






HOTEL STANDARDS
REPUTATION MANAGEMENT AND
SERVICE CULTURE










Student name: Denisa Elena Nisipeanu
Student ID number: 2234127
Module title: Hospitality & Guest Service Management
Lecturer’s name: Luciana Suardi
[bookmark: _GoBack]Word count: 1876
Date: 12/06/2023



Executive Summary
The report has aimed to understand the purpose of brand consistency standards that are used in the hotel industry. It is worth noting that the hotels and hospitality industry in the UK has many service cultures and there are many corporate cultures. Some standards of hotels and degrees of reputation management are used in the organization. Corporate culture is largely driven by the leadership while service culture is largely driven by the standard rules that are written or set in an organization. The importance of the hotel industry is also linked with the travel and tourism industry. Subsequently, proper recommendations shall be given to improve the hotel services. 

Table of Contents

Introduction	4
Main findings	4
Hotel Standards	4
Reputation management	5
Service culture	6
Conclusion	7
Recommendation	7
Reference list	8



[bookmark: _Toc136701498]Introduction 
The main aim of the report is to study the different aspects that affect hotel standards, reputation and service culture. The service culture of the hotel is influenced by many factors to varying degrees. It may include service performance, customer behaviour and other types of focus governance. The customer experience may include several factors such as reputation management and it may include many findings. It is a fact that there are some differences between the hotel culture and corporate culture. Subsequently, some recommendations shall be given such that hotels can improve their service quality and attract better reviews from customers. 
[bookmark: _Toc136701499]Main findings 
[bookmark: _Toc136701500]Hotel Standards
Purpose of brand consistency standards
Hotel standards in the UK are mentioned by measurable standards for the certification of rooms that were applied consistently. These hotel standards are to ensure that all accommodation is compliant with Rule 15 of the Detention centre rules framed in 2001 (Office, 2020). Many aspects of the field fulfil the purpose of brand consistency standards such as food service, lodging, conventions, tourism, expositions, recreation and leisure (Walker, 2013). The main purpose of brand consistency standards is to ensure customer trust and loyalty and ensure that hotels stand out from the competition. It is also necessary that the hotels such as Marriot International for instance can build brand authority. 
Same standards for hotel
The hotels do not have the same standards everywhere and there can be regional differences of hotels in the same country. However, there are similar standards followed by five-star hotels across the world. For example, there are boiler room basics, leadership lessons, business blueprints and loving service that are somewhat homogenous in many hotels (Heppel, 2015). In the context of British hotels like Hilton, Marriott, Holiday Inn etc., the rating system AA and Visit England are the nationally accredited bodies authorized to give many ratings to hotels. The AA is the British hospitality association responsible for quality rating and guarantees better assessment within the hospitality industry. Design, service, uniforms, and amenities irrespective of the hotels vary but if the management of the organization is the same then these factors may remain similar. There are loyalty programs and technological use which vary across the hotel and hospitality companies. 
[bookmark: _Toc136701501]Reputation management
The reputation management of the organisation is defined by four layers of culture that include national cultures, industry cultures, occupational cultures, corporate cultures, organisational structure, work attitudes and managerial practices (Chen et al. 2012). In the context of international hotels Marriott International, Hilton Worldwide and IHG, reputation management includes the management of the company’s online reputation effectively. Reputation management counters negative online content and promotes positive reviews and articles. This guide will help in explaining the services and choosing which is more suitable for the business and goals. 
Importance of effective guest reviews management
Effective guest review management is important because it has credibility and social proof. It also helps in understanding the buying decisions and how far they are likely to ask friends and families for recommendations to other individuals. The rankings of the hotel can be improved by ascertaining the causes behind such rankings. If the guest reviews of the hotel are largely positive, then it can improve the morale of the employees and encourage the management to beautify the hotel. Positive reviews can increase credibility and ensure social proof. 
Impact of negative reviews
The negative review has a big impact on the customers and the management alike. It is a fact that 93% of customers read online reviews. The Google reviews of the company also is a determining factor because if customers post negative reviews about the hotel, then any potential customer may not book that hotel for those reviews (Omran, 2022). Therefore, a negative review automatically translates into negative publicity and can deter many customers from booking that hotel. Negative reviews lead to undermining business reputation and since online presence is a big factor, it can automatically lead to low search engine ranking. Furthermore, unless addressed, consistent and overwhelmingly negative reviews can affect the loss of revenue. 
[bookmark: _Toc136701502]
Service culture
International tourism is affected by service culture. International tourism is growing at both sustainable and substantial rates in terms of tourist destinations (Semaw et al. 2014). The service culture is very important because it is responsible for the quality and quantity of services. The service culture helps businesses gain repeat customers and it helps in imposing new word-of-mouth clientele. The best practices of service culture include providing service culture training, communicating with customers, helps the inclusion of the customer’s company (Ehl.edu, 2023). It encourages better customer focus and improves the skills of the employees. Customer experience is an important aspect of service culture and it determines customer culture, service performance, employees service excellence, service goals, governance structure and culture. 
Differences from corporate culture
The differences between corporate culture and service culture are plenty. The service culture of a hotel is limited to service performance, employee training, food standards and uniform. It may include the design and performance of the concerned hotel authorities. The term corporate is more of an umbrella term and exists at various levels. Variations in culture are found in different functional areas and exist in different work groups. There are specific patterns in behavioural norms that may vary across different regions and nations (‌Harvard Business Review, 2020). The components of corporate culture are caring levels, the purpose of the organization, learning procedures, enjoyment levels, profit or loss results, authority levels, safety systems and order. People usually respond to change because there are tendencies that lean towards flexibility and stability. 
The interactional style is also a part of corporate culture and it varies. For example, if Hilton Hotels in the UK have a different set of communication, then the same branch elsewhere in the US may have a different corporate culture. The treatment meted out to the employees may also vary because of differences in corporate culture. Service culture is more related to job roles and this particular fact will not vary. Corporate culture is largely driven by the leadership while service culture is largely driven by the standard rules that are written or set. Therefore, if the leadership in a hotel like Marriott changes from authoritarian to participative, then the corporate culture will also change, but the service rules and regulations may remain largely unaltered. 

