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Summary
Reputation, is important for hospitality industry. In order to manage the reputation/brand image it is essential to provide customers with proper service. Feedback, another important criterion that helps in improving the brand image is important to be collected, as it helps in understanding the areas that needs to be changed, this further helps in improving the functionalities of hospitality sector. To have a clear understanding of what service culture is brand reputation is, and brand standard is Marriott International and Ibis has been selected for the essay.
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1. [bookmark: _Toc137373853]Introduction
The hospitality sector belongs to the service industry, which means that it provides services to customers mainly by providing them with unique experiences during their stay with them. For any hotel, customers are the most important entity. The customer review can make or break the brand image. For any hotel the service culture is essential, as it helps in satisfying customers, this in return helps in generating better revenue, brand image, and competitiveness in the market. The hotel standards on which they operate are also not the same, because what a hotel wants to achieve is also different. Proper understanding and utilization of these two aspects help in ensuring that the hotels can maintain their reputation. Examples will also be cited from different chains of hotel to gain a comprehensive analysis about service culture, hotel standards, and reputation management. 
2. [bookmark: _Toc137373854]Service Culture
[bookmark: _Toc137373855]2.1 Meaning of Service Culture
Service Culture is providing the best facilities and services to the clients so that their staying experience or working experience is beyond imagination. Service culture is providing customers with service. These are the values, standards, behaviours, and the overall environment that is being created by the hotels.
For example, Ibis Hotel has taken full advantage of technology and used it to improve the customer and guest experience. Technology has been used to provide guests and customers a more personalized experience as the intention of Ibis is to become a benchmark for customer service in the hospitality industry. Mobile technology is being used by the employees to collect information about check-ins, customer satisfaction, preferences of the customers, and housekeeping. FOLS software is used to collect and store all the information and services mentioned above.  
[bookmark: _Toc137373856]2.2 Corporate culture VS service culture 
Service culture and corporate culture is different in the sense that corporate culture is all about policies and procedures that are directed toward mission and vision, whereas service culture only focuses on satisfying customers (Andriani et al., 2018). The hospitality industry is a service-based industry and here satisfying customers is the most important agenda. 
For example- Corporate culture of Marriott is to put people first, embrace change, focusing on integrity, and serving the world. On the other hand, service culture, is ensured by providing training to employees so that they can maintain value, proper attitude.
[bookmark: _Toc137373857]2.3 Service culture 
Service Culture is important as it helps in satisfying customers, this in return helps in generating better revenue, brand image, and competitiveness in the market. Service culture ensures hotels make guests feel that they are staying at their homes (Michaelides, 2017). 
For example, Marriott International focuses on service culture as they believe it helps them to stay ahead in the competition of its competitors (Accor, 2023). The management of Marriott International believes proper service culture is the only way through which they can set standards in the market. To serve customers properly the management of Marriott International trains the employees so that they can serve the customers properly. Also, Marriott has options where they can cater to the diplomats and the executives exclusively who attend diplomatic meetings (Marriott, 2023). The employees make sure that they maintain the values, and standard services so that the customers are satisfied (Ionel, 2016). 
3. [bookmark: _Toc137373858]Hotel Standard 
[bookmark: _Toc137373859]3.1 Purpose of Brand Consistency
Brand consistency is important for all organizations to operate successfully, also brand consistency helps build brand recognition/image. Brand consistency is essential for helping customers make their investment decisions. This also in making customers loyal (Rather et al., 2019). The brand standards are rules and methods that help in providing consistent service to the customers. Brand consistency is achieved by providing uniform service. The goal of brand consistency is to provide reliable service.
3.2 [bookmark: _Toc137373860]Different brand consistency standards

· Uniformity of service is regarded as the most important brand consistency standards followed in the hospitality industry. It is highly important to provide customers with proper service so that their expectations are met. For example, Marriott International has uniform standards and procedures in all the locations they operate. These includes the Marriott rewards, helps travellers earn rewards as they travel.
· Brand Identity is the next hotel standard that is highly essential, this is understanding the hotel and their standards, also what kind of service the customers expect during their stay. Brand identity is essential as it matches the objectives and beliefs.
For example- Ibis through its customer service tries to maintain the brand image/identity. Ibis does this by providing modern and innovative facilities to its customers. So that customers of all economic backgrounds will be able to afford the service of a good hotel. This is the reason why Ibis Budget has also been established which can easily be afforded by the mid-income group people. There is various discounted price offered for services, and instant resolution to the issues faced by customers is being provided (Ibis. Accor, 2023). 

