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Executive Summary
The service culture, reputation management, and hotel standards are the main topics of this report's analysis of market trends in the hotel sector. The results demonstrate some of the challenges faced by hotel businesses and highlight how important these elements are in determining their success. Standards for brand consistency in hotels are essential for upholding a distinctive brand identity and providing a consistent guest experience. Effective handling of customer reviews strengthens marketing initiatives, develops customer loyalty, and improves customer happiness. A hotel's reputation can suffer greatly from unfavourable reviews, as the case study of Union Street Guest House demonstrates. As demonstrated by the success of Four Seasons Hotels & Resorts, hotels with a strong service culture enjoy higher levels of customer satisfaction and loyalty. Setting priorities for creating a solid service culture, putting good reputation management practices in place, and keeping up with changing hotel standards should be top priorities for hotel operations. By doing this, they may raise customer satisfaction, draw in more clients, and prosper financially in the cutthroat hotel business.
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Introduction
The hospitality industry is one of the industries that is most affected by business environment factors and recent trends (O'Fallon & Rutherford, 2010). In order to effectively understand and utilise opportunities hotel managers study and anticipate trends that can influence the success of the business. Similarly to avoid potential risks, hotels develop countermeasures and strategies to remain viable (Tesone, 2014). The report is going to focus on service culture, reputation management, and hotel standards. It will tap into the most recent market trends that are shaping the hospitality sector’s future and find out certain obstacles that can hinder the sector. The report will provide recommendations on the basis of the analysis study.
[bookmark: _Toc137123509]Main Findings
[bookmark: _Toc137123510]Hotel Standards 
The goal of brand consistency standards is to have a unique brand that is simple to identify and a uniform client experience across every point of sale (Chan et al., 2021). It is designed to help build consumer trust while making it simple for them to differentiate a firm or its product whether dealing with multiple individuals, pathways, or regions. Hotel brand consistency standards guarantee a consistent guest experience at each of the chain's facilities (Jeong et al., 2023). These guidelines make it clear how the hotel's visual identity, which includes everything from its signage to its web page, interior designs, and collateral materials, enhances the total guest experience and represents the hotel's values as a brand. The standards also offer advice on how to modify trademark materials in accordance with regional laws, cultural customs, or technological developments (Veloso & Gomez-Suarez, 2023).
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Figure 1- Hotel Standards (Google Images, 2023)
[bookmark: _Toc137123511]Do Various Hotels Have Similar Standards?
Hotels can have certain general similarities in their standards but most hotels have highly varying policies and standards (Chan et al., 2021). Although hotel chains work to maintain uniformity among their properties, certain hotels within a chain may differ slightly depending on the region, target market, and type of facility. For example, while some major hotels try to standardise their brand offerings, others try to adapt to localised/regional demands (Jeong et al., 2023). Hilton Worldwide is a well-known significant multinational hotel chain that prides itself on offering consistent services at every one of its chain properties (Mazen Alomari, 2017). Across all of its facilities, the brand has been providing consistent and uniform service standards and positive guest experiences. An opposite of such standards can be seen in Marriott International Hotel. The brand seeks to convey a feeling of locality and reflect the local customs and practices of the location in everything from building aesthetics to artwork, food, and entertainment opportunities (Maxwell & Lyle, 2022).
[bookmark: _Toc137123512]Trends in Hotel Standards
Increased use of automation and ease of service such as keyless check-in can be recognised as a recent trend in hotel standards (Forbes, 2023). Using such tech, hotels offer no hassle at the counter, and direct entry to room experience to all of the customers using the particular tech. Ease of service and automation are the new trend (Jayawardena et al., 2023). Another example would be the increased dedication of hotels to sustainability (Hotel Tech Report, 2023). Even though it is nothing new, the expectation of the guests did increase after the COVID-19 pandemic.  For example, having LEED (Leadership in Energy and Environmental Design) certification implies that a hotel possesses an efficient & eco-friendly environment in buildings, going from water efficiency to quality of the air, and everything related (Forbes, 2023).
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Figure 2- LEED Certification (Google Images, 2023)
[bookmark: _Toc137123513]Reputation Management for Hotels
Keeping track of customer feedback, responding to unfavourable reviews, controlling a hotel's internet presence, and boosting its favourable exposure are all part of reputation management for hotels (Perez-Aranda et al., 2019). It's critical to recognize the influence of reviewers, who will provide their frank assessment of the hotel. Hotels may manage and affect how the public perceives their brand by remaining proactive and engaging with consumers and guests (Proserpio & Zervas, 2017). By promptly responding to customer comments, encouraging visitors to submit reviews, and emphasizing the positive features of the hotel, reputation management enables hotels to preserve the integrity of their brand. The impact on a hotel's reputation, guest happiness, and commercial performance underscores the need for good guest review management (Perez-Aranda et al., 2019). The management of customer reviews is essential for preserving a good reputation. 
