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Executive Summary
The following report aims at exploring the service culture and its importance in the hospitality industry. This report also discusses reputation management and its importance in the hotel industry along with brand consistency and its importance in the business. Therefore, if organisations within the hospitality industry maintain a good reputation and brand consistency through effective strategies and online presence, then they will be able to increase their customer base in the market. It will also help the company to stay ahead of its competitors and receive positive feedback from the customers.
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[bookmark: _tmnc6pxkt5ic]Introduction 
“Hospitality Industry” can be mentioned as the businesses that perform to fulfil the requirements of travellers, guests and other consumers by providing them with an enjoyable experience. Many forms of leisure businesses fall under the hospitality industry (Baum, 2019). They include hotels, travel agencies, restaurants, resorts, motels, theme parks, entertainment and many more. “Guest Sevices” is the primary goal of the hospitality industry. “Guest Services” means offering and delivering experiences to guests which meet their expectations (Ali et al., 2021). In the UK, the “Hospitality industry” is a major element that contributes towards the economy of the country. As per the reports of Statista, the number of visitors in the UK was around 41 million in 2019. Visitors from all over the globe spend around €28 billion in putting the country within the top 5 countries in 2019 (Statista, 2022).
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[bookmark: _pnxnqxwykc0x]“Service Culture and how it differs from corporate culture”
A service culture can be defined as an organisational culture, which focuses on creating values for both the employees and the customers. “Service Culture” denotes that each unit of the organisation is devoted towards providing superior and excellent customer service (Harris et al., 2020). The Organisations within the hospitality industry set their vision, behaviour, mission, rules and incentive programmes in order to make up a firm cultural value. As a result, the employees within the organisations get encouraged to perform better and deliver premium service to their customers. Eventually, this will enhance the overall performance of the business. Whereas, on the other hand, “corporate culture” is the behaviours and values of the organisation. In general, corporate culture directs the feelings, behaviours, and thoughts of the employees towards their organisation or workplace (Graham et al., 2022). It manages the company’s management and the interaction of the employees and governs external business transactions as well. A “corporate culture” of the organisation exerts a huge influence on the fortune of the business and the employees. 

[bookmark: _qpriolsl15e4]“Importance of Service Culture in the hospitality industry”
“Service culture” plays a huge role in the hospitality industry. A strong service culture of the organisation is significant as they are likely to visit that particular hotel often and they might also encourage ethics for the business as it leads towards the fulfilment of the customers’ demands (Harris et al., 2020). For instance, when the visitors or guests of a particular hotel experience outstanding customer service, visitors try that particular hotel. Moreover, delivering superior and premium customer services to the customers can assist the business to receive more customers and to keep the existing customers engaged with the company. A good service culture can also help the business to associate the brands of the hospitality industry with a positive and satisfying experience. The customers will also provide positive feedback about the particular company (Dawson et al., 2023). Thus, positive feedback from the customers can help the organisation to gain more new customers and can increase its brand reputation. For instance, Marriot Hotel delivers an excellent service culture through its values of “putting the people first” and with its superior customer service of “good food and good service at a fair price”. The hotel has been awarded several awards and recognition throughout the globe (Marriot, 2023).

[bookmark: _cf875pftp6bk]“Reputation management and its importance”
“Reputation management” can be referred to as the method or exercise of influencing the perception of the stakeholders and the public conversations, regarding the brand and the organisations. The process consists of observing the conversations and perceptions and encountering the threats to the reputation (Pollak et al., 2019). For instance, According to the surveys, “Premier Inn” was stated as one of the hotels having a positive opinion by 68% of the respondents (Statista, 2022).
It includes Marketing, Sales and Loyalty, Legal, Marketing, Customer experiences and Communications. Reputation management is essential for the business as they determine the sales and brand image of the company. The reputation of a particular company plays a significant role in maintaining a customer base and approving the market value. A well-maintained and good reputation of the company helps them to stay ahead of its competitors in the market. Reputation management within the company helps them to maintain an excellent reputation for the business by safeguarding the company from false and misleading information about the company. In the digital world of today, reputation management of the company can also assist them to maintain a good reputation strategy for online presence (Pollack et al., 2019).
