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Executive summary
The hospitality industry is growing rapidly and to meet the customers’ expectations the hotels must focus on hotel standards, reputation management and the service culture.   This report is based on the critical roles of all these aspects in the hospitality industry.  Moreover, to overcome the marketing challenges, recommendations are also proposed. 
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[bookmark: _Toc137258632]Introduction
There is massive competition in the hospitality industry, and satisfying customers by getting a competitive edge is the main aim of the industry.  (Gonzalez et al, 2019)The hospitality industry is responsible for providing job opportunities to the community, and it has shown immense growth in the last few decades. Before the Covid-19 pandemic, the increase in the economy was noted at 2 to 3% every year, according to The World Bank report.  (Chan et al, 2021) However, due to pre-pandemic years, a 4.1% decrease in 2022 and a 3.2% decrease were noted in 2023. This report aims to focus on three concepts of the hotel industry such as hotel standards, service culture, and reputation management. The significance of these topics in the hotel industry will be explored, and recommendations based on case studies and industry trends will be provided.
[bookmark: _Toc137258633]Main findings
[bookmark: _Toc137258634]Hotel Standards and Purpose of brand consistency standards
Both physical (quality and condition) and operational standards (Staffing, advertising, and customer satisfaction) fall in the category of hotel standards. These standards are the set of guidelines that are provided to maintain quality services to the customers. A brand's reputation is maintained through these standards, and they offer exceptional guest experience.  (Christensen et al, 2020) The purpose of brand consistency standards is to get brand recognition. If the customers recognize your brand, they will make more purchases, improving the hotel's profit in the long run. Another purpose of brand consistency standards is to maintain the customer's trust and loyalty and provide distinguishing features to the hotel to beat the industry's competition.
Moreover, the followers recommend the hotel to their friends and families when the brand consistency is maintained. For example, an international hotel "Accor" focuses on brand consistency standards by providing exceptional customer service delivery, and different environmental sustainability practices are ensured by this hotel across all the international hotels. Hilton Worldwide is an international hotel that has launched the "Hilton Clean Stay Program," and it gained more popularity after the Covid-19 pandemic. (Gossling et al, 2019) This program ensures that customers can enjoy a safe stay at the hotel with grade cleaning products and services.
[bookmark: _Toc137258635]Standards of hotels
The standards of hotels are different according to the category and class of hotel. The hotels' unique value proposition, customer experience, and standardization are the few elements that define the standards of hotels. The six standardization components of hotel chains are based on design, service, loyalty programs, uniforms, amenities, and the use of technology. For example, the services offered by luxury hotels are high class, such as Ritz Carlton hotel standards are exceptional based on their interior design, wellness facilities, and fine dining options. All operations are designed by keeping the customer's priorities at the top.  (Radojevic et al, 2019) Similarly, upscale business hotels like Marriot hotels meet customers' needs based on exceptional facilities such as business centers that are well-equipped and high-quality dining experiences. Again, economy hotels provide services that are not luxury but still meet the basic requirements of the customers. (Salaman et al, 2019)
[bookmark: _Toc137258636]Reputation management
Reputation management is crucial in the hospitality sector because it helps you attract new customers and retain old ones, which adds to your bottom line. Having guests have a favorable impression of your hotel's brand is crucial to increase income. When it comes to community engagement and image management, social listening is an invaluable tool. You may listen in on online conversations involving your company and join in when you feel it's appropriate. (Oroiade et al, 2021)Responding to positive feedback is simple, but addressing negative comments’ just as vital. Some customers may inevitably have a negative review, but taking the time to react can go a long way toward winning back their confidence. (Buhalis et al, 2019)
[bookmark: _Toc137258637]Importance of effective guests review management
Guests review management is essential as it is linked with increased customer satisfaction and loyalty. The service quality and overall customer experience can be improved through it. By actively engaging with the customers, it is easier to deal with their problems, and similar situations can be avoided. Moreover, the reputation and brand image of the hotel can also be improved through effective guest review management.(Koc et al, 2019) For example, Cosmopolitan of Las Vegas is a hotel that has improved its reputation by actively engaging with customers. It has beaten its competitors by enhancing its brand image. The hotel has managed both positive and negative reviews and concerns of the hotels. Some hotels, like Ace, Hotel, utilize this concept for continuous improvement. They meet guests' preferences and expectations by aligning with customer reviews.
