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Executive Summary
This report highlighted the different methods to improve the services that the hotel industry offers to its customers by monitoring the approaches it implements. The report discussed the subjects of reputation management along with service culture, which is likely to be the most influential in this arena. Additionally, this report has also discussed the hotel standards and their importance in acquiring and retaining customers for the company. It is based on research and has delineated recommendations conclusively that may usher in positive changes in the industry.
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[bookmark: _Toc150646368]Introduction
The hotel industry can be described as a lucrative arena that caters to the requirements of people through a variety of services. It is a domain under the hospitality industry and provides accommodation in licensed properties such as bars as well as restaurants (Ampofo, 2020). In recent times, the hospitality industry is focusing on new technological trends to deliver customer satisfaction. One such technology is Natural Language Processing (NLP) which helps computers process the natural language used in both text and voice forms (Bulchand-Gidumal, 2022). Utilising such technologies can help the business organisation to keep up with the competition in the market, by enhancing the customer satisfaction level. 

[bookmark: _Toc150646369]Main Findings 
The competitiveness prevalent in the hospitality industry has been largely affected by globalisation and the changes introduced by it. Factors such as pricing, market popularity, governmental regulations and other factors have contributed to this competitive growth. The satisfaction level of the customers can be described as the satisfaction that the customer gets by acquiring the service or product of the company. Additionally, building unique relationships with the customers can also boost customer loyalty among the business and the customers (Khan, et al., 2022). The following ways can help an organisation in this industry to monitor the service approaches that it practises towards its guests: 
[bookmark: _Toc150646370]Reputation management 
The term ‘reputation management’ is the specific communication strategy that organisations often adopt to adapt and combine the individual activities within an organisation. It includes the targeting and evaluation of those activities to mould the organisational reputation (Dacko-Pikiewicz, 2022). The reputation of an organisation is extremely important as it is proven to contribute to the upsurge of sales, yielding economic benefits. For instance, when a buyer develops a positive relationship with the staff, he is likely to deem the product quality to be better than reality (Aula and Mantere, 2020). Besides, it brings in additional perks such as attracting new investors, and competitive victory along with the alleviation of capital costs. As reputation management can have many benefits, not doing proper reputation management can also be devastating for the company. In case the organisation gets a negative review, it can deter the tourists from choosing the organisation as a potential place to stay hampering the revenue of the company (Linkedin, 2023). Reputation management from the company’s end will involve the process of managing its narrative as well as its brands in the online platform. 
Word of mouth is a secondary tool while self-promotion and depiction of confidence lead the process. For instance, Hyatt Hotel Corporation, the American hospitality company, through its online website claims to prioritise people and offer a workplace where friendship dwells. Additionally, it emphasises the care that it demonstrates towards its guests and claims to be one of the best brands in this field. Moreover, it boasts of delivering great experiences that are distinctive, to its guests and has acknowledged the same attribute to its success (about.hyatt.com, 2023). Effects of this type of reputation management can be seen from the online reviews and comments about the company which are mostly aligned with positive comments (Tripadvisor.co.uk, 2023). This can help the organisation to attract new customers for the company as these online reviews can also work as an advertisement for the company.  
[bookmark: _Toc150646371]Service culture
Service culture can be described as the set of organisational practices and the correlated mannerisms, values as well as behaviour of both the organisation and the employees constituting it (Nordin and Abdul Khalid, 2021). Ideally, it revolves around a culture where good service, when provided is appreciated. Contextually, the service is not only towards the external customers but also in the internal organisational environment based on values. A significant way of maintaining optimal service culture is by practising differentiated hospitality in the organisation. Each guest needs to receive differentiated hospitality wherein the experience delivered to him requires to be uniquely crafted according to his requirements (Solomon, 2016). 









