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Hotel and Guest Services

Executive Summary
This report has discussed about brand consistency, reputation management, and service culture in the hotel management sector. This report has explored the purpose of brand consistency standards and all hotels have the same standards. Reputation management’s case has explored the ways followed by hotels manage their reputation, the importance of effective guest reviews management, and the impact of negative reviews. Service culture has shown how this differs from corporate culture and why this is important in the sector. 
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Tourism and hospitality are one of the core sectors in any country that contributes to the economy of the country (D., 2010). This report will explore the overall aspects of hotel industry in the UK. That is why the overall discussion will be categorized into three distinct sections including brand consistency, reputation management, and service culture. Different issues under these major categories will be discussed regarding the industrial examples. 

[bookmark: _Toc136469420]Main Discussion
This discussion will cover three distinct fields that can be found in service culture, hotel standards, and reputation management. Now, those issues are going to be discussed below: 
[bookmark: _Toc136469421]Hotel Standards
It is brand consistency that is considered the practice and used to deliver messages or information regarding the core brand value of the business. In this case, such a brand image of the business supports presenting the brand image of the business and repeating the same features across the company’s visual brand components. The main purpose of brand consistency is to highlight the brand recognition of the business. Alternatively said, it is a management in which customers indulge in recognizing the brand and show proneness to purchase and commit to the business for a longer period (Heppell, 2015). This brand consistency also focuses on building awareness and exploring visual identity that can be associated with the company’s brand. This can play a significant role in the field of building brand awareness. For example, Accor Hotel is such sort of hotel that always indulges in providing the best selection of customer services within the business, especially for partner hotel owners.
It is the hotel’s categories and classification of the hotel that can specify the hotel’s standards. A lifestyle hotel’s standard is not similar to a boutique or a luxury hotel but a lifestyle hotel’s standard can be defined via specific traits. Like, Marriott International always focuses on exploring such brand consistency that aims at enhancing the living standard, and for this, this multination hotel brand needs to create and enable unsurpassed vacation and leisure experiences. 
Each hotel needs to follow a particular grading system in this field. In the UK, there are different hotel classification that differentiates the UK from the rest of the world (Grigg, 2022). For example, four and five Rosettes are two major grading systems that can help uphold brand recognition and the hotel’s market position in the global hotel market significantly. 
In the case of corporate culture, hotels indulge in managing and maintaining an effective tangibility, and for this, hotels are to honor them appropriately. Like, Hilton Hotels keeps nurturing its specific corporate culture in which it indulges in prioritizing consistent customer satisfaction. 
[bookmark: _Toc136469422]Reputation Management
A reputation management strategy is the proactive process of impacting what people identify with the business. This reputation management always needs to be concerned in terms of exploring ways of attracting and having more customers for the business (O'Fallon & Rutherford, 2010). It is the management of nurturing reputation and brand image considering the existing demand of the stakeholders of the business. In this reputation management, it is essential to focus on monitoring and leading the effects of managing the reputation management and brand value of the business significantly. 
How hotels manage their reputation
Reputation management is the key issue for hoteliers in terms of obtaining the ultimate objectives or goals that can support enhancing the revenue of the business through the accomplishment of trust of potential guests that can insist on the hotels nurturing interactions with the targeted customers (Tesone, 2017). The main motive is to explore a positive aspect of the hotel’s brand so that sales revenue and profits of the business can be maximized significantly. Some significant issues can help manage the reputation of the business. Such as:
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Figure 1: Ways of managing reputation in hotels
Source: (Heppell, 2015)
Generosity: In this way, hoteliers need to assume the best about people, their thoughts, and their behavior. That means the hoteliers need to care about people, especially what they think and how they act or react. Based on their action, reaction, and activities, they can then adopt appropriate organizational decisions for themselves. 
Optimism: In this case, the hoteliers are to see situations as better than they are. By observing the entire scenario of the business and the market, a better decision can be adopted regarding the brand image of the business. As a result, people will keep following the energy. 
Confidence: It is one of the most crucial elements or ways of managing the reputation of the hotels in which the hoteliers need to hold themselves and the guests in high regard. In this case, businesses need to hold confidence in themselves. 
Presence: The guest in front of the hotelier is the most essential individual and for this, it is essential to give them the full attention (Walker, 2017). In this case, the hoteliers indulge in providing exclusive and quality services to the customers and it needs to be done in such a way that can help maintain a sustainable brand value and image. 
Empathy: This is another element or way of managing the reputation of the business. In this case, it is required to recognize people’s emotions and stay away from judgment. Customers in hotels are the core issues that need to be highly prioritized. 
For example, Marriott is holding a particular corporate culture that is one kind of reputation management of this business that relies on the idea of self-motivation and self-empowerment. 
Importance of effective reviews
The importance of getting positive and effective reviews cannot be denied. In this case, effective online reviews can support new customers or guests before purchasing the hotel as they keep providing value to the written over the overall star rating (Solomon, 2019). As a result, maximum customers in the hotel industry believe in authentic trust reviews as much as personal recommendations. If there is no review, it will be difficult for the customers as they feel hesitant in adopting an appropriate purchasing decision. Besides, customers do not take action until they have read reviews. It indulges in offering an incentive to all customer who reviews the business and reward employees who gather reviews. 
Impacts of a negative review
Negative reviews can impact the business, especially its performance including productivity and profitability can get affected significantly. A negative review always keeps popping up on core Google searches. In this field, customers can feel hesitant in terms of purchasing from the business (Swarbrooke & Horner, 2014). The brand image of the business can get affected seriously. Besides, a negative relationship will be built up in this case that can affect the productivity and profitability of the hotels at the end of the day. 
[bookmark: _Toc136469423]Service culture
It is a service culture that requires forming an environment where subordinates are found with obsession, especially with the process of providing superior customer service to the clients. It indicates that hoteliers need to concentrate on their long-term objectives and divergent procedures for efficiently serving the customers. Alternatively said, it is required to have a strong customer service culture in which the customer needs to focus on exploring the customer-facing teams and having an accurate realization of the customers and what matters to them. 
Difference between corporate culture and service culture
The main difference is found in the field of policies and procedures and their proper implementation. In this case, it is essential to prioritize the ways of implementing them (Louveau, 2021). These policies and procedures are mainly directed towards long-term objectives or goals including vision and mission. For example, Hilton is such a hotel brand that can support providing premium customer service. 
Importance of service culture
A service culture can pave the way for setting a particular tone that is held by the hotel staff. Like, the staff indulges in making the right calls instinctively. In this case, they also focus on choosing the right words and adopting the best action. They focus on making an appropriate interaction with the guests and fellow staff members are shaped by providing appropriate guidelines and principles that can help explore customer orientation. 
For example, Four Seasons is such sort of hotel in the UK that indulges in spending 18 million which can help this hotel business in personalizing the web experience for the guests significantly. 

[bookmark: _Toc136469424]Recommendations
· Hotels need to focus on exploring the brand image and reputation, 
· Hotel staff should be trained appropriately,
· Hoteliers should focus on exploring reputation management, 
· They should form and nurture a particular service culture in the hotels. 

[bookmark: _Toc136469425]Conclusion
After discussing all of these issues, it is understandable that brand consistency in the hotel business keeps pressurizing the hotels holding their brand value and quality services. Then, businesses in this sector need to manage its reputation significantly and for this, a service culture needs to be built up.  
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