corporate culture because this is what distinguishes one hotel from another. Corporate culture is the sum total of a company's traditions, values, and beliefs as well as its behaviours and attitudes. According to Sawyer et al. (2021), a positive hotel culture has a highly favourable impact on the performance of hotels. 


[bookmark: _Toc137226743]Conclusion 
Throughout this project, it has been covered some of the most important facets of the hospitality industry, including brand consistency, reputation management, guest reviews, negative reviews, service culture, and corporate culture. Keeping the brand same throughout time improves customer recognition, interaction, and the entire brand experience. Efficient reputation management include monitoring and moulding how outsiders see the hotel, using templates for managing reviews and comments, and improving the hotel's web presence. Since favourable reviews may lead to more bookings and more customer confidence, review management, regardless of reviewer mood, is an important component of marketing and brand promotion. Negative reviews may have a devastating effect on a hotel's image and business, leading to a drop in reservations and a reputation that's difficult to change. A hotel's bottom line may benefit from instilling a service mentality that places a premium on guests' happiness. Nonetheless, a company's culture may impact internal communications, operational procedures, and overall business performance. Both the hotel's service culture and its overall business culture contribute to guests having a positive experience.

[bookmark: _Toc137226744]Recommendations 
Consistency in the hotel's brand image requires well-defined brand standards that reflect the property's identity, strategy, and core values. Consistent delivery of brand messaging and visual branding elements requires the establishment of detailed regulations. Properly maintaining the hotel's internet image includes monitoring and responding to feedback. This can be simplified with the use of automated tools and pre-made templates. The hotel's online visibility and number of bookings might both benefit from some SEO work. Prioritising and using guest reviews in marketing may enhance bookings and consumer confidence. The hotel's online reputation can only be preserved via prompt and helpful answers to negative reviews. 
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