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Executive summary

Three areas that hoteliers should focus on are service culture, reputation management, and brand consistency. You need to control your brand's reputation and consistency if you want to keep your loyal and satisfied customers. The way that customers are treated has an impact on brand loyalty. In order to adjust to shifting market conditions, hotels must prioritise sustainability, digital presence, wellness, and experience offerings. Realness, cost, and technology are the three challenges that must be solved. Following these guidelines will help hotels improve their chances of success in this rapidly changing industry.
INTRODUCTION

To prosper in this dynamic environment, hotels need to uphold high standards, effectively manage their reputations, and foster a strong service culture. There is fierce competition in the hospitality industry. This paper aims to provide an overview of the key components of hotel standards, reputation management, and service culture so that readers can better appreciate how important these issues are to a hotel's performance.

HOTEL STANDARDS
*Hotel standards cover everything from the quality of the lodgings to the extras and services provided for guests. Ensuring client happiness and improving the guest experience are critical considerations. Because of the following, high hotel standards are established and maintained:


* Hotels have to give guests comfortable, immaculate, and well-maintained rooms that either match or surpass their expectations. Modern furnishings, plush bedding, and comfortable beds all contribute significantly to the overall guest experience.

* Hotels should have a wide range of services, including restaurants, bars, fitness clubs, swimming pools, and meeting spaces, to cater to the diverse needs of their guests. These facilities have to be top-notch, conveniently located, and well-maintained.

*  It is imperative to ensure safety and security consistently. In addition to trained staff, emergency response protocols, and CCTV monitoring, hotels should have robust security systems in place.
Standard of Brand Consistency.

Thus, a key factor in affecting business performance is corporate branding through online advertising in relation to timely updates in promotion, facilities, high-quality services, and cleanliness issues (Bayer, Srinivasan, Riedl, & Skiera, 2020).By incorporating several touchpoints into consumers' minds, a company uses branding to establish its own unique identity and brand image. Among the touchpoints are electronic advertising, customer service, and the quality of any given company's offerings. Effective corporate branding facilitates understanding of the operational and strategic goals by stakeholders, particularly potential customers. Fu, Ryu, Gordon, Lehto, and 2019.

As to Sürücü, Ztürk, Okumus, & Bilgihan (2019), hotels ought to cultivate customer loyalty by means of their website by guaranteeding customer satisfaction and trust. According to Liu, Hultman, Eisingerich, and Wei (2020), the hotel industry's present understanding of corporate brand knowledge facilitates the board of directors' conversation about the value of corporate brand and brand loyalty after considering guests' brand experiences. According to Masa'deh, Alananzeh, Tarhini, and Algudah (2018), hotel performance has been found to have a major influence on a hotel's direct sales or the efficacy of hotel signage. the year 2021; Karami and Tajvidi
SERVICE CULTURE

Restaurant service is a process that is jointly created by three distinct groups of people: management, which includes owners, staff, and customers, according to Susskind, Kacmar, and Borchgrevink (2003). Owing to the process' complexity, variables pertaining to the client—such as demographics or behavior—as well as those pertaining to the service provider—such as behaviour, mood, and emotion—as well as variables pertaining to the context—such as the coworkers, organisational setting, structure, and leadership—all have an effect on the service process (Ford & Etienne, 2003).
REPUTATION MANEGMENT

Bookings, customer satisfaction, and overall success are all directly impacted by hotels' ability to effectively manage their reputation. Hotels could apply the following strategies to appropriately manage their reputations:

*Social media engagement: Guests should be active on social networking sites such as Facebook, Twitter, and Instagram. Respond quickly to inquiries, comments, and interactions. Use social media to communicate information, publicise special bargains and events, and highlight the positive aspects of your hotel. 

