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Executive Summary 
The report is about presenting hotel standard, reputation management, and service culture with the use of different examples in the international hospitality industry. The report helps to elaborate the services of hotel management towards the completion of goals and combat the arising challenges. The employees and workers are encouraged and motivated to manage their performances for customer satisfaction. The differences are explained with using example and comparison of different hotels in the international hospitality industry. The challenges are also discussed that are faced by hotels in the management and effective reputation in the competitive world. The recommendations are also provided in the report that will be helpful for hotels to manage their service accordingly with the use of training and development programs and hiring efficient and skilled workforce in the organisation. 
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[bookmark: _Toc137129174]Introduction 
The report discusses hotel standard, reputation management, and service culture in the hospitality industry with using relevant examples from the hotels internationally (Shams et al., 2021). The hospitality industry is considered as competitive where businesses are involved to incorporate with the latest hospitality trends to avoid the emerging issues with employees and customers. For the success in the competitive industry, it is essential for a hotel to offers tremendous services for customers’ satisfaction. Sann and Lai (2020) stated that the standard, reputation, and service delivery in a hotel help to generate income, increasing level of employment, development of infrastructure, improves quality of hospitality services, and offer wide range of recreational facilities to the people. 
Hospitality industry is known as one of the leading and growing sectors in the tourism management internationally (Saban et al., 2020). The definite resource of accommodation is considered as a vital part for the development of a country in the competitive world. Tourism and the hotel industry are helpful to impose more value and considerations for the visitors to select their desired services. The hospitality sector works on the standards to achieve success with satisfaction of the customers (Mariani and Predvoditeleva, 2019). The standards are applied on international levels that are helpful for manage reputation within the competitors and helps to attract larger range of customers. 
[bookmark: _Toc137129175]Discussion 
[bookmark: _Toc137129176]Hotel Standards 
Hotel Standard are associated with both the operational standards like management of employees, staffing, and offering the amenities to the customers, advertising, and the physical standards that is based on defining the quality, condition related to the utility of the fixtures, and leasing personal property as well (Mariani, Borghi and Okumus, 2020). Standardisation in the hospitality industry is achieved with the use of effective branding and attracting potential visitors. The success is associated with the implementation of effective designing, appropriate amenities, provision of loyalty programs, service delivery, and providing a series of other actions that are helpful to contribute towards a positive perception of the brand in the industry. It is essential to learn about standards before implementing on the activities of hotel management. 
Brand consistency in hotel management is one of the crucial aspects for the success in the leading hospitality industry. For example, the Ritz Carlton works from more than 40 years to maintain standards in services and maintaining a leading position in the world (Liang, Schuckert and Law, 2019).  The brand standards hells to drive service consistency in the services of Ritz-Carlton hotel chain. The Ritz-Carlton imposes strategies for brand standards on the hotels worldwide. The standards are associated with the management of guest experience, interactions of the  employees in the services to guests, and designing of the hotel rooms. The adherence seems in the brand standards where the Ritz-Carlton is considered as successful to provide exceptional service in quality and luxury to the visitors (Lee, Lee and Koh, 2019). 
The standards for hotels are changed with respect to the type and services of hotel. The changing features are different and depending on the process of standard to be achieved. For example, Marriott International implements unique value proposition in the hospitality industry. The process of standardisation is one of the most important aspects for the success of Marriott (Eid and Agag, 2020). The hotel implies training and development plans that are used to deliver service consistency in the industry. The employees of Marriott are aware of the brand standards with the application of desired roles. Training is also applied by the Ritz Carlton to define the changes in the brand standards or service delivery to the customers. Investigation on training and development is used to retain employees that helps in reducing the higher turnover rates (Chittiprolu et al., 2021).
[bookmark: _Toc137129177]Reputation Management 
Hotel reputation management is said to be a process that monitors and influences the hotel with the perceived activities. The process involves in keeping positive track of reviewing sites, posting efficient management, engagement of social media, and optimising the sites with using search engine (Chan et al., 2021). For example, Marriott International manages reputation with the use of a software named Customer Alliance. The software helps to manage services with respect to the booking, check-in and check-out statuses, and room services. It also helps in collecting feedback from the visitors after their stay at hotel. 
