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Executive Summary
Service culture focused on great service for the customers and the guest and it helped organisations to build good relationships with the customers. The brand's consistency standards and its purpose within the hotel were explored in this report. It also analysed what are the impacts of both the negative and positive reviews of the guests in the hotel. The report was discussing the strategic plans that were made by organisations to create awareness among customers. The hotels manage their reputation by using different activities and providing training programs for the employees to get efficient outcomes in the organisation.  The report elaborated that the workers of the company were trained that enable to provide better service for the customers. 
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[bookmark: _Toc136955701]Introduction
The report will be analysed about service culture and its importance within the organisation. Service culture emphasises great service for the customers that will help the organisations to build good relationships with the customers. It will be elaborated that the employees of the organisation are trained to provide better service for the customers. Furthermore, it will be demonstrated how the hotels manage their reputation. Moreover, it will also be analysed what are the impacts of both the negative and positive reviews of the guests in the hotel. The brand's consistency standards and its purpose within the hotel will be exploited in this report. The feedback from the guests affected the business in different ways. 
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[bookmark: _Toc136955703]Purpose of brand consistency standards
Consistency of brand in the company is defined as the ability of a company to manage effective way of communication and market positioning aligning with the core value-based elements that build its real identity (rockcontent, 2020). Business organisations are always eager to develop their market image by spreading branding awareness and for that purpose consistency is highly required. The clear and transparent pattern of voice, slogans, advertisements, graphic designs and promotional campaigns helps to maintain brand consistency standards for the companies.
Differentiates business in the market 
In the competitive marketplace, many companies are trying to attract potential consumers for their sales growth. In that case, brands are the most solid identity of a company to make them communicate regularly with their target audience. With public recognition, businesses can maintain brand standards consistently. 
Boosts authority
Authority can be obtained through consistent exploration of brand image. Companies which have developed their impression so well among people that the authority has attached the brand’s name to a product. The customers make the decision to choose a particular brand with the help of this (Schonrock, 2022).
Creates loyalty with consumers
Customer loyalty is directly linked with the consistency-focused branding of the company. Customers demand quality in a brand which can be achieved with an effective strategy based on consistency by the company. Once they find the quality of standard in a brand, they are more likely to stay fixed with that for the long-term. 
[bookmark: _Toc136955704]Do all hotels have the same standards?
The class and type of the hotel determine the standard of a hotel. The business objectives, mission and vision are also different for different hotels. For chain hotels, standardisation is one of the major elements. Thus, it is clear that the standards of hotels are not the same. 
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[bookmark: _Toc136955706]Ways of managing the hotels' reputation 
Sending automated feedback survey: Since, guests are more inclined to share their experiences when personally invited, directly asking them for comments will ultimately lead to more reviews. Sending customers, a customer satisfaction survey automatically is the simplest way to accomplish this. By taking this simple but crucial step, you can plan your hotel reputation management strategy and prevent unfavourable reviews from appearing (Petts, 2022).
Giving a response to the reviews: Gathering reviews is crucial for managing a hotel's reputation. According to TripAdvisor, 85% of customers think their opinion of a hotel is improved when they read a good manager's reaction to a bad comment, and 65% of users would prefer to book a hotel that reacts to reviews. It demonstrates that your company values customer feedback, and particularly in the case of unfavourable evaluations, a thoughtful reaction can convert a difficult circumstance into an advantage (Petts, 2022).
Making the work easy by using templates:
Create a bank of responses for both positive and negative feedback to prevent letting your response approach be influenced by your emotions. Though it could appear a little deceptive to see a number of boilerplate review responses, don't just copy and paste your remarks. Instead, be creative and use these templates to guide your comments (Hollander, 2023).
[bookmark: _Toc136955707]Importance of effective guest reviews management
No matter if it is an independent hotel or a hotel chain, managing an internet reputation should be one of the top priorities for hotels nowadays. Since it immediately influences consumer choice and financial results (77% of travellers are more inclined to book when hotels reply to reviews*), every hotel management needs to pay attention to this emerging area that is becoming increasingly significant in their daily operations (Hotel Minder, 2020).
