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[bookmark: _Toc137133089]Executive Summary 
This report discusses the importance of managing hotel standards, the reputation of management and service culture in the hospitality industry. They all play a prominent role in the growth of a hotel, as a hotel is defined due to the standard of services it provides to its customers. It depends on whether the services are high quality or low. The management maintains its reputation and the services the employees provide to its guests. Service culture is up to employees on how far they go to provide customers services to which they pay the amount.
[bookmark: _Toc137133090]Introduction 
The hotel industry is all about the hotel's standard, the service culture they follow and the hotel's reputation. Guest visits the hotels by judging the services provided there. Whether the hotel is good enough to stay, employees' behaviour towards the guest makes the hotel's reputation, maintaining high-quality standards and offering top-notch services make the hotel's growth successful. To maintain its reputation, the hotel has to solve the queries so that the customer can also be satisfied with their services. 
[bookmark: _Toc137133091]Main Findings 
[bookmark: _Toc137133092]Managing hotel standards 
Hotel standards are physical and operational standards, for example, the quality and condition of the hotel, the staff working there and the facilities offered to the guests (Laerdal, 2022). Maintaining high-quality standards helps hotels in increasing revenue and reduce losses. The main objective of a hotel is to provide guests with services which offer the same comfort as they are at their home. The hotel standards depend on the hotel class. Considering the hotel standard is the most essential element, providing top-notch services. Hotels like "The Standard” in London has set a perfect standard by providing their customer's scrumptious food, cosy disco pubs, live music performances, the historic architecture provides great pleasure; they offer special services for customers to choose the best way they want to stay in (Marinakou, 2019). The hospitality industry depends on the customers to have a good staying experience; if a hotel cannot maintain the standard they are promoting, it will lead to a complete failure. Professionalism and managing the total are some important parts of maintaining the standards of the hotel. A hotel like “The Standard”, London provides services with efficiency for quests well-being and sets standards high, as in the hospitality industry, the standard of the hotel matters the most in maintaining their position in the industry. The Hospitality industry follows ISO standards, providing the best possible way of doing something. ISO 22483 is an internationally used standard by the hospitality industry; this standard sets the quality of management of hotel services around the UK. The main objective of this standard is to ensure that hotels provide satisfactory guest services.  The services this ISO standard offers include Front desk, Accommodations, pools, spa and entertainment etc. The benefits of this standard are, hotels have improved their guest services, the security of guests is mandatory, and communication with guests has been improved. 
Brand standards also play a vital role in the hospitality industry to ensure consistent service (Mariño-Romero, 2020). Without any doubt, it is important that the interior of the hotel design is the key to attracting the guest to stay. Services matter when maintaining the standard as the guest requires proper and quick services. Hotels like London Marriott Hotel Maida Vale provide premium services, with newly furnished rooms, suites, and large walk-in showers. It allows you to enjoy original artwork of local culture. Maintaining the amenities, London Marriott Hotel Maida Vale offers the same service quality around the globe (Zutshi, 2019). Loyalty programs are a good way to make guests visit the hotel where ever they are in the world because they know that the standard of hotels remains the same.  
[bookmark: _Toc137133093]Reputation Management 
Hotel reputation management is the most important part a hotelier has to perform to maintain their reputation. Many people visit social media to see the review regarding the hotel before making a booking; that is why it is important to maintain the online and offline reputation to provide a reason to guests why they are choosing this brand over others (Salem, 2019). Reputation management in a hotel is all about observing and determining how others see the hotel online. It includes keeping knowledge about the review guest provides on different social media platforms. Reputation is important in the hotel industry because it generates more revenue by maintaining the trust of new customers and retaining relationships with loyal clients. A positive understanding of a hotel is supreme in order to make an impact on their sales and generate maximum revenue. There is a direct impact between a hotel’s success and its reputation on social media. Upon researching, it is found that the impact of online ratings and reviews has been affecting the hotel’s sales and managing its reputation. To maintain the hotel's reputation, the best way is to respond to the bad reviews and resolve the issues that guest has faced, which will also increase customer satisfaction. Reputation management is all about providing excellent services; the better service you provide will positively impact the hotel's reputation in maintaining a good perception of the hotel (Zientara, 2022). 
