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Executive summary
In this essay, the hospitality industry would be dissected and explained based on specific factors. These factors are hotel standards, reputation management, and service culture. When it comes to hotel standards the purpose of it and if it changes based on the type of hotel would be explained. In terms of reputation management, effective review management, their importance and the effect of negative reviews on a hotel would be evaluated. The meaning of service culture, how it's different from cooperate culture, and why it’s important would be listed. Lastly, recommendations would be made to market trends and the obstacles facing these businesses would be listed. 

















Introduction
The hospitality industry is an important subsection of the service industry. The industry has been booming more since covid-19 seeing that for a few years many human beings could not go anywhere. This industry creates employment but also allows countries to be able to have growth in their tourism and travel. (Insights, n.d) For the hospitality industry to flourish many factors need to be put in place. Factors such as hotel standards, reputation management, and service culture are important when considering the success of the hospitality industry individually and collectively. In this essay hotel standards, reputation management, and service culture will be evaluated and explained. 

















Main Findings
Hotel standards:
Standards are when there are specifications, requirements, characteristics, and guidelines that are followed and used to allow goods and services to be at a level that everyone involved whether nationally, regionally, or internationally would be able to understand. (Amherst, 2022) Hotel standards according to (Insider, n.d) when hotels operation and physical standards are managed in a way that is customary to the standards for the specific type of hotel. When their operations are compared to other hotels it should be the same operations with consistency. The purpose of hotel standards is to ensure that the customers are attracted to the hotel which in turn becomes loyalty. Standards provide professionalism which works into the branding of a hotel. These standards should be the same for any hotel that is within the hotel chain. For example, let’s assume that in a hotel when a guest comes to check in, they are given a drink of their choice. This happens in all the hotels within the hotel chain. Another example is where customers can go to the same hotel no matter the location and get the same experience either service such as potential customer questions, even reviews management or scenery wise such as hotel rooms. (Post, 2021) Hotel standards change based on the type of hotel. Thus, they are all not the same. These factors vary based on the image and the values the hotel is trying to achieve. (Lacalle, 2022) For example, the standards in a chain hotel such as customer service, hygiene, and scenery are different when it comes to bed and breakfasts where customers stay in usually the homes of, a more intimate setting, they don’t have customer service and they usually only get breakfast. (Campbell, 2021) Another example is motels and resorts. Motels are usually the types of hotels that are usually located on the sides of highways and are marketed for persons who are traveling long distances. Motels don’t have any customer service or any nice scenery. Whereas resorts are hotels that have customer services, and various activities and are usually located in very beautiful and relaxing locations. (Catalonia, 2020) (Amenitiz, 2022)
Reputation Management:
Reputation management is the act of monitoring and influencing the image of a hotel. Hotels can manage their reputation effectively by firstly creating an experience for the customer which would allow them to have a positive experience where the only things they can say are positive comments. This entails great customer service, delicious food, clean rooms, and lovely surrounding areas. Secondly keeping up to date with any news about the hotel. Currently, the internet and online activities have spread and are now more common than ever. Thus, the hotel’s company website and social media pages such as Facebook or Twitter should always be monitored. Thirdly responding to both positive and negative reviews goes a long way. Effective guest review management is important when it comes to ensuring customer loyalty and positive, free recommendations type marketing. In terms of negative reviews, it is important to respond to the review with understanding and the response should have a sense of professionalism. This would show the review writer and other readers that the hotel chain can take criticism and are willing to hear their issues are open to change. In terms of positive reviews, it's important to show a customer that their review was valuable and appreciated. Thus, it would make them feel valued which in turn can help with loyalty and recommendations. These types of reviews are also important when it comes to Google. Hotels that have high numbers of reviews are usually those first seen in Google searches. Negative reviews can affect a hotel's popularity. A negative review can cause a hotel to lose its reputation which in turn they lose customers which makes the hotel lose money. The willingness to pay is higher when customers know the hotel has a positive image. This can also encourage negative recommendations were unhappy customers can bad mouth the hotel. For example, studies conducted shown that one negative comment can make a hotel lose thirty potential customers. (Alliance, 2023)
Service culture:
Service culture is the hotel’s culture that is primarily focused on customer service. This is mainly the various processes involved in putting a customer first. These processes are in the form of hiring and training the right staff and communicating with customers to see their recommendations. Excellent service culture can ensure a hotel retains and acquire new customers. (Louveau, n.d) However, service culture is different from cooperate culture. Cooperate culture is when the primary focus of the organization is the organization itself and its employees. It’s the bridge between employees and customers. (Charan, 2019) Cooperate culture is important because once there is a good cooperate culture there can be a good service culture. Cooperate culture can be facilitated by respecting employees, treating them with kindness, providing incentives such as increased wages, providing a workspace where they feel comfortable, and an environment where they can work together as a team. (Staff, 2022) When it comes to human beings their performance is reduced when they feel laziness and boredom. A study conducted based on the motivation of employees in a hotel showed that the performance of employees increased based on the type of motivation they were given (Wiyana, T ; Putranto, T.S ; Zulkarnain, A, 2020) Thus hotel employees would provide the best goods and services to customers that would encourage a positive reputation and great business.


















Conclusion
In conclusion, for a hotel to be successful hotel standards, reputation management, and service culture are important factors when it comes to the productivity of a hotel. Collectively they are at the forefront of success. Hotel standards ensure the hotel is within specifications which would provide customers with familiarity and comfort. Reputation management allows the customers and the hotel staff themselves to both connect with their views and opinions. Service culture allows the staff in the hotel to be able to effectively and successfully serve the customer to the best of their ability so that the hotel can retain and gain customers. 

















Recommendations
Market trends are never constant, they always change. Since the covid-19 many things had changed and thus it changed market trends. The first recommendation would be that the hospitality industry should always put measures in place when it comes to hygiene and safety. Thus, hand sanitizers at various doors in the establishment, ensuring all employees are vaccinated, wearing masks and daily cleaning of facilities should be practiced. Secondly, payment methods such as contactless payments should be introduced. This would reduce the customer's reason to always have a wallet. This would reduce cash payment which is also related to hygiene and safety. Lastly in recent years, we have seen the world turn to a healthier diet and way of living. Thus, within the hotel, different dietary needs should be integrated such as dairy-free, vegan, and vegetarian options. (Revfine, n.d)There are certain obstacles that other businesses are facing such as the increased costs of goods and services because of inflation. The kind of resources that are needed to ensure a business is hygienic and safe are sometimes unreachable for some. Maintaining the ability to keep track of online pages on websites a social media sites can be harder for some businesses especially when it comes to customer reviews and questions. Lastly, the changes that have occurred with technology such as contactless payments and the management of social media sites can again make it difficult for business owners to manage. (Mistry, 2022)
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