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[bookmark: _Toc137420564]Executive Summary
This report covers the topics of hotel standards, reputation management & service culture in the hospitality industry. It is of particular importance to understand the latest trends within the industry to keep up with customer expectations, remain competitive and ensure repeat business. 
The paper examines the importance of having varied, high-quality standards for hotels by evaluating how good reputation management techniques should be implemented in order to stay ahead of the competition. The content of the report will also evaluate how to build and sustain a positive and professional service culture. End of report concludes by providing recommendations for hotels, regarding trends in the market, as well as outlining the obstacles that may need to be overcome to effectively implement changes and improvements.
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1. [bookmark: _Toc137420565]Introduction
Most researchers believe that businesses must follow hospitality trends to succeed in the competitive hospitality market. This paper focuses on three critically important concepts in the hospitality industry: hotel standards, reputation management, and service culture. The aim of this report is to help understand how hotels can stay ahead of the competition and build positive relationships with customers.
Along with this, at the end of the report will be provided recommendations for global hotels on how to adapt to market trends and meet customer expectations. 
2. [bookmark: _Toc137420566]Hotel standers:
[bookmark: _Toc137420567]2.1 Purpose of brand consistency standards
Brand consistency standards are critical for the success of the hospitality industry. These standards refer to the implementation of specific rules and methods that drive a consistent customer experience at a hotel or resort (Al-Msallam, 2019). Brand consistency can be accomplished by uniform service that gives guests an exceptional experience. The aim of brand consistency standards is to enable reliable, quality services across multiple locations.
[bookmark: _Toc137420568]2.1.1 Different brand consistency standards
Uniformity of Service
Uniformity of service is one of the most important brand consistency standards in the hotel industry. It's more and more crucial to offer guests trustworthy, competent services that meet expectations (Chung, and Byrom, 2021). 
For example, a large hotel chain like Marriott International has included Marriott Rewards to let customers quickly earn rewards as they travel.
Brand Identity
Brand identity is another important hotel standard. This refers to customers being able to recognize a hotel and understand what services they can expect from their stay. Hotels should create a brand that matches their beliefs and objectives (Al-Msallam, 2019). 
An example of this is the Hampton Inn chain which has adopted a branded design across all its properties. This includes their Signs and packaging displaying their logo. This makes Hampton Inn. hotel easy to spot (Al-Msallam, 2019).
2.2 [bookmark: _Toc137420569]Analysis of hotels Standards
Not all hotels have the same standards. 
The diversity in the hospitality industry and its different needs and customer expectations mean that hoteliers have to tailor their brand consistency standards to meet their specific goals and objectives. Consistent branding and amenities vary in every hotel (Praporski, 2018). 
Many hotels customize their services to appeal to different customer segments. 
for example, The Waldorf Astoria strives to provide a luxurious experience for their customers while Motel 8 provides affordable accommodation to travellers on a budget. This customization allows hotels to appeal to diverse types of guests and guarantees that they provide consistent service (Brand et al., 2019).
3. [bookmark: _Toc137420570]Reputation management:
[bookmark: _Toc137420571]3.1 Managing reputation in hotels
Here are a few strategies that global hotels can use to manage their reputations effectively:
Building Trust: 
Engaging with customers and fostering a trusting relationship with them helps in building trust and a positive image that helps hotels to develop their brand reputation (Jezierski, 2020).
Offering Quality Service: 
Always keep in mind that customers expect a certain level of service quality and consistency.
Innovating Services: 
Keeping up with the latest hospitality trends and industry standards is the key to staying competitive and providing next-level experiences (Boley, 2020).
A classic example of excellent reputation management is Four Seasons Hotels and Resorts. The resort features an extensive consumer outreach program that connects guests with personalized experiences including small cooking sessions with famous chefs, exclusive lunches with winemakers, and unique cultural activities (Boley, 2020). 
[bookmark: _Toc137420572]3.2 Importance of effective guests’ reviews management
Guest reviews management is very important part because it helps ensure that customers are satisfied with their experiences and tells the hotel how they can improve. 
One of the main benefits managing guest reviews is that it helps to increase  customer satisfaction. It gives hotels an opportunity to get honest feedback from guests or resort visitors. With this information, hotels can quickly identify problems and areas of improvement, and focus their energy on fixing them (Vo et al., 2022).
It also helps to establish trust, as guests are more likely to trust reviews from other guests. Apart from this, it enables hotels to actively respond to customer feedback, which can lessen the possibility of future unfavourable evaluations (Mauri, and Minazzi, 2019).
[bookmark: _Toc137420573]3.3 Impact of a negative review on hotel reputation
Negative reviews can have serious and lasting impacts on a hotel’s reputation (Mauri, and Minazzi, 2019).
Following are some examples:
Negative reviews can cause customers to doubt the hotel's reputation, trustworthiness, and ability to deliver the services they promise. As a result, guests may lose trust in the hotel and choose to stay somewhere else that has a better reputation.