[bookmark: _Toc137373861]3.3 Analysis of brand consistency standards
The standards for all hotels are not similar, as it changes based on the types, and class of the hotel, it is also different because what a hotel wants to achieve is also different, and the value proposition of all hotels is different (Mabkhot, Shaari, and Md Salleh, 2017). 
For example, to maintain brand’s consistency, Marriott focuses on a certain aspect of their values and ensures that they instill it in the employees so that the services they provide speak about the uniqueness of Marriott International (Marriott. gcs, 2023). The hotel supports the community they stay they operate. There are five issues on which Marriott International works for these are- poverty alleviation, environment, community workforce development, the well-being of children, and diversity and inclusion. 
4. [bookmark: _Toc137373862]Reputation Management 
[bookmark: _Toc137373863]4.1 Managing reputation of hotels

There are various ways by which hotels can maintain their reputation, first by meeting customer expectations, and secondly by focusing on CSR activities and treating their employees well. For example, Marriott focuses on wide-spread customer outreach program, that helps the customers gets connected with the personalised experiences like cultural activities, cooking sessions and many more. 
4.2 [bookmark: _Toc137373864]Importance of effective guest review

The effective guest review helps organizations understand where they should make improvements, and how customer service can be made enhanced more. The benefit of managing guest review is that it helps in increasing overall customer satisfaction. It also helps hotels to get positive feedback, this helps hotels to identify issues and act accordingly. This in return improves brand image and establish trust.
As example, Marriott uses a feedback program called GuestVoice in partnership with Medallia (Hollander, 2023). This helps customers to put in their feedback, and in return, it helps Marriott to gather the feedback and improve their operations to satisfy the customers. 


[bookmark: _Toc137373865]4.3 Negative Reviews
The negative review affects the brand image of the organization (Grljević, Bošnjak, and Bošnjak, 2019). Negative reputation affects trust, and also creates doubt among the customers about the service they are promised to be given, this makes customers choose other hotels that has better reputation (Ivanov et al., 2019). Also, negative feedback can affect the online presence and the search engine rankings negatively. 
5. [bookmark: _Toc137373866]Conclusion
In conclusion, this report can be concluded by saying that brand image is important for hotels, as it helps in attracting customers, and to build the image it is highly essential to understand the needs of the customers, for that hotels must collect feedback, and apply those feedback. Not only that maintaining an online reputation, providing customers with personalized experience, and understanding market needs are important to stay competitive, maintain image, and provide the best service. To understand the idea of service culture, reputation management, and hotel standards, Marriott International and Ibis have been used as an example. 
6. [bookmark: _Toc137373867]Challenges faced by hotels
· Online reputation is the current need of organizations and is also regarded as the biggest challenge in today’s world, which almost all hotels face. The hotels have neglected reviews and reputation, and this often negatively affects the image of the hotels.
· Personalized services and enhanced experience are another challenge that the hotel industry faces, personalized experience means meeting the individual needs of the customers.
· The customers demand and the market needs are changing. Hotels need to be agile and quickly respond to the needs of the market and this is an aspect that most hotels lag.
7. [bookmark: _Toc137373868]Recommendation 
· Online reputation: It is the current need of organizations and is also regarded as the biggest challenge in today’s world, which almost all hotels face. The hotels have neglected reviews and reputation, and this often negatively affects the image of the hotels. Travelers before booking a hotel checks reviews and travellers do not prefer hotels that do not have any reviews (Kountouri, Manousakis, and Tsekrekos, 2019). It is essential to track who feedback the customers must give, as this can help in improving the services. The review management system helps hotels to monitor their online reviews. 
· [bookmark: _Hlk137195614]Personalized services and enhanced experience: are another challenge that the hotel industry faces, personalized experience means meeting the individual needs of the customers. Technology needs to be used to provide customers with customized experiences, it is necessary to provide customized services to keep the customers happy and loyal. 
· Agility: The customers demand and the market needs are changing. Hotels need to be agile and quickly respond to the needs of the market. This helps in staying competitive and establishing a good relationship with the customers. The hotels need to be flexible and should be willing to adapt to the changes (Ristova, and Dimitrov, 2019). 
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