


Hotel Standards, Reputation management and service culture

[bookmark: _Toc134608903]Summary
This report highlights the importance of staying competitive in the hospitality industry by focusing on service culture, hotel standards, and reputation management. The service culture involves creating a customer-centric approach, personalised service, and prompt response to guest needs. The Ritz-Carlton is known for its exceptional service culture, which revolves around exceeding guest expectations. Hotel standards ensure consistency and can be set by the hotel itself or rating agencies such as Forbes Travel Guide and the Michelin Guide. The Mandarin Oriental Hotel Group maintains brand standards while allowing customisation to reflect local culture. Sustainability initiatives, such as Hilton's "Travel with Purpose" contribute to reputation management. Effective reputation management involves monitoring online feedback, responding promptly, and building a positive image. Examples from Accor, Moxy Hotels, and Six Senses demonstrate various approaches to reputation management. Big brand Hotels are continuously improved through guest feedback and empowering staff to enhance the guest experience.
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This report delves into the significance of service culture, hotel standards, and reputation management within the hospitality industry. Delivering exceptional service, ensuring consistency, and effectively managing reputation are vital for hotels to thrive. Adopting a customer-centric approach, adhering to standards, and employing efficient reputation management strategies can aid hotels in setting themselves apart, cultivating loyalty, and enhancing profitability. The report concludes by offering recommendations such as establishing a sustainability plan, providing student discounts, and partnering with local organisations to enrich guest experiences and maintain competitiveness.
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To deliver Exceptional service by adapting a customer-centric approach, Hotels can create a great corporate culture. This ensure they services are consistent among the different locations. Hotel staff should be trained to deliver personalized services, pay attention to details, and respond promptly to guest needs (Heppell 2015).
According to Hospitality On (2023) Accor Hotel has developed a service culture framework called the "Heartiest Journey" which outlines the steps that employees should take to provide exceptional service. The seps include Welcome, Connect, Discover, Respond, Share.
Tesone (2014) Service culture is not just about providing good service, but also about creating a memorable experience for the customer.
The Ritz-Carlton is known for its exceptional service culture, which is based on their motto "We are Ladies and Gentlemen serving Ladies and Gentlemen." This service culture is built around a set of core values and principles that guide all hotel operations, from hiring and training to guest interactions.
At the heart of the Ritz-Carlton service culture is a focus on anticipating and exceeding the needs and expectations of guests. This means paying attention to every detail of the guest experience, from the moment they make a reservation to the time they check out. The hotel's staff is trained to provide personalised service that is tailored to each guest's individual preferences and needs (Ritz Carlton 2023).
Kandampully, Zhang, and Bilgihan (2015) explains that service culture is often associated with the hospitality industry, where providing high-quality service is critical to success. They further note that corporate culture refers to the overall values, beliefs, and behaviour’s that shape the identity of an organization.
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The importance of brands standards enhances the customer experience, improve the team experience, help achieve a hygiene rating of 5, reduce costly mistakes, create better team habits, and give a competitive edge. To maintain brand standards, businesses can use checklists to guide teams through tasks and ensure they meet standards. Digital solutions make this process quicker and easier. Training and onboarding new team members with clear expectations and regular reinforcement of brand standards are also crucial (Radley 2023).
These standards can be set by the hotel itself, industry associations, or rating agencies such as Forbes Travel Guide or the Michelin Guide. Hotel standards can cover various aspects such as room amenities, housekeeping, food and beverage services, and guest interactions. (Forbes Travel Guide 2023, Micheline Guide 2023).
In the case of the Mandarin Oriental Hotel Group, they strive for consistency in their brand standards across all hotels, each hotel follows a set of core standards. Including the brand's service philosophy and the design of guest rooms and public spaces. However, the company also allows for individuality and customisation at each property to reflect the local culture and surroundings. The company want to ensure they guest become they fans, and they mission is to delight and inspire them (Mandarin Oriental Hotel Group 2023). 
Hilton (2023) Has a global sustainability program called "Travel with Purpose" that all hotels are expected to participate in, with goals to reduce their environmental impact and promote social responsibility, this also help the hotel Reputation Management.
Every hotel has a different approach to make themselves memorable, for instance Whitbread for the Premier Inn (2023) Has signature Hypnos beds which are found in all their rooms, they are designed to provide maximum comfort and support to guests for a good night's sleep. 
