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[bookmark: _Toc136947725]Executive summary 
Hospitality is among the most growing business industries. The increases in demand and quality services call for greater measures to be taken to ensure that the hotel is up to standard and can meet the expectations of their customers. The role and importance of hospitality as an entity is something of discussion that this module will tackle. For every hospitality organization, a customer is the most important aspect whose needs are of high priority.
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[bookmark: _Toc136947726]Introduction 
Hospitality is the business of providing leisure and accommodation to guests (Wood, 2015). Guest service therefore is the delivery of services that meet the needs of the clients. Hospitality and guest service is a crucial aspect within the hotel industry. It is among the fastest growing businesses due to its increase in demand. This report will major its focus on the following areas, the service culture, what are the cultures within the hospitality. Hotel stands, how well can a hotel achieve and maintain its standards? It will also discuss reputation management, and how reputable the management of the hotel is. All these topics are crucial to understanding hospitality and guest services.
[bookmark: _Toc136947727]Hotel standards 
Hotel standards come from both angles, the operational standards that include the staff, broadcast or advertisements and the amenities provided to the customers. The physical standards of the hotel, these are the conditions of the facility and the utilities plus the Fixtures and Leased Personal Properties (Salleh et al.,2014). A service standard is an aspect that exists within the hotel industry, it is an aspect that helps to give a clear picture of the customer expectations from the hotel and how well the hotel can meet this expectation. The hotel industry can engage in activities that can help it to maintain their standards. There are services that will help the hotel gain the customer's trust and this customer will always look forward to staying with them in the future. Uniqueness in service provision with quality touch is a great aspect in hotel and standards. The hotel standards in hospitality and guest service can be measured in five different criteria, the hotel size, how big or small a hotel is will determine a lot about their services and the condition of their facility (Browning et al.,2013). The location of the facility is within the urban or in the remote areas. Target markets, who is their major target customer, the local tourist, or the international tourist. Levels of service can range from three stars to five stars. Ownership and affiliation, who owns the hotel, and the reputation of the person or persons help in maintaining the hotel standards.
[bookmark: _Toc136947728]Brand consistency in hotels
Every hotel facility has brand consistency. The act of ensuring that the way in which you present your company and how the company is go together across all the marketing channels. Every source of information available about the facility should be consistent to maintain the hotel band consistency. Many hotels engage in marketing, either online or the use of billboards and television advertisements (Foroudi,2019). The need for advertisements is to create awareness about their facilities and to let clients know about their services. The branding of a hotel is a wonderful way to market it. While the world has become digital, many would wish to search online about hotels and use the information available on the website to choose their hotels of liking. 
[bookmark: _Toc136947729]Importance of brand consistency in hotels 
Avoid brand inconsistency. A hotel facility builds a reputation through its provision of consistent information about its facility (King et al.,2015). When the flow of information is consistent and true, many clients will easily access it and find usefulness from any source. 
Increase customer loyalty and trust. Hotel and customer relationship is built on trust. Many trust the information that is available on the websites and other marketing channels. When the information is consistent the customers build trust and loyalty towards the facility.
Ensure a consistent customer experience. Every customer finds satisfaction in the consistency of the brand. The experience of every customer determines their feedback about the facility (Chung et al.,2021). It also determines whether the customer will visit the facility in the future. Brand consistency helps the customers have positive experience as well as looking forward to staying in the facility again.
[bookmark: _Toc136947730]Reputation management 
Influencing and monitoring how a hotel is perceived online is a major aspect in reputation management. This involves keeping records of review sites that are available online. Consistent posting and engaging online. The most significant aspect in reputation management is ensuring that the customers can give feedback or reviews. Availing these reviews online for others to assess and judge them from it is the work of reputation management. Reputation management is a major aspect of ensuring revenue flow to a hotel facility (Silver et al.,2018). Good reputation calls for good paying customers that help in maintaining and sustaining a hotel. Impacting great sales is achieved through positive reputation management.
[bookmark: _Toc136947731]Importance of effective guest reviews management.
Help increase traffic and booking. Many customers get information about the hotel facilities online (Jian et al.,2017). Every customer checks the reviews from the previous clients that are available online for public use. If the information or the feedback from former customers are negative the new clients will not choose the hotel though many will choose where there is a lot of feedback. Many hotels depend so much on reviews.
Highlight the strengths and weaknesses of a hotel. The feedback from the customers helps an organizer to gauge themselves in terms of their strengths and weaknesses. Clients point out that the services were not up to standard. The organization will therefore use this information to ensure a better service provision in the future. While this is experienced, the clients will also congratulate the organization in the areas that they are doing good.
Customers can get the quality of the hotel and its service. While the world has highly embraced the sue of digital services. A client will learn about a hotel from its online reviews (Xu et al.,2016). The availability of reviews online is important to every person that is looking to book or seek hotel services. The quality of the hotel and its services can be gauged from the information available online with the support of the customer reviews.
[bookmark: _Toc136947732]Service culture 
Service culture in hotel management is an aspect where the service providers within a hotel facility are more obsessed with providing clients with the best services (Kotler et al.,2014). In this case the service provider is willing to go up and beyond their normal levels to provide competent and professional services to the clients. In every hotel organization, the customer service team is respected and held with high regard. This is from the role and the tasks they perform within the facility. Service culture provides a guideline or aspect of allowing the entire process within the organization to place the needs of the clients first. 
Corporate culture. It is an aspect that differs from service culture in that the corporative culture is a combination of various aspects that work together to achieve one common goal. Ethics, attitudes, beliefs, and values that make an organization what it is act as a guideline to the practices of this organization (Loo et al.,2020). The performance of an organization in a corporate culture is determined by the presence and effort pulled together for the achievement of the set goals. Service culture on the other hand is a self-driven aspect that an individual can achieve through determination and passion to perform better. 
[bookmark: _Toc136947733]What is the importance of service culture in hospitality?
It outlines positive attitudes. Service culture is a more self-driven aspect that allows the employees to perform to their level best to provide their clients with the best experiences. Many employees develop positive attitudes towards service provision. Service culture helps the employees to instinctively make the right choices and decisions while providing services to their customers (Torres et al.,2014).
It increases the employee motivation and the customer experience. A good culture within an organization motivates employees. It encourages the employees to perform better than before. It also encourages the customers to seek the facilities services increasingly. Putting the needs or the clients first is the best way to encourage the clients. 
Increases customer loyalty. Many clients develop loyalty because of their experience with a facility. Service culture within a hotel facility helps to develop long-term loyalties with their clients (Raub et al.,2023). 
[bookmark: _Toc136947734]Recommendations 
While the hotel facility is among the fastest growing businesses across the world, it is important that it can maintain its reputation. A hotel facility should look forward to a future whose main objection and mission is to provide the best services to its clients. It should embrace the use of technology for better and efficient service provision. A hotel should also ensure the provision of sufficient and accurate information about the facility to help in attracting more customers. In the future the hotel facility should ensure that they provide an open channel of communication to allow every client to communicate their feedback while assessing those of former clients.
[bookmark: _Toc136947735]Conclusion 
Hospitality and guest service is a broad aspect of a hotel facility. It is the provision of effective services to the client. It is also the maintenance of the hotel's reputation through various activities. A hotel facility has culture that can be termed as service culture. Service culture provides a guideline to how best an organization or an employee can perform. Hospitality and guest service is a sensitive aspect within a hotel facility that remains a determiner of its growth.
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