[bookmark: _Toc137258638]Impact of negative reviews
Negative reviews have various impacts, such as decreased bookings and revenues of hotels. For example, customers who find negative reviews prefer something other than the hotel. The customers will lose trust, and it will damage the reputation of the company. (Park et al, 2019) In the age of technology, customers prefer online reviews and hotel visibility. A hotel's online presence can be affected by unfavorable reviews from customers. Moreover, the hospitality industry is based on word-of-mouth recommendations, and if the customers share negative thoughts about the hotel, the upcoming customers will prefer something else. (Gao et al, 2020)
[bookmark: _Toc137258639]Service culture and its difference from corporate culture
The set of values, attributes, and behavior responsible for promoting exceptional customer service is called the service culture. The mindset of employees regarding delivering excellent customer service is represented through service culture. There is a difference between service culture and corporate culture. (Nunkoo et al, 2020) The service culture represents an organization's prevalent beliefs, values, and practices. A company with a service culture has a shared mentality toward customer satisfaction and service excellence.
[bookmark: _Toc137258640]Importance of service culture in the hotel industry
Repeat visits and customer satisfaction are associated with the hotel industry service culture. For example, the service culture of the four seasons is based on the "Golden Rule ." According to the company's founder, there is no secret to our success as it is based on one secret only. This rule defines how you treat people; in return, the people will treat you the same way. (Ding et al, 2020) This service hotel highly focuses on Employee training and empowerment, and it shows high commitment toward the customers. According to Issy, the business decisions made in the past decades will create positive figures for the hotel in the coming years.
Similarly, Disney Resorts promote a culture of value, collaboration, and creativity for everyone. This culture helps the business to encourage optimism and drive innovation as well. The service culture in the hotel industry is linked with excellent customer service, empowering employees, and maintaining a positive workplace culture. (Pollak et al, 2019 )
[bookmark: _Toc137258641]Conclusion
It is concluded that the hotel industry's market is highly competitive, and hotels must meet the customer's expectations. To create exceptional customer experiences, hotels must take the initiatives to improve hotel standards. The hotel's brand identity and image depend on the customers' satisfaction. It's a boon to the economy by creating jobs on a regional and national scale. The tourist and hospitality industry's most pressing contribution to any nation or area is providing new employment. Travelers are drawn to destinations with cultural or aesthetic importance. Jobs for tour guides, travel agents, and those who organize and run tours will open up. Hotels must pay attention to reputation management, service culture, and hotel standards to get a distinct position in the highly competitive market. The service culture in the hotel industry is linked with excellent customer service, empowering employees, and maintaining a positive workplace culture.
[bookmark: _Toc137258642]Recommendations
The market trends are changing continuously, and businesses are facing various obstacles. To overcome all of them, focusing on the following recommendations is required.
· Firstly, the hospitality sector should focus on embracing technology. It would lead to improved hotel efficiency and good customer experiences. Automation and digital advances will streamline business operations, leading to effective targeted market campaigns and management systems.
· Customers are highly interested in sustainability and prefer hotels whose business operations are aligned with environment-friendly practices. The hotels must be serious regarding waste management during the customer's stay, and they should choose organic and healthy foods. All these actions will display a positive brand image to the customers.(Perez et al, 2019)
· The hotels should focus on enhancing their digital presence. The hotels should provide the customers with online booking opportunities, room preferences, and customized packages. The more you create ease for the businesses, the more they will be satisfied.
· Staff training and development are essential to update employees on recent market trends. Through these training programs, communication skills, problem-solving skills, and the ability to meet challenging situations are increased, and they can adopt healthy tricks to meet customers' demands.
· Last but not least, the hotels must respond to the feedback of customers as these feedbacks are the source of improvement opportunities. Moreover, to enhance the guest’s experience hotels can also collaborate to the other hotels as well.  The sense of community participation is another positive experience for the customers and they feel more satisfied through it.
By focusing on all the above mentioned points, the hotels can get brand reputation and high customer’s service delivery. 
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