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[bookmark: _h9njig7l63ux]Executive summary
The document sheds light on the aspects of the standards, reputation management and Service standards of the hospitality industry with an elaborative description. A brief descriptive analysis of the essential managerial aspects has been evaluated through the document. Different examples share insights related to the important managerial aspects of the hospitality industry that needs to be managed with a professional approach in terms of developing the business with better customer engagement. 
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[bookmark: _Toc136867179]Introduction 
The field of hospitality management is a field of tough competition that needs to be treated and managed properly so that individual business companies can deliver the best possible customer satisfaction. The respected business belongs to the background of luxury services that includes the aspects of providing the top most comfort for the customers. It is important for the service providers to maintain the culture as well as the customer's services so that the aspects of Hotel standards, Reputation, and Services could be managed in professional ways. The document is going to share a descriptive review covering the mentioned dimension of hotel standards, reputation and cultural management that needs to be followed by the companies.
[bookmark: _6uozo0lf3oqr][bookmark: _Toc136867180]Main Findings 
[bookmark: _ht5lnfxr2dj1][bookmark: _Toc136867181]Hotel standards 
What is the purpose of brand consistency standards?
The aspects of brand consistency management indicated the aspects of nourishing the areas of customer engagement with the company. It is important for companies in the hospitality industry to maintain the brand values of the organisation with maintaining consistent standards. Maintaining the aspects of aesthetics and beauty sense of the organisation the companies can serve their customers with the best possible services that create positive impacts on the customer's psychology (Forbes, 2022). The main purpose of the brand consistency standards is to serve customers with their specific needs along with maintaining the aesthetics and cultural values of the organisation.  
Do all hotels have the same standards?
The aims of the hotel services are to provide customers with the best possible services that make the customers feel pleased. In this context, the different service providers or hotels have different standards that they follow to serve their customers and maintain cultural standards. It can be said for example that hotel Marriot follows the standards of maintaining their employees and other stakeholders that ensures customer satisfaction from the company's end (Marriot, 2033). On the other hand, the company also has the standards of maintaining excellence in terms of their services that also deliver a better customer experience. 
Hotel Landmark also follows the standards with their integrated policies such as full payments confirming the booking a room can be occupied by three people, no smoking zone policies and other standards that ensure customer satisfaction with professional and sustainable approaches. The company also follows the SOP or “Standard operating procedures” along with the two organisations such as AA and Leading Quality Assurance LQA (Landmark, 2023). Different hospitality companies have their own standards through which they provide customer satisfaction. 
[bookmark: _fht8mznr762h][bookmark: _Toc136867182]Reputation Management 
How can hotels manage their reputation effectively?
Managing the reputation of the companies indicates the aspects of serving customers with authentic services and creating a positive impression on customers' minds with the services. 
[image: ]
Figure 1: Dimensions of reputation management in the hotel industry 
(Source: Ariffin et al. 2018)
Personalization is where the company provides personalised services for the customers that make the customer feel satisfied. Warm welcoming that includes ethical approaches to the customers in terms of welcoming the customers is the primary dimension that creates the first impression. The special relationship includes customer services that are beyond the regular services provided for the customers (Ariffin et al. 2018). Straight from the heart is the dimension where the approaches of serving with the highest priority are indicated for the customers. Comfort indicates the aspects of assuring both physical and psychological comfort for the customers. Through these approaches, a hospitality company can maintain their reputation in the business field.  
What is the importance of effective guest reviews management?
Companies in the hospitality industry have the responsibility to provide customers with the best possible service. Respected business executives or the quality assurance departments of the organisation have the responsibility to meet the customer's demands along with providing top satisfaction. In this context, customer review management can help the executives to make sure about the services that are provided to the customers (Padma and Ahn, 2019). Customers can post reviews on the company web portal from where the company can have insights about the customer's satisfaction level as well as in case of any negative situation faced by the customers. It is important for the business executives of the hospitality industry to review the customer's opinion so that the brand values and reputation could be managed.
What is the impact of negative reviews?
The negative customer review has the ability to make the business background of the company dull in every possible way. It is important for the service providers to meet the customer's demands in the best possible ways so that the company's reputation can be retained. A luxury hotel company can have better reviews in past service periods however, it is important for the company to maintain the importance of customer reviews by Providing authentic services (Anagnostopoulou et al. 2019). The more the company will have negative reviews against their services the more the company background will develop a negative impression in the customer psychology. 
[bookmark: _tccr37om923][bookmark: _Toc136867183]Service culture 
What is service culture?