Negative reviews can also have a large impact on a hotel's online presence and search engine rankings (Vo et al., 2022). A hotel's ranking on the search engine's results might be significantly lowered if hotels receive a very large number of negative reviews, as guest reviews are extensively weighted in search engines like Google. 
4. [bookmark: _Toc137420574]Service Culture:
[bookmark: _Toc137420575]4.1 Service culture
The type of customer service that a company offers is referred to as its "service culture." This includes the values, attitudes, standards, and behaviours of the staff members as well as the overall atmosphere and environment that is created by the organization (Ngacha, and Onyango, 2020). 
In a hotel, service culture is the way in which service is delivered to guests - from first-class dinner service to 5-star customer service. Hotels create lasting memories for their guests through engaging hospitality, welcoming personnel, and flawless attention to detail (Baradarani, and Kilic, 2018).
[bookmark: _Toc137420576]4.2 Service culture VS corporate culture
Service culture is closely related to corporate culture but differs in a few keyways. 
Corporate culture encompasses the shared values, attitudes, and behaviours of a company, while service culture is more specifically focused on how employees interact with and serve customers. 
Corporate culture often includes the company values, mission, and goals, while service culture is concerned with customer satisfaction, quality of service, and daily interactions. 
Corporate culture is usually decided by management and informs how employees are expected to work, while service culture is developed with customer input and feedback.
For example, the premium Inn Hotels Group has a corporate culture that focuses on innovation, personal responsibility, and growth. Their service culture encourages professionalism, and civility, and empowers staff to give excellent customer service.
[bookmark: _Toc137420577]4.3 Importance of Service Culture in the hotel industry
Service culture is vital for creating an enjoyable and memorable guest experience in the hotel industry, as hotels rely heavily on their service for customer satisfaction (Chen, 2019). 
It is important for hotels to use service culture as a way to differentiate themselves from their competitors, creating a positive and lasting impression on their customers (Andriani et al., 2019). 
For example, Four Seasons Hotels and Resorts have established an exceptional service culture that includes anticipatory service, empathy, and discretion. Thus, their hotels distinguish themselves and give customers an exceptional experience. 
Creating a culture of service excellence also creates customer loyalty, which is essential for success in the hospitality industry (Baradarani, and Kilic, 2018). 
Consumers are expecting more than just a comfortable bed and a clean room. They want to be treated as valued guests and have their expectations exceeded. Customers remember hotels like The Four Seasons that go above and beyond to deliver a warm and personable experience.
5. [bookmark: _Toc137420578]Conclusion 
In conclusion, to compete in the ever-changing and competitive hospitality business, hotel standards, reputation management, and service culture play crucial in the hospitality industry. By investing in customer service and modern technology, hotels can create a pleasant and enjoyable customer experience to keep up with market trends and remain successful. With various obstacles facing certain businesses, focusing on details, building relationships, and creating value for customers makes sure that hotels remain competitive and relevant as customer expectations continue to change.
6. [bookmark: _Toc137420579]Recommendation:
[bookmark: _Toc137420580]6.1 Recommendations for Hotels Regarding Market Trends
One of the most important recommendations for hotels regarding market trends is to focus on customer service. 
In today’s highly connected world, customers have access to a vast array of hotel and other travel-related reviews, and their recommendations can make or break a hotel’s reputation. As such, hotels should ensure that they are providing the very best customer service (Ali et al., 2021). 
Shangri-La, Four Seasons, and Omni Hotels & Resorts are well-known hotel chains that excel in this area. These businesses have set the benchmark in offering excellent customer service experiences. 
Another key recommendation is to invest in modern technology. 
Operations can be streamlined, and expenditures can be cut by adopting the latest technology like AI, IoT & VR. Also, it can be used to improve the customer experience overall by making the customer journey simpler and more fun. Investing in technology can also help hotels to target a wider audience and create customer loyalty (Ruel, and Njoku, 2021).
For example, the InterContinental Hotel Group utilizes several digital technologies to engage with its customers. Customers can check in, monitor their reservations, and manage their rewards via a smartphone app that they utilize. They also use artificial intelligence to help customers find their desired services and products (Ruel, and Njoku, 2021).
[bookmark: _Toc137420581]6.2 Obstacles Facing Certain Hotels
Unfortunately, some hotels face some kind of obstacles when trying to remain competitive. 
Obstacle 1: High competition 
For example, an obstacle facing certain hotels is the level of competition in their area. Hotels in highly competitive areas may have to go above and beyond to stand out from the competition. One example is Hotel ZaZa, a boutique hotel in Houston, Texas (Incfact.com, 2023). The hotel beats the competition by providing distinctive services and features including art excursions, speakeasies, and specially crafted packages (Nain, 2018).
Obstacle 2: Regulatory Constraints
Another obstacle, in certain regions, there may be laws or regulations that limit certain practices. Hotels must be affected by these limitations, which may restrict them from implementing certain trends or technologies (Nain, 2018).
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