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[bookmark: _Toc149289784]Introduction
Maintaining brand consistency is crucial for success in the ever-changing hotel industry. Maintaining a consistent brand and messaging across all physical and online consumer encounters is necessary to achieve this. The assignment will examine the careful application of brand consistency by hotels, particularly high-end brands such as Rosewood, in order to provide a unique and outstanding guest experience. This is often accomplished by using designer uniforms and other inventive techniques. A hotel's ability to succeed depends on its ability to maintain a favourable reputation and manage the effects of bad evaluations. Furthermore, the notion of service culture, its distinctions from corporate culture, and the significance of delivering outstanding customer service in the hotel sector will be scrutinised.

[bookmark: _Toc149289785]Hotel standards 
[bookmark: _Toc149289786]What is the purpose of brand consistency standards? 
Brand consistency refers to the practice of presenting a uniform image, message, and experience across all customer interactions, both online and offline. Establishing a consistent and distinctive brand presence entails the strategic application of brand guidelines, brand identity, and brand style guides. Consistency, like the term, is the key to branding success, and this goes beyond the product itself (Arruda, 2021). The importance of these brand standards improves the customer experience, the team experience, offers hotels the opportunity to obtain a more positive rating, creates essential team habits, but also provides a competitive advantage (Radley, M., 2023). There are a number of examples of hotels that adopt a certain brand consistency to ensure that they convey the most unique brand message. The Rosewood hotel brand in London focuses on both the tradition and the cultural heritage of London. They designed vintage employee uniforms that align with the English rural aristocracy of the 19th century (Amey, 2015). Other luxury hotels collaborate with luxury fashion designers such as Dior, in creating hotel-branded uniforms for employees (Moxley, 2018).
[bookmark: _Toc149289787]Do all hotels have the same standards? 
Hotel standards change gradually depending on the type and class of the hotel, being different depending on what the hotel is trying to achieve, as well as the hotel's unique value proposition. In the case of hotel chains, standardization is one of the most important elements regardless of the hotel, guests expect the same standards, creating a sense of familiarity and trust for guests (Lacalle, 2022). Some of the examples of hotel chains that maintain the same standards regardless, such as the Mariott hotel area but also the InterContinental, collaborate with high fashion designers in the development of personalized and elegant uniforms for their employees (Trejos, 2015).


[bookmark: _Toc149289788]Reputation Management
[bookmark: _Toc149289789]How can hotels manage their reputation effectively? 
Hotel reputation is extremely important for any important brand, because this is one of the best ways in which hotels can increase their income and also win over potential customers. A more positive perception of the hotel's brand leads to a greater improvement in revenues, but also the improvement of the branding that improves its perception (Lacalle, 2021). Reputation management is extremely important in the hotel industry because this is the way of obtaining income, gaining the trust of potential buyers and maintaining relationships with past clients.
A positive perception of the hotel's view is essential in affecting sales and maximizing revenues. Hotel reputation is important for any brand because this is one of the most important ways in which hotels can increase their income and win potential customers. 
Reputation is one of the obvious but also quick ways for a customer to know what quality a particular brand offers. Once the brand has a very high reputation, the trust of new customers increases, but maintaining such a reputation is not only expensive but also very difficult (Medium, 2018)

[bookmark: _Toc149289790]What is the importance of effective guest reviews management? 
Online recommendation systems that are based on reviews have received a lot of interest lately by recent studies that also take into account their role in stimulating sales, but especially in industries such as hospitality (Silva, 2015). TripAdvisor is an online information platform where travelers can compare prices and customer reviews about hotels, tourist attractions and restaurants. The ethical value created mainly consists in reducing the search costs for clients but also in increasing market transparency. Through TripAdvisor, travelers can book their rooms at several travel agencies (Green, C. E., & LomanNo, M. V., 2012)



[bookmark: _Toc149289791]What is the impact of negative reviews? 
Adverse evaluations on the internet's impact. Customer evaluations that are unfavourable to your brand might seriously damage its reputation and make you seem less trustworthy. Reduced income occurs when a hotel or restaurant with few or no unfavourable reviews finds it difficult to get reservations from many internet users (Tas, 2022). An empirical study by the University of Worms and the ITB in Germany revealed that more than 35% of Internet users would not book a hotel if they read more negative than positive reviews online. Even yet, twenty percent would tell others about their outcomes.
An institution is predicted to lose 22% of bookings as a result of negative evaluations. This figure rises sharply when several negative reviews appear on multiple platforms and may cost a hotel up to 70% of its potential guests. This clearly affects a hotel's online image since it will get fewer bookings and, therefore, less revenue if the bulk of the reviews on the hotel's website are negative (Customer Alliance, 2022)



[bookmark: _Toc149289792]Service culture
[bookmark: _Toc149289793]What is service culture? 
When staff members are urged to see their daily tasks and obligations from the viewpoint of the client, your company develops a service culture. The demands of the customer come first for sales and customer service employees when they provide solutions and assistance. Behind the scenes, other staff members work to ensure that clients like their goods. Building a service culture requires effort and patience (Kokemuller, N., 2013). 
[bookmark: _Toc149289794]How does this differ from corporate culture? 
Corporate culture is the set of values, attitudes, and practises that a company adopts to influence how its employees and management interact, do their jobs, and conduct business. Corporate culture is usually implied rather than explicitly articulated, and it develops organically over time from the collective traits of the people the company hires. The 1960s saw the rise of corporate or organisational cultural consciousness in businesses and other establishments, such as educational institutions. The term "corporate culture" first appeared in the early 1980s and was well-known by the 1990s. In those days, corporate culture was used by managers, sociologists, and other scholars to describe an organisation (Tarver, E., 2023). Service culture and corporate culture are two distinct but related concepts. The focus of service culture is on how employees interact with customers and provide exceptional customer service. On the other hand, corporate culture describes the broader principles, beliefs, and practises that permeate the whole organisation and shape how employees cooperate and engage with stakeholders.
[bookmark: _Toc149289795]Why is this important in the hotel industry?
When working in an atmosphere that promotes a service culture, employees are better able to make the proper decisions, use the appropriate vocabulary, and do tasks as efficiently as possible. Their interactions with visitors and other staff members are impacted by their customer-oriented approach (Louveau, F., 2023). The fundamental attitudes, convictions, and values of an organisation are referred to as its organisational culture. Whether or not it is encouraged, organisational culture develops organically, just as cultures do in other contexts. Employees in the hotel industry work with people, so every time they interact with one of your customers, they get a peek into the real essence of your company. Thus, if you want to continuously make a good impression, you must keep control of your hospitality culture (Reinhart, R., 2013).
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[bookmark: _Toc149289796]Recommendations
Guests are excited when a hotel integrates the Internet of Things (IoT). It provides them with a great degree of efficiency and convenience together with a feeling of luxury. The need for this kind of technology in hotels is only growing as more and more people begin to use it in their own homes. The general public is becoming more concerned about the environment as the issues around sustainability become clearer. These changing attitudes are starting to show themselves in the hotels that travellers choose. Sustainable hotels place a high premium on energy saving, effective waste management, and environmentally friendly construction techniques. These technologies are no longer available in the specialist markets they formerly held. They are very popular in the entertainment and gaming sectors, but they may also be quite beneficial to hotel visitors. Whereas virtual reality substitutes visual and audio input for the real world, augmented reality superimposes virtual elements on the real one. Customers who would like to try before they buy may take virtual tours of your house and even certain sections of the destination. A hotel may utilise an interactive map to employ augmented reality to provide tourists information (Elphick, 2020)
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