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Executive summary
The foundation of the hospitality industry is a vital service culture, and Hotel Indigo celebrate local authenticity and delivers personalised experiences through its commitment. Brand consistency is also significant for brand recognition and customer trust. This is ensured by the hotel through implementing common service standards, visual identities, and design elements across all the properties. Repetition management is also essential for protecting the brand image, and brand consistency and service culture are highly relevant for maintaining a positive reputation. This is done through insurance-consistent delivery of exceptional guest experiences.
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Effective monitoring of the overall guest service approaches is considered critical within the hospitality industry. This is mainly because it ensures a high level of customer loyalty, satisfaction, and long-term success (Walker, 2021). Appropriate monitoring of guest service approaches encompasses a variety of activities, including collecting feedback through reviews and surveys and close observation of staff interactions with customers. Therefore, it is not just about maintenance of a high standard, but it is also about safeguarding the profitability and image of the brand name. The further report will majorly discuss the different aspects related to adequate monitoring of guest service approaches in Hotel Indigo.
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[bookmark: _Toc147145507][bookmark: _Toc150164576]Reputation management
Reputation management is considered relevant within the hospitality industry as it identifies that the success of hospitality businesses is interrelated to the guest perception and public image regarding the specific company (Ford, 2020). Effective and proactive reputation management is relevant for maintaining and enhancing the market standing of a brand. Similarly, it is a critical aspect of achieving success at Hotel Indigo. There are various ways through which it is applicable to Hotel Indigo properties. One of which is guest experience, as Hotel Indigo majorly focuses on providing a memorable and unique guest experience to its customers. Through reputation management, efficient training is offered to the staff to deliver exceptional services which align with the philosophy of the brand (IHG, 2023).
The next aspect is consistency with brand identity, as each property under Hotel Indigo is designed in a way that reflects the history and culture of its local neighborhood, and repetition management for this hotel includes ensuring that the unique identity of the hotel is appropriately and consistently delivered and communicated to the customers (Solomon, 2018). It also includes maintaining the atmosphere, guest experiences and design, which align with the local-centric and boutique concept of the brand. Another significant aspect is responding to the reviews, both negative and positive, which is considered a fundamental component of reputation management. Addressing any negative feedback highlights the commitment of the hotel towards solving any concerns of the customers and enhancing their overall experience (Glassdoor, 2023). At the same time, acknowledging the positive feedback demonstrates comprehensive appreciation and encourages trust and loyalty.
Social media presence also plays a relevant role as it can allow increasing engagement levels with guests and present the unique promotions, features, and events of Hotel Indigo. Maintaining a positive and influential social media presence also contributes to the process of building a dominant reputation, which further attracts more and more guests towards the hotel (Panchapakesan and Jiseon, 2020). Another aspect is crisis management, as reputation management includes appropriate and effective handling of unexpected incidents to minimize any reputational damage and further maintain the trust levels of the guests. Staff training also plays a significant role in ensuring that each team member has a clear understanding of the values of the brand so that they are able to contribute towards a positive brand reputation. It is crucial for employee training to cover both soft skills and technical skills.
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Brand consistency is also a critical concept and has a direct impact on the ability to build guest loyalty, maintain a positive reputation and establish a strong brand identity for a hotel or restaurant (Splendid hospitality, 2023). Within a consistently evolving and highly competitive marketplace, brand consistency can work as a key driver and differentiator for achieving success in the hospitality industry. It also plays a significant role in Hotel Indigo. Primarily, these properties are designed for the purpose of reflecting and celebrating the local character and culture of their situated neighborhood. That is also a focus on consistent brand guidelines for insurance expression of a local theme in a broader context rather than only emphasizing local authenticity (Zhu et al. 2019). Every hotel under the brand Hotel Indigo has its own unique design that is inspired by its locale. However, there are still commonly used design principles in every property that is in alignment with the identity of the brand. This principle mainly ensures that the comprehensive design patterns have the capability of maintaining an upscale and boutique feel while also reflecting the local character and culture.