Importance in the hotel industry
In the hotel industry, service culture is responsible for improving profitability and attracting new customers. The client helps in receiving good customer service and is probably going to return for future purchases and services. The long-term retention rates are mostly due to good quality services. The importance in the hotel industry can be described as that service culture is responsible for offering reliable accounting for the entire project (‌Andriani et al. 2018). The recruitment process is also dependent upon service culture and the entire process is dependent upon the availability of human resources. It also helps in conducting the recruitment process to select the human resource and appropriation. The service culture also helps in brand differentiation and if it is excellent then service culture can also help in actions, reward systems, policies, and procedures. 
[bookmark: _Toc136701503]Conclusion 
The main conclusion that can be drawn is that the impact of negative reviews can ruin the reputation of the hotels. Today, the importance of online reviews is responsible for either encouraging or discouraging customers from booking hotels. Moreover, it can also be concluded that service culture is responsible for the quality and quantity of the services. It can also be concluded that the purpose of brand consistency standards is mainly used to ensure that there is no discrepancy in the conventions, tourism, expositions, and leisure of the organisation. It is worth noting that reputation management is largely affected by national cultures, occupational cultures, and corporate cultures. 
[bookmark: _Toc136701504]Recommendation 
The major recommendation that can be given is that the hotels should give more emphasis on prioritizing training.

Developing Staff training
Staff training is crucial because it will help in reducing errors and helps in improving reduction. The guestrooms in different hotels should not be personalized. The guests are tools and it understanding and listening can create wow moments. It will usher in a win-win situation. The physical facilities of the buildings need to be maintained well, such that the infrastructure remains intact and attractive. Since most bookings happen online, it is vital that the interiors of the hotels must look spick and span such that customers easily get lured into it. 

Incorporation of artificial intelligence
The incorporation of artificial intelligence is that it can increase operational effectiveness. This can directly improve profitability. Data management in hospitality can be challenging. The sophisticated AI tools can help collate tools and turn data into meaningful recommendations. In-person customer service is crucial for the industry’s health. Artificial intelligence can also help in data analysis and within the hotel industry; customer service is related to data analysis (Revfine.com, 2023). Large volumes of data are collected and important conclusions can be drawn based on that. Even customer sentiments can be analysed with artificial intelligence.  
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