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[bookmark: _dl1n8gn2ai3a]Executive summary
The report has analysed the importance of guest services in the hospitality industry. It has discussed the importance of reputation management in the hospitality industry. It has also discussed the service culture and its importance in the hospitality industry. The service culture plays an important role in the hospitality industry. It assists in gaining the trust of the guests and also assists in gaining lots of new guests. The standard of the hotel is also discussed in the report. The standard can be obtained by maintaining hotel hygiene and creating a welcoming environment for the guests. The service failure has also been mentioned in the report. The report has shown different recommendations to perform the best in the guest service business for long-term success.
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[bookmark: _twhldmyg7m5t][bookmark: _Toc149991415]Introduction
The report will be a brief discussion of hospitality management and its background. It will be an analysis of how the Reputation and the service impact the hospitality management of the business. It will also analyse Hotel standards and service impact on the hospitality management of the business. The study will focus on how reputation management plays a key role in maintaining the smooth flow of the company. It will also discuss service culture and how the service culture of the hotel can influence the revenue of the company.

[bookmark: _d0jgc14li0yu][bookmark: _Toc149991416]Main Body
[bookmark: _t3t5soeckwof][bookmark: _Toc149991417]Background of Hospitality
Hospitality is the friendly and generous reception and entertainment of guests, visitors, or strangers (Stettler et al., 2020). Hospitality is a growing field that deals with the oversight of hotels, Homestays, casinos and many other types of destinations to provide visitors with the kind of experience they are coming for. The practice of hospitality management was started around 40 BC. Hospitality came from the Latin “hospitalitas -hospitalities” which intrinsically means to receive the guest. Today hospitality has a huge market and is increasing day by day. In 2022 the market size of hospitality in the UK was approximately £16.4 billion and at the end of 2023, the market size was forecast to reach £19.76 billion (Statista, 2023).
Hospitality is a competitive industry due to the emergence of many hotels, resorts, and homestays in the market (Qiao et al., 2021). The management has to ensure that the guest or the customer of their hotel gets the best value for their money and great customer service. It is a healthy competitive market and, management provides the best service for their customers to maintain a steady business and also assist in attracting lots of customers. 
[bookmark: _lqv4qiarw1w5][bookmark: _Toc149991418]Reputation management
Reputation management is the practice of persuading stakeholders' perceptions of a particular company and the conversation about its brand and its organisation (Chondrogianniset al., 2019). The management includes the monitoring of the online media, monitoring the perception and the discourse, retorting to the reputation threats and taking strategic execution to improve the image of an organisation. It plays an important role in hospitality management or in the hotel industry, hotel businesses depend on their reputation to stay in business. The reputation management of an organisation assists in countering negative online and offline feedback and in influencing the image of the company (Colmekciogluet al., 2022). It assists in attracting new guests and aids in an increase in occupancy rate and the growth of the revenue of the company. An organisation with a good positive image or a positive reputation in the market assists in developing trust among the guests (Lai, 2019). If an organisation have a good positive reputation guest are more likely to have a convenient experience and recommend an organisation to others. The Langham, Hotel London is rated as 5 stars and is one of the top reputed hotels in the UK (Langham, 2023). It is famous for “its one-of-a-kind indulgence”. The Langham, Hotel has maintained its reputation which leads to attracting lots of guests. The hotel provides the best facilities and The reputation of the Hotel also assists in enhancing the trust of the guests and leads the company to profitability. Langham Hotel received many awards including No. 6 Best Hotel in England, NO 16 Best Hotel in Europe in 2020 and many more (Langham, 2023).
[bookmark: _61vyapbhidae][bookmark: _Toc149991419]Service culture
A service culture refers to an environment where an organisation or the employees of the company are obsessed providing with the best and most superior services to its customers (Andrianiet al., 2019). It plays a vital role in the hotel industry by providing the best service to the guests and assists in attracting lots of guests towards the company. In the hotel industry services are the most important factor in running the business smoothly and fluently. An organisation can provide better services towards its guests by understanding the needs of the guests and by encouraging honest feedback from the guests. It can also provide better service by setting up a frame to measure the performance of the employees or the team. The hotel industry is a competitive industry and businesses rely on the service and the reputation of the company (Statista, 2023). The culture service assists in influencing job satisfaction and motivates employees. Better services lead to higher guest satisfaction and loyalty towards an organisation. An organisation with better service reviews assist in attracting lots of guests which leads to an increase in the revenue of the company. Good services result in a positive experience for the guests which leads to repeat business and referrals. The Savoy Hotel is one of the renowned hotels in the UK and provides guests with the best services (The Savoy, 2023). The Hotel used to provide the guests with the best services and enhance the trust of the guests. The employees were so friendly and were always eager to fulfil the needs of the guests.
[bookmark: _pfijlmdxk3k4][bookmark: _Toc149991420]Hotel standards
Hotel standard generally refers to the operation of the hotels in a manner of consistency which includes a first-class, standard of operation, maintenance and construction, quality of construction the furniture they use in their hotels. The standard of the hotels also denotes the pricing of the rooms (Sánchez-Pérez et al., 2019). Standard hotels usually have trained staff, hygienic rooms, and a welcoming environment that assists in attracting lots of guests. It brings stability to the business and the high standard of the hotel keeps one ahead of the competition. The standard of the hotels allows the guest to choose the hotels. Hotels with high standards usually have a hygienic and welcoming environment. Guest usually prefers hotels that are hygienic and well-maintained and assist in influencing the revenue of a company (Martin, 2019). The hotel having a high standard will provide all the facilities for their guest and provide excellency services. 
[bookmark: _ajv4mv9ktco1][bookmark: _Toc149991421]Service failure
Service failure occurs when hospitality management doesn’t fulfil the delivery of the service they promised during the service covenant to the guests (Baker, and Timms, 2022). It plays an important role in the hotel industry. It leads to the downfall of the business of a company and leads to a direct impact on the revenue of the company. Service failure leads to a reduction in the number of guests. It can also impact the reputation of the hotels. The service failure includes unavailable rooms during check-in, unclean rooms, internet problems, uncooked food and many more that can impact its business (Chen and Tussyadiah, 2021). It can lead to dissatisfied guests and negative Word of Mouth.

