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Executive Summary

The main purpose of this report is to identify and formulate what Hotel standards, Reputation management, and Service culture are and why they are relevant in the hospitality industry. 
Brand reputation - perception of the brand by the public, both in real life and online (online reputation). A strong brand reputation is important for the company to be successful, profitable, and competitive in highly competitive conditions, which are undoubtedly the hospitality industry. As the Internet environment develops, it is especially important to pay attention to online reputation. In this context, guest reviews play one of the main roles and it is critical for the company to know how to manage them, paying special attention to negative reviews because even a numerically small number of bad reviews can negatively affect the company's reputation, as well as the customer's decision-making process. 
One of the key tools for achieving company success and a strong brand reputation is service culture. Service culture is an environment created by the company that motivates, supports, and even challenges employees to provide excellent service to customers. The report will outline and explain the most important points so the company can create this environment.
The hotel standards are a set of principles and guidelines for the efficient organization of the company's work and competitive quality of service. Hotel standards can be applied to aspects such as service, amenities, uniforms, design, loyalty programs, and the integration of modern technologies. Hotels create their standards to be competitive, recognizable, and different from their competitors.
There are standards created by the hotel or brand, but at the same time, there are systems of standards from the outside that classifies hotels. Hotel qualification systems with star ratings created by organizations such as AA, AAA, Australian car clubs, HOTREC, and Forbes Guide are probably the most well-known globally. Usually, these are 1–5-star classification systems, which were created to help travelers navigate the diverse range of offers. The company's reputation directly depends on this rating.
The success of the company depends on several factors, it is necessary to pay attention to each of the following components: brand, brand reputation, service culture, hotel standards, interaction with the customers, competition factor, and staying up to date.
A common mistake companies make is focusing on one or more of the above aspects while not paying enough attention to other aspects. In order to achieve the success of the company, it can be recommended to try to see the picture as a whole, to pay attention to each of the above-mentioned factors (attention to details), to accept the fact that no one is perfect, but the right way is to admit, realize and analyze mistakes and failures.
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Reputation and Reputation Management.
Brand reputation includes the thoughts and feelings of employees, customers, partners, and society about the brand in every interaction. According to Gartner (2023), reputation management means influencing the perception of stakeholders and public conversations about the organization and its brands. Strong reputation management builds trusting relationships with existing customers, attracts new customers through positive brand perception in society, and creates high competitiveness.
Why brand reputation is important:
· brands with a good reputation are in the winning role in relation to competitors in the customer decision-making process, therefore it can be concluded that brands with a bad reputation suffer financial losses both in relation to customers and investors,
· a brand with a good reputation has better opportunities to attract field professionals to its team, a good employee will most likely choose a job in a company with a good reputation,
· in some cases, a good brand reputation can help the company get out of negative situations with minimal losses (because the brand reputation acts as a guarantor).
In today's world, when the Internet environment is given more and more importance, paying attention to online reputation and analyzing and managing it is mandatory. Online reputation - how society perceives the brand online. Nowadays, travelers trust the experiences of other travelers, most people search for information on the Internet before choosing a hotel. Therefore, online reviews play one of the main roles in the context of a hotel's reputation. A hotel's success is directly dependent on customers’ ratings, reviews, observations, sharing, and searching for the company online. It can be concluded that nowadays a new standard has been created - online reviews.
Hospitality is an environment that constantly changes and develops, where interaction with the customer plays a key role.
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That is why it is mandatory to monitor a company's reputation (especially online), analyze and reflect on it, build up the action plan, measure the results, and repeat this circle again and again.
Key points for effective reputation management:
· consider, analyze, and respond in a timely and professional manner to all reviews, both positive and negative,
· negative feedbacks always outweigh positive ones, but it's also an opportunity to improve things,
· be active on social platforms (such as Facebook, Instagram, etc.),
· create a company website with visually and informatively high-quality and attractive content,
· pay attention to online platforms such as booking.com, TripAdvisor, etc.,
· ask for customer opinion (customer surveys).
Bad reviews and fake reviews.
[bookmark: _Hlk137213046]Another important factor regarding a company's reputation is bad reviews and fake reviews. The reality is that no matter how hard a company tries to provide the best service, human errors, and misunderstandings always happen. Human psychology is such that negative things are always remembered better than positive ones, and when reading reviews, often a few negative reviews in the background of more positive reviews play a more significant role in the customer's decision-making process. Therefore, it is very important to deal with such situations professionally and with a cool mind, admit the mistakes, analyze, and understand why such a situation arose, and come up with a way to maximally avoid such situations in the future.
There are three important aspects in such a situation:
· be professional,
· be delicate,
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· empathy (perceive the situation from the client's point of view),
· show the customer that the company cares about their opinion.
Nowadays, companies often must deal with fake reviews. Mostly competition is the reason for fake reviews. With the help of fake reviews, the company can try to improve its reputation (positive fake reviews), or with the help of negative fake reviews, it can try to damage the reputation and rating of competitors.
For example, Amazon has filed legal proceedings against the administrators of more than 10,000 Facebook groups that try to organize fake reviews on Amazon in exchange for money or free products (www.aboutamazon.com. 2023).
But the reason can also be personal (for example, the employee was fired, in his opinion, unfairly) or a material reason (people write fake reviews for money).
As a result, the public is misled, as well as the company's reputation can be seriously damaged.
In the UK, fake reviews are classified as an unfair trading practice and are regulated by the Consumer Rights Protection from Unfair Trading Regulations 2008 (www.gov.uk, 2023).