Peninsula Hotel (2023) Has a distinct identity among the world's top hotels, with luxury properties in ten major cities worldwide, including Hong Kong, Shanghai, Tokyo, Paris, and New York, The hotels are famous for their luxurious comfort and impeccable service, with a goal of delighting customers and serving generations of loyal guests. Each Peninsula Hotel is designed to incorporate the local culture, style, and history of the location, with references to local architecture, artwork, and ambiance to create an immersive guest experience. A stay in any Peninsula Hotel is intended to be a significant part of the guest's overall visit to the country.
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The management of reputation holds great significance within the hospitality industry as it has the potential to shape the perception of a business and influence consumer behaviour (Wood 2015).
Johnston, Clark, and Shulver (2012) suggest that businesses should actively monitor and manage their online reputation, respond promptly and appropriately to negative feedback, and take proactive measures to build a positive image. 
Hotels are managing they reputation similarly, but they may fail in consistency, some of the big brands are doing the following.
SafetyCulture (2023) Accor utilizes Safety Culture platform to oversee its performance, ensuring quality and consistency across its vast network.
Moxy Hotels, a brand owned by Marriott International, places a strong emphasis on managing guest reviews and feedback. They recognize the importance of online reviews in shaping customer’s perceptions and booking decisions. The Hotels actively encourage guests to leave feedback on their stay through various channels, including post-stay surveys, online review platforms such as TripAdvisor, Booking.com, and social media. They also regularly monitor and respond to guest reviews and comments, both positive and negative. In responding to negative reviews, Moxy Hotels strives to address specific guest concerns and resolve any issues. They also take a proactive approach to improving the guest experience by using feedback to identify areas for improvement and implementing changes where necessary (Marriott international 2023, Trip advisor 2023, Bookings.com 2023).
In comparison to the above discussed Six Senses (n.d) Guest feedback is tracked and analysed in real-time through their property software system. This system allows the brand to respond to guest feedback quickly and efficiently, addressing any issues or concerns that arise during a guest's stay. The Brand also conducts regular reviews of guest feedback to identify trends and areas for improvement. This information is used to inform training and development programs for staff, as well as to make changes to hotel operations and services.
Six Senses also actively encourages guests to provide feedback through a variety of channels, including email surveys, comment cards, and online review platforms. The brand recognises the importance of online reviews and works to respond to and manage reviews on popular travel review websites such as TripAdvisor (2023) and Booking.com (2023). 
Another big player in the industry The Ritz-Carlton (2023) Service culture is a commitment to continuous improvement. The hotel regularly solicits feedback from guests and uses this feedback to identify areas for improvement and make changes to enhance the guest experience. Staff members are also empowered to take ownership of guest concerns and make decisions that will improve the guest experience, rather than simply following rigid rules or procedures.
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The development and maintenance of a positive service culture are essential in the hospitality industry. This helps businesses to differentiate themselves, foster customer loyalty, and improve profitability. Adhering to hotel standards, ensures consistent quality service and helps build a loyal customer base by exceeding guest expectations and maintaining the physical condition of the hotel. Reputation management is another crucial aspect that businesses should prioritise to stay competitive. By actively monitoring and responding to customer feedback, proactively building a positive reputation, and maintaining effective customer communication, businesses can enhance their reputation, attract and retain customers, and improve financial performance.
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Establishing a Sustainability Plan by developing a plan that outlines hotel's environmental impact and how to reduce it. This could include initiatives such as using renewable energy, reducing water usage, and sourcing local and organic products for the hotel restaurant.
Highlighting the steps are taking, to reduce the footprint and environmental impact to make it appeal to customers who are looking for eco-friendly accommodations.
Offer Discounts to Students as many young guests are on a budget, so offering student discounts can be a good way to attract this demographic, Considering offering discounts on room rates, as well as on food and beverage purchases.
Partnering with local environmental organisations or student groups can be a great way to promote sustainability efforts and connect with young customers. Considering sponsoring events or offering discounts to members of these organizations.
Considering to providing sustainable amenities in hotel rooms, such as refillable water bottles and eco-friendly toiletries. This not only reduces waste, but it also shows guests that the company is committed to sustainability.
Finally, make sure to educate the guests about the hotel sustainability efforts and how they can contribute. This could include providing information in the guest rooms or hosting educational events and tours. By involving guests into the hotel sustainability initiatives, This plan can help to create a more sustainable travel industry overall.
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