Along with the need for more control, the manager can and should employ tools to make management easier in this novel situation where customer satisfaction is becoming more and more crucial.
[bookmark: _Toc136955708]Impact of negative reviews on hotel reputation management
Feedback or review which is negative from the guests or the customers can also be causes bad effects the image of the company and its brands and it also decrease dependability. Online bookings from hotels and restaurants that have few or numerous bad ratings are less common, which reduces revenue (Tas, 2023).


[bookmark: _Toc136955709]Service Culture
Service Culture is one of the company cultures that focuses on great service for the customers. Service culture is the culture of the organisation that focused on creating values for both the employees of the company and customers. Employees of the organisations have been trained and then they will be able to understand the customer’s needs and place it in the first position among their all activities. The approach of service culture helps the organisation to stand in a competitive piston and enhance productivity within the organisation. It helps to create a better and more positive environment in the workplace. Service culture encourages open communication, increases retention of employees, boosts productivity, and attracts more customers which helps the organisation to get profits in the business (Ridley, 2019).
[bookmark: _Toc136955710]Difference between Corporate Culture and Service Culture
Corporate culture is almost different from service culture. Service culture focuses on creating a great value and experience for the customers wherever corporate culture refers to values and behaviours which is for determining how employees of the organisation and management interact and perform transactions of the business (Dimitriou, 2022). Corporate culture also handles transactions of outside business hence the service culture emphasises guests’ services and trains employees to understand their needs and fulfil them by giving them better service. Employee hiring and retention can be affected by corporate culture. Practises within the business can represent by the corporate culture of the company. The corporate culture of a company also represents the core values of the organisation. The culture can be influenced by international trends, company size, and economic trends hence the service culture is managing practices to enhance customer services and establish good relations with guests or customers (Dangermond et al., 2022).
[bookmark: _Toc136955711]Importance of Service Culture in Hotel Industry
The service culture aims to emphasise creating values for great service to the customers which attracts more tourists. Good customer service creates a good experience for the customers. A good service culture allows organisations to be able for creating the best experience for guests. Service culture can exist within the organisation when the company motivate its employees to understand the needs of the customers and cooperate with the company to provide the guests with facilities. It is important in the hotel industry as it also creates loyalty towards the company and brings positive outcomes. The approach of service culture in the hotel industry is really significant as it boosts revenues, improves the viability of businesses and most importantly creates value and establishes a strong position in the market (Lee and Park, 2020). 
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The report has explored service culture and its advantages within the organisation. Service culture mainly focused on a great service for the customers that will help the organisations to build good relationships with the customers. It has been discussed what are the impacts of both the negative and positive reviews of the guests in the hotel. This review had affected the industry hence many strategies have been used by organisations to get positive feedback from customers. It has also been demonstrated that hotels manage their reputation by using different activities in the workplace. The standards of brand consistency of the company and its purpose within the hotel have been demonstrated in this report.


[bookmark: _Toc136955713][bookmark: _p7js00fp3qyw]Recommendation
1. Digitalised guest experience is needed for the customers or the tourists to make the business more profitable. The demands for contactless delivery have emerged after the pandemic situation hence it become essential for industries to provide service digitally to their customers. Guest experience can be digitalised by improving the uses of technology in the industry. Digital Services help customers with different things such as voice control, contactless payments, mobile check-in, different technology options and so on. Some challenges that have been faced by organisations while providing a digital experience are people-centric issues, technical barriers such as network tissue, some structural problems and so on. All these are major obstacles in the business. 
2. The business is needed to be careful about the health care and well-being of the tourists and the hospitality industry must be conscious of the guest's health. Quality service for the customers is important in the hospitality industry and it is one of the major and useful sources of competitive advantages in the market. The success of any organisation is mainly depended on the ability of the organisation to meet customer expectations (Mercade et al., 2019). 
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