Service Culture
In today's highly competitive environment in the hospitality industry, there is a need to develop and improve the quality of the service all the time to survive, differentiate, and exceed the competitors. Many different qualities are needed to achieve this goal and one of them is the service culture. Service culture is an environment created by the company that motivates, supports, and even challenges employees to provide excellent service to customers. It is an environment that encourages employees to want to provide excellent service, and not just do it because it is part of their job duties. The service culture allows the company to achieve such goals as outstanding guest satisfaction, customer loyalty, and a high company reputation rating.
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Key points to create a service culture in the company:
· focusing on the customer: creating an environment where the employee feels supported, motivated, and valued to follow the guidelines and principles of the service culture (put the customer always first and provide excellent service),
· finding the right people: in addition to training and hard skills (such as education and work experience), it is important to assess the candidate's personal qualities and soft skills. Must be able to see the psychological portrait of the candidate and evaluate the potential inclusion in the team,
· pay attention to every stage from top to bottom: every member of the company is important for ensuring the service culture, it does not matter whether it is a director or a waiter. Only if everyone does their best to provide excellent service in their position will the service culture be ensured,
· interaction with customers and employees: find out and analyze customers' opinions, both good and bad. Never underestimate customer reviews. Listen to your employees, often in the practical work process, ideas for improving the service arise,
· teach, deliver, and explain the service culture to your employees: it is important to explain to employees the company's service culture standards and procedures to achieve them (Louveaun 2022).


Hotel standards
The hotel standards are a set of principles and guidelines for the efficient organization of the company's work and competitive quality of service.
Hotel standards can be applied to aspects such as service, amenities, uniforms, design, loyalty programs, and the integration of modern technologies.
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Standardization is especially important for hotel chains, as all establishments in a given chain must meet brand standards, as well as guest expectations in the sense of brand standards.
Hotels create their standards to be competitive, recognizable, and different from their competitors.
At the same time, there are also hotel rating systems from the side, they can be worldwide, within a country, within a continent, etc.
The classification can be done by local and government agencies, independent organizations, and travel media. Hotel qualification systems with star ratings created by organizations such as AA, AAA, Australian car clubs, HOTREC, and Forbes Guide are probably the most well-known globally.
The 1–5-star classification system, which was created to help travelers navigate the diverse range of offers, is traditionally known.
For example, 1-star hotels offer limited services and amenities, but 5-star hotels offer a huge variety of guest services, luxurious rooms, as well as a wide range of additional services, such as a swimming pool, gym, transport to and from the location, SPA& wellness services, etc. To get a 5-star rating, a hotel must offer the highest level of service.
Regardless of the hotel's qualifications, high standards of cleanliness are a must.
However, in today's world, with increasing competition and guest expectations, as well as with the development of new technologies, a new rating - 7 stars - has been introduced. Currently, there is only one 7-star hotel in the world - Burj Al Arab in Dubai, which offers extraordinary experiences and services, such as an underwater restaurant, 17 types of pillows available to guests on the pillow menu, the interiors gilded in 24-carat gold and is called the most luxurious hotel in the world (www.jumeirah.com 2023).
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One of the stories of the creation of strong hotel standards is the Ritz-Carlton story. A century ago, the Ritz-Carlton introduced luxury to the hotel experience and set a new standard for luxury experiences by putting guest needs first (www.ritzcarlton.com 2023).
Today, the Ritz-Carlton motto, company standards, and brand history have become legendary, representatives of the hospitality industry learn from them and are inspired.

Conclusion and recommendations
Based on the above, it can be concluded that the success of the company depends on several factors, visually it could be imagined as a puzzle, which, when put together, creates an organic whole.
It is necessary to pay attention to each of the following components:
· brand (starting from the visual aspect and ending with the intangible aspect, such as the brand story, motto, etc.),
· brand reputation (especially important nowadays - online reputation),
· service culture (the right people are an invaluable resource in the company's success story and an appropriate environment needs to be created that will allow them to provide the best),
·  Company (hotel) standards (to achieve high-quality service, these standards must be defined, and processes must be created to achieve these standards),
· interaction with customers & put the customer always first (there could not be too much customer opinion research),
· competition (a factor that makes working in the hospitality industry a challenge, but also develops the industry, promotes new ideas, and allows the customers to receive the best),
· stay up to date (artificial intelligence, the ever-increasing desire to live a healthy life, and concern for the environment are just a few examples of how new ideas are changing the world).
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Based on personal experience, as well as on the experience of other known people in various companies (both as an employee and as a client), as well as the conducted research, it can be concluded that often companies do not see the picture as a whole, but rather focus on individual aspects, e.g. focusing on the customer as much as possible, setting high standards, but forgetting to motivate and evaluate their employees. Such situations create tension and dissatisfaction among employees, which will inevitably affect the quality of service and may also affect the reputation of the brand. For example, a study of employee feedback about working at Amazon (uk.indeed.com 2023) shows that despite Amazon undeniably being a brand with a strong reputation, working conditions and treatment of employees (service culture) are not at a high level, so the public begins to perceive the idea that Amazon is a bad place to work as a common fact that damages the company's reputation and makes it difficult to find employees.
To achieve the success of the company, it can be recommended to try to see the picture as a whole, to pay attention to each of the above-mentioned factors (attention to details), to accept the fact that no one is perfect, but the right way is to admit, realize and analyze mistakes and failures.
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