Effective guest reviews can increase bookings while making guests more comfortable choosing the hotel. The benefits of review management are that the more powerful reviews are, the more customer will get attracted towards the hotel services. Paying attention towards the review shows that the business is interested in having guests' experiences and feedback regarding their services. Gaining trust among customers will help in maintaining their online reputation. Hotels like Premier Inn provide poor customer service and not even bothering about their reputation. Customers have to spend hours waiting for their turn to check in, but the front desk was not even bothering to accommodate or be responsible for their online reputation as most of the guests provided negative reviews regarding their services and staff response which led to a poor impact on their reputation (Kotera, 2021). Instead, Hotel Claridge provides deep attention towards their reputation while working on their reputation management, responding to guest queries online. Reviews about their services have been commendable, which have increased their reputation as well as helped them generate good revenue. Negative reviews impact a hotel's reputation badly, as most people book hotels based on the online reviews they see about that hotel. Every time a hotel gets a bad service review, it instantly loses customers (Koc, 2019).
[bookmark: _Toc137133094]Importance of service culture in the hotel industry 
The service culture refers to the environment where employees of the hotel are highly dedicated to providing excellent services to the guests. Making sure to go out of their comfort zone to provide top-notch services to the guest who is paying them for their services. This makes a huge impact on the hotel's success. The importance of the service culture is far more than just employees’ services; it's the standard of the services as well that helps not only increase customers but will get repeat customers as well. A strong service culture helps in making more and increasing the level of loyal customers. Service culture is the main factor that leads to amazing services (Jones, 2019). When guests are highly impressed with the services provided by hotel employees, they also recommend it to others. People approach the hotel with a positive vibe and experience. The customer enjoyed their stay and wanted to do a visit again. Every organization has its own culture; it can be corporate or service. 
The difference between both is that corporate culture is the way members of any industry think and understand, whereas service culture is all about services provided by employees (Khan, 2021). In corporate service, hotels set a particular mission or vision to achieve. In service culture, it's all about the premium services provided to guests. The main idea of service culture is to train employees to take the right decisions at any moment and use the proper tone and make the best decisions (Franzoni, 2021). Service culture matters a lot as a guest requires attention and good services; Hotels like The Big Blue Hotel has been really good in term of staff services; it is a 4-star hotel and provides luxury accommodation at affordable prices. Still, people have faced really good services (Alrawadieh, 2021). A guest has reviewed that they provide amazing services at their restaurant despite not staying in that hotel for long, still enjoy the services, which made them feel super satisfied. Most of the time, people do not get the services that most hotels promise to provide; Hotel Britannia has been named among UK's worst hotel chains as it continues to provide the worst customer service and not even improve or changed its staff behaviour in providing services. Service culture has a deep relation with the reputation of the hotel as well (Filimonau, 2019).
[bookmark: _Toc137133095]Conclusion 
 The hospitality industry requires maintaining its standards and services super strong so that guest gets attracted towards their services and recommend them to others as well. Employees should provide exceptional services to make the hotel's brand image. Review matters when it comes to reputation as in today's world, people first see reviews regarding the place they want to visit and make their first impression through it. To excel in this industry, you have to provide services that are unmatchable, and guests should become regular customers. Service culture also plays an important role in growing the sales and revenue of the hotel.
[bookmark: _Toc137133096]Recommendations 
· The hotel management should regularly consider gaining insights regarding the trends going on in the industry. These blog and social media platforms provide information regarding the ongoing trends in the hotel industry that will in growing revenue and attract guests;
·  Hotels should start using modern technology and keep on going with the trends;
·  Keep on updating on social media about the new services the hotel is offering to. 
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