[bookmark: _Toc137123514]The Outcomes of Negative Reviews
Negative reviews harm a hotel's reputation while positive ratings foster confidence and draw future guests (Rahimian et al., 2021). In a TripAdvisor study, 94% of guests said that a hotel's internet reputation is important when making a reservation (Chan et al., 2021). When it was discovered that a New York hotel, Union Street Guest House, penalized guests for posting unfavourable ratings on well-known review websites, there was a considerable uproar. The incident resulted in a barrage of unfavourable press coverage and online reviews, seriously harming the hotel's image and decreasing bookings (Chan et al., 2021).
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Successful management of customer reviews is crucial for a number of reasons:
Enhancing customer satisfaction: By monitoring reviews, hotels can spot areas for development and respond to any concerns voiced by visitors (Foroudi, 2019). This enables them to improve overall guest satisfaction and the guest experience.
Marketing and branding: Customer testimonials act as social proof and sway future customers' choices (Michaelides, 2017). Hotels can bolster their marketing initiatives and create a strong brand image by actively controlling and promoting positive reviews.
Guest Loyalty and Repeat Business: Favourable reviews foster trust and loyalty among guests, encouraging them to return for future visits (Rahimian et al., 2021). Stronger customer loyalty and a higher possibility of repeat business are ensured by effective review management, which makes sure that excellent customer experiences are recognized and acknowledged.
[bookmark: _Toc137123516]Service Culture and Corporate Culture 
A service culture is a setting in which employees everywhere value customer service and emphasize it in their dealings with customers (Michaelides, 2017). It is a method of conducting in a way that places a strong emphasis on delivering excellent customer service and obtaining client happiness. In order to meet and exceed client expectations, this culture places a strong emphasis on offering prompt, approachable, and individualized service as well as competent and responsible experiences throughout the process (Chan et al., 2021).
Corporate culture, on the other hand, refers to the broader standards, beliefs, and values that govern a corporation as a whole (Foroudi, 2019). The business's objective, vision, principles, and overall working atmosphere are among the components included in it. Corporate culture involves many facets that influence an organization's operations and staff conduct in addition to the service component (Michaelides, 2017).

[bookmark: _Toc137123517]Significance of Service Culture
In the hotel industry, the service culture is crucial for a number of reasons.
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Figure 3- Significance of Service Culture (Google Images, 2023)

Guest Satisfaction and Loyalty: According to a Cornell University study, establishments with a strong service culture, where staff members were dedicated to providing outstanding service, saw increases in both customer loyalty and customer satisfaction (Maxwell & Lyle, 2022). Highly satisfied hotel guests are more inclined to stay at the hotel again, promote it to others, and spend more on subsequent stays, according to a McKinsey report. This highlights the connection between customer happiness, loyalty, and service culture (Hotel Tech Report, 2023).
Competitive Advantage: Personalized guest experiences and a service-focused atmosphere are hallmarks of Four Seasons Hotels and Resorts (Chan et al., 2021). Their "Golden Rule" mindset places a strong emphasis on treating customers how they would like to be treated. The Four Seasons has frequently been rated as one of the world's finest luxury hotel brands (Michaelides, 2017). They have been able to stand out in the market and take a competitive advantage because of their dedication to providing excellent customer service.
Financial Performance: Through its service culture, Hilton Hotels & Resorts is dedicated to providing great guest experiences (Maxwell & Lyle, 2022). Their internal initiative, "Hilton Light & Warmth," is centred on offering individualized service and fostering strong emotional bonds with visitors. Hilton has achieved financial success by emphasizing a service culture. Hilton revealed great financial results in its 2020 annual report, illuminating the beneficial effects of a service-oriented culture on the bottom line (Maxwell & Lyle, 2022).
[bookmark: _Toc137123518]Conclusion 
The report highlighted hotel standards and their application by various hotels. Typically, large hotels may have similarities in their generic standards and policies but mostly they have varying standards. Standards and policies are often affected by market trends. The report also studied the reputation management of hotels. Positive reviews can be used as leverage for marketing whereas negative reviews can disrupt customer inflows and reputation. Effective Guest management helps in building a loyal customer base with enhanced customer experience. And a service culture is used to centralise customer experience as a key function of the hotel's strategic environment. 
[bookmark: _Toc137123519]Recommendations
The problem of controlling a hotel's reputation is made more difficult by the growing impact of online reviews (Forbes, 2023). Additionally, hotel businesses must constantly adjust to the shifting preferences and expectations of their guests. These are the key obstacles to growing hotel businesses.
Prioritize Service Culture: To build a solid service culture that focuses on unique and excellent guest experiences, hotels may invest in training efforts and employee engagement activities. 
Implement solid reputation management strategies: Hotels may create a thorough reputation management strategy that involves keeping an eye on online consumer feedback and being responsive to customer input. 
Enhance Hotel Standards: To keep up with changing visitor expectations, hotels may periodically review and update their hotel standards. They can adopt technologically based solutions to raise consistency and operational effectiveness throughout all properties. 
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