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Executive Summary
The following report shows why the service culture, why is different from Corporate culture, and what is important for the hotel industry.Hotel management reputationand hotel standards are important. Why the hotel needs service culture, Hotel management reputation, Hotels standards. Also, discuss the case study of two hotels and give some recommendations.
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Service Culture
[bookmark: _GoBack]Service culture is an organizational culture that prioritizes the creation of value for both customers and employees. It demonstrates the company's commitment to offering top-notch customer service across all divisions (Kokemuller. 2019). Excellent customer service is prioritized in a particular type of corporate culture known as the service culture. A company or organization will specifically train its employees to prioritize the needs of the customer in everything they do. They assign tasks to employees following a customer-centric strategy to ensure that customers have the best experience and get a lot for their money. This strategy can help a business stand out in a crowded market, boost productivity, increase client retention rates, and create a friendly workplace for all employees (Indeed. 2023). An organization creates a strong culture when its actions are consistent with its vision, mission, rules, and rewards. As a result, the staff is inspired to provide exceptional customer service. As a result, the company as a whole performs better (Anjali. 2022).
Service Culture Differ from Corporate Culture
Corporate Culture
The attitudes, rituals, and behaviors that direct how management and staff members of an organization interact, perform their jobs, and conduct business are referred to as corporate culture. Instead of being, explicitly defined, corporate culture typically develops naturally over time from the traits of the people the company hires (Tarver. 2023).A company's "service culture" describes how all of its personnel views providing excellent customer service. While the corporate culture of a company refers to how people behave, think, and interpret the world around them (Toister. 2018).
Service Culture is Important for the Hotel industry
People that work in a service culture are motivated to provide the finest customer service possible. Therefore, the service culture is very important for the hotel industry (Berling. 2021).Service culture provides an environment where employees place a high value on providing customers with the good and most reliable service possible. There is a direct link between a company's culture and its level of customer service, in addition to the possibility of higher levels of customer loyalty. Service culture is important for the hotel industry because it is the foundation for providing excellent customer service and creating a positive guest experience. A strong service culture helps to establish a shared set of values and beliefs among employees, which can lead to better communication, teamwork, and a sense of pride in their work. When employees are committed to providing exceptional service, they are more likely to go beyond to meet guest needs and exceed their expectations. Increased customer satisfaction, recurring business, and effective word-of-mouth advertising could result from this. Ultimately, a strong service culture is essential for building a successful and sustainable hotel business.
Hotel Standards
The term "Hotel Standard" refers to the operational and physical requirements that guarantee the consistency of the hotel's operations, including all of its facilities, events, and staff, as well as the quality, usefulness, and condition of the Fixtures and Leased Personal Property. 
Brand Consistency
Brand consistency is the ability of an organisation to sustain communication and positioning in line with its guiding principles and the components that make up its brand. Businesses constantly strive to improve their reputation through initiatives that look at key brand components (Rock. 2020). 
Importance of Brand Consistency
The goals of maintaining a brand's consistency include personality expression, recognition, and trust. A consistent branding strategy. Brand consistency is important in the following ways
 (
Be distinctive from the competition
) (
Enhance Customer Loyalty and trust 
)
 (
Boost the brand's authority
)	