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An effective and good reputation for the hotels is important for attracting more guests and visitors towards their hotel. Thus, hotels can manage their reputation effectively through the following ways-
· The hotel business can stay active on social media to display its brand to its customers on social media and can build a strong relationship with potential guests. For instance, Premier Inn has social media accounts like Instagram and others in which they stay active and communicate with customers (Premier Inn, 2022).
· The hotels can also respond to the feedback provided by their guests, which can increase their communication level. For example, “The Lowry Hotel” has been ranked the No.1 hotel out of 20 hotels in Salford, Manchester (TripAdvisor, 2022).
· It is also recommended that the hotels build an online presence on review sites like TripAdvisor, Yelp and others sites as most of the guest book their hotels by checking the reviews of the hotels by past customers. For instance, “The Connaught” hotel is one of the top-ranked and most reviewed luxury hotels in the UK (TripAdvisor, 2022).
[bookmark: _1vpz1eontga6]“Impact of poor reputation”
· The poor reputation of the hotels or any form of business can generate a loss within the business. It can also decline the sales of the business and it ultimately leads towards the loss of customers.
· Reputational damage or a poor reputation of the company can demotivate the employees and can lead towards employee turnover.
· Difficulties in hiring employees can take place due to poor reputation as it can generate a loss in the production department. For example, According to one of the consumer surveys, “Britannia hotel chain” has been considered one of the worst hotel chains in the UK, due to its poor customer service and its bad reputation (Khan et al., 2022).
“Brand Consistency”
Brand consistency can be mentioned as the ability of organisations to maintain positioning and communication aligning with the values and components of the organisation which forms an identity (Roy et al., 2019). Branding is not just about the brand message, products or logo, it is also about the values and culture of the company that they hold and attach to. Brand consistency is the feeling that the company summons within its customers and differentiates itself from its competitors. Brand consistency is essential in the hotel industry. For example, “Premier Inn” in the UK was also the leading hotel brand ranked by brand awareness (Premier Inn, 2021).
 Thus, the hotel can create its brand consistency in the following ways-
· The hotels can provide training to their employees as the employees play an essential role in maintaining the standard of the hotels. Thus, it is important to make sure that the training programmes provided to the employees are on point. For example, the “Hilton Hotel” in the UK provides an extensive range of training to its employees. The training includes eLearning, classroom training, webinars, taped programmes and so on (Hilton UK, 2023).
· Creating and maintaining consistency in the physical locations are not just a part of ensuring brand consistency for hotels. In addition, the hotels should also make sure that they maintain an excellent standard of online presence as well. Thus, the hotels can reflect the theme and design of their physical presence on their online sites as well. For instance, “JW Marriot” maintain its brand consistency in both its physical and online presence. The hotel represents its brand through online advertisements and campaigns (Marriot, 2023).
[bookmark: _tsc85u71mitj]“Importance of brand consistency”
Brand consistency can help the company to build trust with the customer base. It plays a major role in streamlining the marketing effort and makes the potential customer recognise the brand in an easier way. As when the brand is consistent, the company will possess a better opportunity to connect with the targeted customers (Hernandez-Fernandez and Lewis, 2019). According to the research, the companies with brand consistency throughout the several channels have seen a growth of 33% on average. 
[bookmark: _hg7h4xz9bjji]“Recommendations regarding market trends”
The hotel industry in the UK is shaped by the market trends within the country. “Brexit” has impacted the hotel industry at large and has affected the number of guests or visitors rate in the country. The new laws and regulations post-Brexit has resulted in the fluctuation of the total number of tourist arrivals in the country and it also leads to labour shortages (IBIS UK, 2022). Thus, it is recommended that the hotels can implement digital tools and techniques for the operations of the hotels to mitigate the risk of labour shortages. The hotels can also build their online presence on social media platforms to communicate with potential customers and drive more tourists and guests towards the hotel. 
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The above report has come to the conclusion that the hospitality industry plays a major role towards the economy of the country. The service culture. Reputation management and brand consistency also play a significant role in the hospitality industry to maintain the culture, reputation, and brand image of the company. Thus, excellent service, a well-maintained brand and a reputation of the company attract more customers towards the business and can increase the productivity of the company. 
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