[bookmark: _w533md3ahlik][bookmark: _Toc149991422]Conclusion
The case study has analysed the hospitality and the guest service. It has discussed the background of hospitality and its market in the UK. It has analysed reputation management and its importance in the hotel industry. The study has discussed how reputation management can assist in gaining lots of guests towards its organisation. The service culture of the hotel also plays a vital role in influencing the revenue of the company. It has been discussed that Hotel standards and reductions in service failure play an important role in the growth of an organisation. The high standard of the hotel leads the organisation to be one step ahead in the competition in the market.

[bookmark: _lk5jz2jzbzh1][bookmark: _Toc149991423]Recommendations
1. The reputation of hotels can be developed by providing the proper and all the essential needs they promised during the service transaction. 
1. The feedback of the people or the online review plays an important role in maintaining the reputation of the hotels. To ensure and make a good reputation the management must take review sites and reply on the review of the public.
1. The service culture of the hotels is maintained by giving excellent service to the guests.
1. It can be influenced by treating all the employees properly in an organisation. It can also be developed by investing the professional development for the organisation.
1. Practicing good communication skills with guests can also influence the service culture of an organisation.
1. The standard of the hotels is maintained by creating a welcoming environment for the guests. 
1. It is maintained by keeping the rooms of the hotels hygienic. Hotel standard is maintained by giving the staff proper training to perform their duties
1. Service failure can be reduced by identifying the realisable source of the cause of the failure. Apology and appeal or consolation is the best way to reduce service failure in the hotel industry. 
1. By offering consolation to the guests reduces the mass service failure in the hospitality industry. Solving the problem fast can lead to the reduction of service failure. 
1. Treating the guest nicely, by treating the guest with nice gestures assists in reducing service failure in the hospitality industry. 
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