Brand consistency is essential since it leads to brand recognition. If customers are familiar (and positively associate) with your brand, they are more likely to make purchases and stick with your company over time. When you have a consistent brand, customers are more likely to recommend your business to their friends and followers on social media (John. 2018).
All Hotels have the same standards
Hotels vary in terms of their quality, amenities, and services. Budget hotels are typically less expensive and offer basic amenities, such as a bed, bathroom, and TV. Mid-range hotels are a step up from budget hotels and may offer additional amenities, such as a gym, pool, or restaurant. Luxury hotels are the most expensive and offer a comprehensive range of amenities and services, such as a spa, fine dining, and 24-hour room service. So different hotels have different standards. When choosing a hotel, it is important to read reviews and do your research to ensure that it meets your needs and expectations. 
Reputation Management
Hotel Manage Their Reputation
The process of tracking and keeping an eye on the online reputation of the hotel brand is known as hotel reputation management. Nowadays, managing hotel internet image effectively is essential for brands and businesses with multiple locations. It is a mandated condition for hotels. Hotels are in the hospitality sector, where customers need top-notch service (SOCI. 2018).
Hotels can manage their reputation effectively by following these tips:
1. Provide excellent customer service: Ensure that your staff is well-trained and provides exceptional customer service to guests. This includes being friendly, helpful, and responsive to their needs (Depino. 2023).
2. Respond promptly to guest feedback: Monitor your online reviews and social media accounts to respond to guest feedback in aappropriate manner. This shows that you value their opinions and are committed to addressing any issues or concerns they might have.
3. Address any issues or concerns: Take steps to address any issues or concerns that guests may have. This can include offering a refund or discount, upgrading their room, or providing a complimentary service.
4. Be transparent and honest: Provide accurate information about your amenities and services, and be honest about any limitations or restrictions. This helps to build trust with guests and ensures that they have realistic expectations.
5. Monitor your online presence: Monitor your online reviews, social media accounts, and other online platforms to ensure that your hotel is being portrayed in a positive light. Respond to any negative feedback and take steps to address any issues that are being raised.
By following these tips, hotels can build a positive reputation and attract more guests, which can lead to increased revenue and growth.
Importance of Guest Review Management
Guest review management is very important and plays a very vital role in the hotel industry. It increases customer loyalty by creating a relationship and providing your guests with a voice. Likewise, when responding to consumer complaints, you must admit any mistakes and specify the steps you will take to make them right.
Negative Reviews
The negative reviews have a negative reviews affects the hotel's reputation. When the hotel management cannot solve it then the hotel lost its customers and reputation.If the hotel gets any negative comment then firstly response to that comment that solves this negative comment. When the negative comment solves it then update the guest about the performance.
Recommendation Regarding Market Trend
Hotels should stay up-to-date with market trends to remain competitive in the industry. Some key trends that hotels should be aware of include:
Emphasis on sustainability:As more people become environmentally aware, they look for accommodation that prioritises sustainability. Hotels can comply with this requirement by putting in place eco-friendly practises such using renewable energy sources, reducing waste, and conserving water.
Increased use of technology:To enhance the visitor experience, hotels should take advantage of the industry's rising usage of technology. For instance, hotel visitors can check in and out, order room service, and discover nearby attractions using smartphone apps.
Obstacles face certain Business
While market trends can present opportunities for hotels, they can also pose challenges. Some obstacles that hotels may face when trying to keep up with market trends include:


Case Study
The hotel industry is fiercely competitive, with many foreign rivals vying for market share. Two key players in the market are Marriott International and Hilton Worldwide. 
Marriott International is known for its high-quality service and amenities and has a strong reputation for providing excellent customer service. They have a large portfolio of hotels across the world and have a loyal customer base. One area where Marriott could improve is by offering more unique experiences that set them apart from the competition. By offering local tours or experiences that allow guests to explore the surrounding area, Marriott could create a more memorable and engaging experience for guests.
Hilton Worldwide is another global player in the hotel industry, with a large portfolio of hotels across the world. They are known for their high standards and commitment to quality and have a strong reputation for providing excellent service. One area where Hilton could improve is by being more proactive in managing their reputation. While they have a strong reputation, negative reviews can still affect their business. By responding promptly to negative reviews and feedback, and taking steps to address any issues that arise, Hilton can build a more positive reputation and attract more customers.
Recommendation
Overall, the hotel industry must focus on providing high-quality service, maintaining high standards, and being proactive in managing its reputation. By doing so, hotels can discriminate themselves from the competition and cultivate a loyal customer base. Additionally, offering unique experiences and amenities can help to create a more memorable and engaging experience for guests.
Conclusion
This report tells that the service culture, hotel standards, and hotel management reputation are very important for the hotel industry. In the case study, two famous hotels Hilton Worldwide and Marriott International are discussed. In the conclusion of the case study Hilton Hotel and Marriott Hotel, increase their reputation due to service culture, hotel standards, and hotel management reputation. In short, service culture, hotel standards, and hotel management reputation play a vital role in the hotel businesses and through these hotels earn more revenue and fame.
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COST: Implementing new technologies 


Resistance to change


Limited resources


Lack of customer demand
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