Service culture refers to delivering efficient facilities to the customers and the hospitality sector provides appropriate training to their workforce in order to treat the travellers with warm welcome (Indeed, 2023). It is essential for the management of hotels to provide high-quality guest services to the customers in order to enhance their profitability. For example, Lime Tree Hotel takes care of their guest's needs by delivering them delicious foods such as fluffy pancake stacks, scrummy Eggs Benedict’s, and epic burgers (Limetreehotel, 2022). It is important for the management of hotels to understand the identification of market segments for hospitality products, changing customers' needs and demands to provide services as per the requirements of consumers. Assigning responsibility to each employee to abide by the customer-centric approach is beneficial in delivering better services to the customers (Indeed, 2023). A customer-centric approach is the process of understanding the preferences, demands or requirements of consumers. The consumers get satisfied with the services provided by the hotel from a customer-centric approach, which is useful for the hotel in attracting customers and it helps them in achieving their vision.
How does this differ from corporate culture?
Corporate culture includes values, beliefs and attitudes, which are visible in the behaviour of employees of an organisation (BBC, 2023). Quality awards, incentives for the staff, policies of hotels, making rules for the hotels, and teambuilding for the workforce are some examples of this culture. Service culture focuses on providing effective services to the customer. On the other hand, corporate culture deals with the process of making policies and procedures to meet the organisational objectives of the hospitality industry. Making effective policies is beneficial for a hotel in strengthening its working environment. Delivering training and rewards to the employees is useful in building a strong team, which is further helpful in the operations of the hotel effectively. Delivering sustainable (greening) good practices to the customers is beneficial to the management of the hospitality industry to attract potential customers, which comes under service culture. 
Why is this important in the hotel industry?
Providing healthy foods, laundry dry-cleaning services, Wi-Fi internet connection and other essential amenities are important for the management of the hotel to attract potential customers. Focusing on the feedback of the customers, building a culture of customer-centric, providing great guest services and so on are beneficial for the hospitality sector in achieving its objective (Forbes, 2023). For example, The Colonnade Hotel provides 24-hour reception, laundry dry-cleaning services, satellite TV, gluten-free food upon request, mini bar and so on (Colonnadehotel, 2023). It is important for the hospitality sector to provide effective guest services to customers and take care of their problems. An effective service culture is helpful in meeting the demands of the customers as per the changing environment, which is beneficial in enhancing customer retention. Corporate culture is essential in making policies and rules of the hospitality sector, which is helpful in providing training, rewards and incentives to the employees.
[bookmark: _2a3vpscw8rii][bookmark: _Toc136867184]Conclusion 
The report has highlighted the importance of delivering efficient and consistent customer services by building the credibility of the hotel. Building consistency of brands in the hospitality industry is essential in attracting potential customers. It is essential for the management of a hotel to focus on the reviews of the customer because it helps in accomplishing the visions of an organisation. Negative reviews result in a reduction in the number of customers visiting a particular hotel. Service culture is helpful for the hospitality industry in delivering a great experience to the customers, whereas corporate culture is beneficial in making rules and procedures within a hotel. The report has discussed recommendations for recruiting a skilled workforce, use of chatbots and so on in order to enhance the performance of a hotel.
[bookmark: _l2t7ao5riwl9][bookmark: _Toc136867185]Recommendations 
Recommendation 1: Hire skilful staff 
In the modern hospitality business, companies have been seen struggling with the aspects of hiring authentic staff. In this context, hotel companies can approach advertising specific job roles and needed qualifications to manage the job role (Tan et al. 2019). This simple approach can mitigate the obstacle of “hiring and retaining the staff” within the organisation. Companies have often seen hiring candidates without analysing the skills and competencies of the candidates makes the company step into trouble in terms of quality services.
Recommendation 2: Include chatbots in the web interface of the company  
In terms of developing the competitive range of the organisation, it is important for the business developers of the organisation to incorporate technical and relevant advancements. It has been seen that customers have faced issues with booking and information. In this context developed technological appliances such as adding chatbots in the web interface can help the customers to obtain primary information (Pillai and Sivathanu, 2020). Chatbots can reduce human engagement in terms of sharing general and booking information with the customers increasing efficiency for the company in terms of handling customers.
Recommendation 3: Replace  the food chart with standard consumables
Due to the rising cost of edibles companies have been seen struggling with meeting the customer’s negotiations in terms of consumables. In this context, companies can replace their food chart with standard items (Amicarelli and Bux, 2021). As far as the question of luxury food items goes, the company can create specific food charts for luxury customers with luxury demands.
Recommendation 4: Provide staff training to develop the employee competencies
[bookmark: _90879aaxn3jc]the hospitality industry has been seen struggling with serving customers with a professional approach. In this context providing professional training to the staff can help companies to develop the personality of the employees that reflects through the service approaches (Goryushkina et al. 2019). It is important for the respected developers of the company to be careful about the employee attitude and personality in terms of serving the customers, which can be developed with the help of professional staff training.
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