Hotel Indigo also focuses on maintaining a consistent and appropriate online presence through its social media profiles, digital marketing materials and official website. This helps in the maintenance of a recognizable and coherent position of the hotel in the digital space by showcasing a consistent and efficient brand image and message (Telus international, 2023). It also usually engages with the local communities and focuses on and supports the local initiatives and businesses, which highlights consistency with the commitment of the brand towards celebrating the local culture of the area in which it is situated. The logo and visual identity of Hotel Indigo include several design elements and colour schemes but remain consistent across the different properties, which supports the customers in identifying the brand quickly and easily.
Hotel Indigo also focuses on providing a consistent guest experience which includes quality standards, commitment towards delivering memorable stays and shared amenities (Ali et al. 2021). Also, the employees at the hotel receive adequate training, which aligns with the service and hospitality standards of the brand which further helps ensure that the staff members that are located at different locations are prepared for delivering consistent services to their customers. Also, the brand values of the hotel are guided by authenticity, creativity, and customer satisfaction, which are again consistent throughout the different properties of Hotel Indigo.
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Service culture is also a fundamental concept which focuses on the inclusion of behaviors, attitudes and values of a specific organization and its staff members towards providing their guests with exceptional services (Naumov, 2019). Contribution of a solid service culture requires explicit investment in training and development, dedication to meeting and exceeding the guest expectations and ongoing commitment, which ultimately leads to positive reviews, guest loyalty and satisfaction and retained success in the highly competitive landscape. Service culture within Hotel Indigo is also an integral element of the hotel brand. First, the hotel is highly known for delivering personalised services, and the overall service culture of the hotel encourages its employees to get to know their customers individually to understand their requirements and further their experiences in accordance with the same (Zhu et al. 2020). Next is creativity and innovation. Employees in Hotel Indigo are specifically encouraged to think innovatively to provide unexpected and unique experiences which reflect the boutique identity of the brand and the local culture of the location.
A well-defined feature of Hotel Indigo is its ability to identify, evaluate and further celebrate the local history, dictator, and culture of the neighborhood of its location. The overall service culture within the hotel emphasizes ensuring that the prevailing local authenticity of the specific site is permeated within most of the aspects of the guest experience, including amenities, decor and food and beverages. Hotel Indigo also has a boutique nature, which requires attention to detail (Ezee absolute, 2023). The staff members of the hotel are expected to focus on all components and small touches that can make or break the stay of the guests. These include aspects like carefully curated designs of rooms or even handwritten welcome notes.
The service culture of Hotel Indigo also empowers its employees in making decisions and taking initiatives which focus on the enhancement of the overall guest experience. This allows the employees to respond quickly to any guest concerns or requests in a way which is aligned with the values of the brand name. The hotel also embraces responsible practices and sustainability as a major part of its overall service culture (Glassdoor, 2023). This may specifically include sourcing sustainable and local products, positively contributing to the broad local community and implementing eco-friendly initiatives. Hotel Indigo also actively engages with the customers throughout their stay by seeking feedback and opportunities for improving their overall experiences. This can be done through guest surveys, informal conversations, or even interactive experiences in the hotel premises itself (Babalola et al. 2019).
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The overall report allowed an exploration of several aspects of the hospitality industry with a significant focus on brand consistency, service culture and reputation management. It is concluded through the study that the overall hospitality industry relies on strong brand consistency, efficient reputation management and a robust service culture. Hotel Indigo is an efficient and excellent example of the bees in which a specific brand can maintain efficient levels of consistency by also focusing on celebrating the local culture and authenticity. These principles ultimately contribute to loyalty, guest satisfaction, long-term success, and competitive advantage of the hospitality businesses.
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The significant recommendations regarding effective monitoring of guest service approaches and Hotel Indigo include utilizing guest feedback tools, establishing key performance indicators, monitoring the online reviews, providing regular training and development to the employees, implementing the mystery shopping programs, mapping out the guest journey, focusing on employee feedback and recognition, implementing technology solutions, empowering frontline staff, regularly conducting quality assurance audits, guest satisfaction surveys, benchmarking and competitive analysis (Farid et al. 2023). To these recommendations, the hotel will be able to establish a robust system and can consistently enhance the overall guest experience by maintaining its reputation in the hotel industry. It is essential to focus on these aspects to enhance the customer experience and attract more and more customers towards the hotel.
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