On-line review monitoring:
Check sites like TripAdvisor, Yelp, and Goggle Reviews frequently to stay up to current on client reviews. Consider both positive and negative feedback with promptness and professionalism. Recognise and respond to any difficulties raised by visitors to demonstrate that you respect their input and are committed to finding solutions.Deliver exceptional service:
A solid reputation is earned by continually providing excellent service. Invest in teaching and allowing personnel to give excellent service to guests. Respond to any client issues swiftly and go above and beyond to meet their expectations.
Guest feed back:

 Use visitor opinion surveys to gather critical information about tourist experiences. These polls can be used to assess customer satisfaction and identify areas for improvement. Consider the suggestions made by visitors and notify them of any modifications made as a result.
Collaborate with influencers:

Collaborate with key influencers in the hospitality and tourism industries to boost the visibility and reach of your property. Involve influencers in an unforgettable event and invite them to stay. Positive reviews and social media mentions of your property may have a big impact on its popularity.
Consistence branding messaging:

All communication channels should retain a consistent brand. Create a distinct value proposition and provide it on a consistent manner through your website, social media profiles, advertising, and customer contact. A cohesive brand image increases the trust and awareness of potential guests.

Importance of effective guest reviews:

When making a reservation, potential guests primarily rely on online reviews. Negative reviews can throw off potential guests, whilst high ones can boost sales and bookings. By monitoring guest evaluations, hotels may resolve issues, highlight positive experiences, and affect perceptions of their organisation.
Guest engagement and loyalty:
A hotel's commitment to guest involvement and satisfaction can be evident in how it responds to both positive and negative evaluations. Hotels that actively communicate with clients by responding to reviews foster loyalty and trust. Customers are more likely to recommend and return to a hotel if they feel heard and acknowledged.
Competitive advantage:

Hotels with a track record of consistently positive ratings may have an advantage over their competitors. When a hotel has a great reputation based on positive guest reviews, it stands out from competitors and receives more reservations. guests are more likely to choose a hotel if previous guests have consistently had positive things to say about the overall experience. Effectively managing guest evaluations is critical for attracting customers, building a solid reputation, identifying possible areas for development, and fostering customer loyalty. It is essential to a hotel's overall reputation management strategy.

Impact of negative review:

Damage to reputation
Negative evaluations can be devastating to a hotel's reputation, especially if they are shared on social media or well-known review sites. Potential guests may get an unfavourable opinion of the hotel as a result of the complaints mentioned in the reviews. Rebuilding a ruined reputation might take a long time and effort.

Customer trust and confidence:
Negative feedback harms the hotel's reputation and the trust of its guests. Visitors may be sceptical of the dependability and grade of the services provided due to the negative experiences of others. As a result, the hotel may find it more difficult to attract new guests and retain present ones.

Impact on on-line rankings:

On-line review systems usually use the volume and attitude of reviews when calculating rankings. A hotel's status in these directories may suffer as a result of a large number of negative reviews, making it less visible to travellers looking for accommodation . As a result, the hotel's internet exposure and bookings could suffer.

Customer perception and word-of-mouth

Unfavourable reviews can have an impact on a hotel's reputation among prospective customers. If a hotel consistently receives negative feedback, it may appear untrustworthy, unprofessional, or of poor quality. Dissatisfied visitors are also more likely to disseminate negative word-of-mouth about their experiences, which may influence the decisions of friends, family, or co-workers.
Conclusion:

To summarise, proper management of client evaluations is critical for hotels to maintain a positive reputation and attract further reservations. Positive reviews can boost a hotel's reliability, influence booking decisions, and inspire visitors to return. They provide social proof and intelligent information for progress. Unfavourable reviews, on the other hand, can have a significant negative impact on a hotel's reputation, resulting in fewer reservations, reputation damage, and lost client trust. Negative feedback, on the other hand, can be used to remedy issues and increase visitor happiness..Hotels should actively respond to both positive and negative reviews, and do so in a timely and courteous manner, before taking the necessary actions to remedy any issues. By handling customer reviews correctly, hotels may develop a good reputation, stand out in the market, and enhance income. 

Recommendation

Because of changing client expectations and the impact of technology on the hospitality sector, hotels should place a greater emphasis on implementing cutting-edge technology and conducting data analytic.   Implementing AI-driven guest services, con tactless check-in, and tailored experiences are three approaches for organisations to boost customer satisfaction and loyalty (Buhalis et al., 2019).   In today's increasingly technological economy, being abreast of developing technological trends is critical to remaining competitive.

 To maintain a high level of quality and brand consistency, hotels should conduct annual quality audits and property assessments. This ensures that the lodging is hygienic and that the service is of high quality (Hewagama et al., 2019). Customer loyalty can be increased by attempting to prevent difficulties from destroying a hotel's reputation.
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