Figure 1: Service Culture
For instance, the leading hospitality company, Hilton, owns around 34 hotels and resorts in over 17 countries, including territories, globally (Hilton, 2023). The company’s service culture can be evaluated from the values that it follows which prioritise the delivery of exceptional experience to all its guests. On the other hand, InterContinental Hotels Group PLC owns 6261 hotels around the globe and pledges to deliver true hospitality to its customers (Ihgplc, 2023 a). Additionally, this company claims that it maintains its commitment towards its customers as well as employees to making a difference through services (Ihgplc, 2023 b). Based on these factors, it can be stated that the organisation is focusing on the organisational practice and values to deliver satisfactory service to their customers. With time, the needs of the customers are also changing since different customers of the organisation have different needs for the company (Myo, Khalifa and Aye, 2019). Thus, enhancing the service quality based on the individual needs of the customers can be considered the key to gaining a competitive advantage in the hospitality industry.
[bookmark: _Toc150646372]Brand consistency
The concept of brand consistency includes the standardised maintenance of the brand image over time as well as places (Olomo and Otubanjo, 2019). Brand consistency is essentially maintained through the usage of various symbols, related names and positioning-based themes. Various strategies can help an organisation maintain its brand consistency such as having an attention-catching statement that will define the company’s mission. Additionally, reinforcement of the successful efforts from the past and the maintenance of a particular logo and colour scheme are a few of the other strategies. 
The online website of Host Hotels and Resorts, Inc., follows the colour scheme of golden and royal blue while claiming to be the largest traded lodging REIT in the world. Additionally, this hospitality company boasts of offering a diverse range of luxury hotels of upscale quality in the US (Hosthotels, 2023). The colours utilised in the company theme are thus exuding the same impression as its claims. Additionally, the logo of the company also depicts royalty in its design; altogether, the company tries to provide the visual impression of being a luxury brand to its customers to maintain its brand name consistently. Moreover, MGM Resorts International states that it employs individuals who aim to achieve high standards of victory while maintaining integrity in the process (careers.mgmresorts, 2020). This is a smooth method of marketing wherein the company is not directly stating its work ethics but indirectly focussing on the integrity it maintains through its job portal. The maintenance of the same design and visual effects since inception gives an impression of legacy and increases brand consistency.
[bookmark: _Toc150646373]Hotel standards
Hotel standards can be defined as the individual policies and standards that the operator is forced to comply with by their licencing brand. These factors include up-keeping standards of the company, common elements, maintenance parameters and much more (Lawinsider, 2023). Furthermore, hotel standards can also be illustrated through the service standards of the company wherein the company defines how it has planned to fulfil the expectations of customers. Besides, the company’s hotel standards can be depicted through its functional attributes as well as cultural attributes. For instance, Hyatt states that it maintains a certain approach towards its customers that is distinctively caring (about.hyatt.com, 2023). This helps the organisation to support its customers while also serving them based on their individual needs. On the other hand, another large hospitality organisation Marriot International is focusing on adapting to the change in the business process. 
The organisation claims they are continuously on the lookout for new and innovative approaches to be implemented in the business of the company. The primary goal of the company is to provide enhanced service for their customers and the organisation also provides various opportunities for their business associates to grow their business (Marriott, 2023). This helps the organisation to elevate the customer's experience within the organisation, which can heavily impact their satisfaction level and the financial performance of the company. It can also impact the competitive advantage of the company as it can also be defined as the process of satisfying the customers better than the competitors of the industry (Dam and Dam, 2021). Hence, it can be stated that to improve the hotel standards the organisations will need to focus on their service quality as both aspects of the business are positively aligned with each other.
[bookmark: _Toc150646374]Conclusion
Thus, this report highlighted the importance of monitoring the services provided to customers to maintain the prosperity of organisations in the hospitality industry. It focussed on the importance of reputation management and brand consistency while elucidating the concept of service culture. Moreover, it also highlighted the concepts of hotel standards while delineating the probable technological advancements in this arena.
[bookmark: _Toc150646375]Recommendation 
The following are the recommendations that can help organisations monitor and upgrade the services they provide to their guests:
Seeking Feedback: In order to increase the loyalty of the customer towards the organisation, the companies can devise feedback systems wherein the customers can express their satisfaction and preferences (indeed, 2023). 
High-Quality Content: Content marketing plays an integral role in moulding the reputation of a company’s brand. Including necessary statistics and utilisable information can help the consumers get an accurate comprehension (forbes, 2021).
Philosophical Framework: It acts like a statement that defines the mission of the company and provides a direction to the employees (vonage, 2022). As a result, it helps the company achieve a service culture that is homogenously followed in its organisational culture.