According to Shams et al. (2021), the importance of effective guest review management seems in increasing the traffic and bookings where the guests are considered as more confident over the decisions and staying towards the establishment. Marriott needs efficiency in services  in order to collect positive review with using Customer Alliance software for the management of visitors (Sann and Lai, 2020). The review management helps to improve performances and reducing emerging issues that are seen in the hotel management and brand standards. Marriott International also collects feedback online from employees where they are able to share the challenges they face in the hotel management. It helps to provide credibility to the success of services and promotion of positive decisions for the future services in the hospitality industry (Saban et al., 2020). The positive reviews are used to increase sales and revenue of the hotel. 
The impact of negative review imposes difficulties and challenges on the hotel management. The hotel faces decreasing in customer attraction towards services. For example, Norfolk Plaza Hotel London faced challenges after so many negative reviews from the customers (Mariani and Predvoditeleva, 2019). It was a decline in annual sales of the hotel where the hotel has decided to shutdown the services. The customers has given 1 star to the services that showed unskilled staff was hired in the hotel. Thus, reputation management is essential to make positive remarks about services where skilled and professional employees plan a vital role over the success in the competitive hospitality industry. 
[bookmark: _Toc137129178]Service Culture 
A service culture occurs while motivating and encouraging the employees in the organisations with implementing a customer-centric approach on the roles, duties, and working activities. Mariani, Borghi and Okumus, (2020) elaborated that a service culture is considered as a shared purpose that focuses on the establishment of value for the management of inside and outside activities of workplaces. The service culture is applied to provide efficient services to the customers and make them satisfies by meeting their desires and demands (Eid and Agag, 2020). The services culture helps to achieve success in the competitive market with satisfaction of customers and retaining the employees in the hotel services. 
The service culture is different from corporate culture because corporate culture implements policies and procedures for the fulfilment of mission and vision of the organisation. Service culture identifies the roles and duties of the employees working in the organisation whereas on the other hand the corporate culture identifies overall services around them. The service culture is important for the hospitality industry with the provision of employee management (Chan et al., 2021). The hotel management uses effective communication policies to make the employees aware about procedures and personal actions in the services. For example, Airbnb is one of the examples that offer wide range of services to the customers all over the world. Airbnb helps customer to book book their hotels from any location and allow them to consider their stay with all the facilities and services in the hospitality industry. The service culture is implemented on the Airbnb to empower the employees to solve customers’ issues and problems before and during their stay (Chittiprolu et al., 2021). It helps in providing reward and appraisals to the best performers that will be helpful for supporting the culture and organisational changes in the industry. The implementation helps to manage efficiency in culture management of the organisation. 
[bookmark: _Toc137129179]Conclusion 
It has been concluded that the report has presented wider understanding of hotel standard, reputation management, and services culture that is applied on the hospitality industry internationally. The report has presented the value and challenges faced by hotel management with the services and satisfaction of the customers. The examples of hotels are used in the report to get wider knowledge about implemented services like the Ritz Carlton imposes brand consistency to maintain leading position in the competitive world. It also provided the challenges faced by Norfolk Plaza Hotel London with the negative reviews by customers that resulted in shutting down the services. Therefore, the report has helped to understand importance of culture that is applied by the employees and management to satisfy customers over their demands and desires. 
[bookmark: _Toc137129180]Recommendations 
In order to implement current market trends, the hospitality industry needs effective management of training and development programs for the existing and new hires in the organisations. The skilled professional must be hired to provide training where the sessions will be based on different practices and learning in the industry. The training will be associated with the changes in market trends like customers management, booking processes, and room services. 
The management should responsible to monitor performances of the employees and workers in the hotel industry where the rewards and appraisals must be provided after completion of desired task. The performances should be monitor on weekly basis and presented to the managers. 
To reduce challenges related to hotel management, it is essential to hire skilled and professional employees for the services. The employees should also be encouraged to satisfy customers according to their desires and needs. It will help to maintain a reputable position in the competitive market as well. 
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