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Executive Summary 
The report has focused on presenting different aspects of service culture reputation management and brand consistency in the context of the hotel industry. Service culture has been defined and factor factors differentiating this from corporate culture have also been investigated. The importance of service culture in the hotel industry has been presented with several examples. The reputation management concept and its importance have also been included in the discussion. Strategies implemented by hotels to effectively manage their reputation have also been analysed within the report. Moreover, brand consistency has been explored through its definition importance and strategies for maintaining brand consistency by hotels. Lastly, some recommendations have also been formulated based on the findings of the report.
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[bookmark: _Toc136001521]Introduction
Reputation, awareness and brand identity act as valuable intangible assets in every business and the hotel industry is also not an exception for the same. According to Foroudi (2019), in the service industry, brand awareness, brand attitude and reputation directly impacts business performance. The report here aims to explore the aspects of service culture, reputation management and brand consistency in the hotel industry by referring to multiple organisational examples. The report will also formulate suitable recommendations based on the current market trends.
[bookmark: _Toc136001522]Main Findings 
[bookmark: _Toc136001523]“What is service culture? How is this different from corporate culture?” 
Service culture generally focused on the quality of services proffered. Andriani et al. (2018) have defined service culture as a culture which appreciates good service and delivering superior quality services is considered a core value by nature of internal and external business operations. Therefore, it signifies that the implementation of service culture (and company norms) ultimately aims at providing premium quality customer service. As an example, the Canterbury Cathedral Lodge Hotel has incorporated facilities of superior quality customer service (luxury accommodation, conference halls, events and others) in practice (Canterburycathedrallodge, 2023). On the contrary, in a corporate culture, the organisational policies and regulations aim at attaining the mission and vision of the business which may or may not include customer service (Graham et al., 2022). In accordance with this, it can also be observed that the Canterbury Cathedral Lodge Hotel has incorporated special offers (30% discount) for newsletter readers only (Canterburycathedrallodge, 2023). It serves the corporate objective of maximising profit and represents corporate culture. 
[bookmark: _Toc136001524]“Why is service culture important in the hospitality industry?”
Service culture is considered to be developed through a harmony of interests among customers, management and workers. The importance of service culture can be presented by the following examples. 
Service culture promotes customer-centric approaches which is a crucial and decisive factor in the hospitality industry (Murphy et al., 2019). For example, The Newt Hotel in
Somerset, UK can be a prime example of this factor. The hotel despite being comparatively new in the industry, has attained the utmost market awareness and customer acceptance due to the services solely aimed at providing a superior and unique country experience to the customers and all possible luxuries (bar, games room, indoor pool, spa and others) simultaneously (Thenewtinsomerset, 2023). It can be evidenced by the fact that it was included in BBC’s Remarkable Places to Eat series. 
Moreover, a service culture in the hospitality industry because it facilitates building a form position of the company in the industry and positively impacts the reputation of the hospitality service provider. For example, The Torridon Hotel in Scotland is at present considered one of the most notable hotels in the UK. The service culture followed by the management resulted in making luxurious customer services available at a price range lower than many other competitors. It can be evidenced by the fact that the price range at The Torridon starts at £295 a night for a room which is lower than £375 of The Newt, UK (Lewis, 2021). Therefore it can be perceived that service culture being a crucial aspect of the hotel industry, act as a differentiating factor for different service providers. 
[bookmark: _Toc136001525]“What is reputation management and why is it important?”
The market awareness or perception of an organisation indicates reputation. Reputation management has been defined as the practice and activities followed for influencing the perceptions of stakeholders associated with a business and public conversations about an organisation in the hospitality industry (Pollák et al., 2019). At present the online or digital reputation of businesses has been significantly important. It is important because it facilitates improvement in customer trust, increases revenue, builds a more professional image and others. For example, Belmond Le Manoir, UK can be considered. The hotel has implemented numerous facilities to maintain the provide a luxury experience to customers. As part of reputation management, the hotel has significantly concentrated on digital presence and operates a well-informed website and social media (Belmond, 2023). Such measures for online reputation management have increased the popularity of the hotel. On the other hand, as part of reputation management, The Newt being a new entry in the hotel industry, has concentrated on increasing the list of facilities and luxuries being offered (Lewis,2021). Hence, an efficient reputation is significant from online customer perception and portfolio development perspectives.
[bookmark: _Toc136001526]“How can hotels manage their reputation effectively?”
Hotels implement various strategies for maintaining their reputation in the industry. It has been mentioned earlier that online presence at present plays a critical importance in reputation management. The strategies for reputation management can be presented as follows.
Firstly, hotels connect with customers through social media and other methods. Premier Inn is one of the leading hotel chains in the UK. Premier Inn, alongside the company website, actively utilises social media platforms like Facebook, Twitter and Instagram to engage with customers and the public (Premierinn, 2023). Real-time engagement with the audience by communicating with them and solving their queries also benefits the development of the reputation of a hotel. It may include a chatbot, official reply to comments on social media, and direct communication with customers and others. For example, Premier Inn has incorporated a dedicated department for addressing communication with customers through different mediums. It has included Guest Support through calls, emails, online booking and many others (Premierinn, 2023). 
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Figure 1: Guest Support by Premier Inn
(Source: Premierinn, 2023)
However, the types of social media platforms may be different based on popularity. For example, unlike Premier Inn, Marriott, which is a prominent international hotel chain also maintains social media platforms like YouTube, Tiktok and others. Likewise, geographical distribution also affects reputation management strategies. For example, as WeChat is one of the leading social media platforms in China, Marriott has also maintained its presence on WeChat (Figure 2) as a reputation management strategy in China and Hong Kong.
                                                                                                                                                                    