Reference List
about.hyatt.com, (2023). ABOUT HYATT Available at: https://about.hyatt.com/en.html#:~:text=Hyatt%20is%20a%20company%20that,the%20world's%20best%20hospitality%20brands. (Accessed 2 November 2023).
Ampofo, J.A., 2020. Contributions of The hospitality industry (Hotels) in the development of Wa municipality in Ghana. International Journal of Advanced Economics, 2(2), pp.21-38. 
Aula, P. and Mantere, S., (2020). Strategic reputation management: Towards a company of good. Routledge.
Bulchand-Gidumal, J., (2022). Impact of artificial intelligence in travel, tourism, and hospitality. In Handbook of e-Tourism (pp. 1943-1962). Cham: Springer International Publishing.
careers.mgmresorts, (2020). JOIN THE SHOW Available at: https://careers.mgmresorts.com/global/en/why-work-here (Accessed 2 November 2023)
Dacko-Pikiewicz, Z., (2022). Reputation management and family business (p. 224). Taylor & Francis.
Dam, S.M. and Dam, T.C., (2021). Relationships between service quality, brand image, customer satisfaction, and customer loyalty. The Journal of Asian Finance, Economics and Business, 8(3), pp.585-593.
forbes, (2021). Four Powerful Ways To Build Your Brand Reputation Available at: https://www.forbes.com/sites/theyec/2021/03/01/four-powerful-ways-to-build-your-brand-reputation/?sh=75ced5992f26 (Accessed 3 November 2023)
Hilton, (2023). OUR VALUES Available at: https://www.hilton.com/en/corporate/ (Accessed 2 November 2023).
Hosthotels, (2023). OUR PORTFOLIO Available at: https://www.hosthotels.com/ (Accessed 2 November 2023)
Ihgplc, (2023 a). About us Available at: https://www.ihgplc.com/en/about-us (Accessed 3 November 2023).
Ihgplc, (2023 b). What we stand for Available at: https://www.ihgplc.com/en/about-us/what-we-stand-for (Accessed 4 November 2023).
indeed, (2023). 9 Effective Ways To Build and Improve Customer Loyalty Available at: https://www.indeed.com/career-advice/career-development/improve-customer-loyalty (Accessed 4 November 2023)
Khan, R.U., Salamzadeh, Y., Iqbal, Q. and Yang, S., (2022). The impact of customer relationship management and company reputation on customer loyalty: The mediating role of customer satisfaction. Journal of Relationship Marketing, 21(1), pp.1-26.
Lawinsider, (2023). Hotel Standards definition Available at: https://www.lawinsider.com/dictionary/hotel-standards#:~:text=Hotel%20Standards%20means%20the%20systems,maintenance%20for%20all%20Common%20Elements (Accessed: 07 November 2023)
Linkedin, (2023). The importance of reputation management for hotels Available at: https://www.linkedin.com/pulse/importance-reputation-management-hotels-bookingsuccess/ (Accessed: 07 November 2023)
linkedin, (2023). The Future of Hospitality: Embracing Technology for Enhanced Customer Experience and Sustainability Available at: https://www.linkedin.com/pulse/future-hospitality-embracing-technology-enhanced-customer-ahmed-said/ (Accessed 4 November 2023)
Margaretha, F., Wirawan, S.E. and Wowor, W., (2022). The influence of service quality toward customer loyalty at five-star hotel in Bali. International Journal of Social and Management Studies, 3(2), pp.175-186.
Myo, Y.N., Khalifa, G.S. and Aye, T.T., (2019). The impact of service quality on customer loyalty of Myanmar hospitality industry: the mediating role of customer satisfaction. International Journal of Management and Human Science, 3(3), pp.1-11.
Nordin, N. and Abdul Khalid, S.N., (2021). Tourist police service quality and service culture influence on tourists’ confidence. Journal of Tourism, Hospitality and Culinary Arts, 13(1), pp.15-36.
Olomo, O. and Otubanjo, O., (2019). 11 Branding the Healthcare Experience. Health Service Marketing Management in Africa, p.121.
Solomon, M., (2016). The heart of hospitality: great hotel and restaurant leaders share their secrets. SelectBooks, Inc.
vonage, (2022). 10 Steps to Building a True Customer Service Culture Available at: https://www.vonage.com/resources/articles/the-power-of-building-a-true-customer-service-culture-and-10-steps-to-get-you-there/ (Accessed 6 November 2023)


Service Culture


Mannerism


Values


Behaviour


Organisational Practices


2

image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