                          [image: A person lying on a bed

Description automatically generated with medium confidence]
Figure 2: JW Mariott on WeChat
(Source: JW Mariott Facebook handle)
Moreover, reviews on travel-focused websites (like Tripadvisor) also influence customer perceptions and hence online reputation management of a hotel. For example, the negative review of London Marriott Hotel Marble Arch (shown in Figure 3)  might have negatively influenced the reputation management of the hotel chain and hence customer perception.  
        [image: A screenshot of a computer

Description automatically generated with medium confidence]
Figure 3: Negative online review of Mariott 
(Source: Tripadvisor, 2023)
[bookmark: _Toc136001527]“What is the impact of having a poor reputation?”
Poor reputation negatively affects customer perceptions and market awareness. It leads to the creation of a sceptic sense among the customers in terms of booking or returning to a particular hotel. For example, as shown in Figure 4, the negative online review (regarding the unavailability of room heaters) of Mariott (London) might have a negative reception among the enthusiastic customer community regarding basic amenities like a central heating system (Tripadvisor, 2023). It may lead to reduced market awareness of JW Mariott. As an example, in 2019, JW Mariott gained a poor reputation as it was fined £100.12 million for data breaching and a lawsuit presenting deceived data to customers regarding hotel prices in the USA (Denham, 2019). The impact of the such incident led to the poor reputation of Mariott and a decrease in the proportion of returning customers, evidenced by the fact that since 2019 the global revenue (£16.93 billion) of Mariott Group continued to decrease (£13.86 billion in 2021) (Statista, 2023).


Figure 4: Negative review of Mariott

[image: A screenshot of a computer

Description automatically generated with medium confidence]
(Source: Tripadvisor, 2023)
On the other hand, figure 5 below shows a negative review which leads to damage to the reputation of Premier Inn Herne Bay Hotel of superior quality staff behaviour and customer management causing reduced booking in that particular location. Hence, the impact of a poor reputation might also be in terms of reduced market awareness, decreased business performance and others.






Figure 5: Negative review of Premier Inn
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(Source: Tripadvisor, 2023)
[bookmark: _Toc136001528]“What is brand consistency?”
Brand consistency generally refers to the uniformity presented through different channels of an organisation. For a hotel, it may include a logo, typography and others (Šerić et al., 2020).
[bookmark: _Toc136001529]“How can a hotel ensure it creates brand consistency? Why is this important?”
Hotels ensure brand consistency by maintaining uniformity and equilibrium in all the different channels like social media, and websites. For example, Premier Inn creates brand consistency by differentiating the names of the different types of services to target different segments of the market to properly maintain coherence with the offerings. By observing the names, Premier Plus, Hub by Premier Inn and ZIP by Premier Inn, it can be perceived that the “variant” rooms represent additional services, and Zip in the same sense reflects the necessities only (Premierinn, 2023). Hence, naming can be one way to ensure the consistency of a brand. On the other hand, JW Mariott has maintained consistency by categorising brands and hotels into a luxury, premium, select, longer stays and collections (Mariott, 2023). Therefore, maintaining brand consistency leads to the generation of efficient customer perception, causes ease for customers to choose suitable services, improves the portfolio of brands and many others.
[bookmark: _Toc136001530]Conclusion 
The report has presented a comparative discussion on service culture, reputation management and brand consistency in the context of the hotel industry. The importance of service culture, reputation management and brand consistency has been discussed. Different examples have also been considered. Primarily, it has been found that service culture, efficient reputation management strategies and maintenance of brand consistency by a hotel organisation lead to improvement in business performance.
[bookmark: _Toc136001531]Recommendations 
The barriers faced by the hotels at present are associated with the implementation of technology, increasing cost of materials, management of online presence, digital marketing methods and others. The following recommendations can be formulated based on the analyses above.
· It is recommended to maintain a strong online presence to be updated with the industry.
· It is recommended that hotels actively investigate negative reviews and resolve the same to improve customer perception and brand reputation.
· It is recommended to implement a service or customer-oriented culture in practice.
· It is recommended to implement digital security measures to avoid complexities related to data security, privacy and others.
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