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Executive summary

The report is a brief analyse of two important instruments- Reputation Management and Service Culture in effectively monitoring guest service.

There is shown an understanding of the thirst one, Reputation Management by analysing and comparing the Six Senses Hotel, the Hilton Hotel and the Ibis Hotel, with general descriptions, examples and case studies. 

As well we can understand what is the Service Culture and how it works with examples and case studies from the Ritz-Carlton Hotel, the Raffles Hotel and Holiday Inn Hotel.  
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Introduction

Efficiently monitoring guest service involves various strategies. One important aspect is training employees to provide excellent service and handle guest interactions professionally. Regular feedback and evaluations can identify areas for improvement and ensure consistent service delivery. Implementing technology solutions, such as guest satisfaction surveys and online feedback systems, provides valuable insights into guest experiences and helps identify areas that require attention.
By managing reputation and fostering a strong service culture, businesses can elevate guest service standards, enhance customer satisfaction, and ultimately, contribute to the success of the hospitality industry.























Main Findings

Reputation management and service culture play crucial roles in efficiently monitoring guest service in the hospitality industry.
· Reputation Management:
Reputation management is crucial for hotels to maintain a positive image and build trust with their guests. It involves actively monitoring and managing the online reputation of a hotel. In today's digital age, potential guests heavily rely on online reviews and ratings to make decisions about where to stay. According to a study by Bright Local, 86% of consumers read reviews for local businesses, including hotels, before making a booking decision (Bright Local, 2021).
Positive online reviews and high ratings can attract new guests and increase bookings, while negative reviews can have a detrimental impact on a hotel's reputation. A study conducted by Trust You found that 95% of travellers read reviews before booking a hotel, and 76% consider reviews extremely important when making a decision (Trust You, 2019).
By effectively monitoring online reviews and promptly addressing any negative feedback, hotels can demonstrate their commitment to guest satisfaction and improve their overall reputation. According to a study published in the Journal of Hospitality Marketing & Management, responding to online reviews positively influences consumers' perceptions of a hotel (Kim & Lee, 2018).
Here are few examples of reputation management practices.
   1. Six Senses Hotel:
Six Senses Hotels is a luxury hospitality brand known for its emphasize on sustainability, personalized guest experiences, attention to detail, and wellness-focused services. They place great importance on reputation management to ensure guest satisfaction and loyalty (Six Senses, 2023).
 Six Senses Hotels actively engages with guests through online review platforms and social media channels. They respond to guest reviews, whether positive or negative, in a timely and personalized manner. By addressing concerns and expressing gratitude for positive feedback, the hotel demonstrates its commitment to guest satisfaction and shows potential guests that their opinions are valued (Tripadvisor).
 A case study that showcases Six Senses Hotel's reputation management practices is "Six Senses Resorts & Spas: Building a Sustainable Competitive Advantage through Exceptional Customer Experiences." The study explores how Six Senses Hotels has built a strong reputation by focusing on sustainable practices, wellness experiences, and personalized service. It highlights the hotel's approach to reputation management and its impact on guest satisfaction and loyalty (Strandvik, Holmlund, & Edvardsson, 2012, 498-511).
   2. Hilton Hotel: 
Hilton Hotel is a globally recognized brand with a diverse portfolio of hotels catering to various market segments, including luxury, full-service, and mid-scale offerings, that focus its reputation Management on consistent service quality, guest satisfaction, and loyalty programs (Hilton Hotel, 2023).
Hilton Hotels actively monitors online review platforms and uses sentiment analysis tools to gain insights into guest feedback. This allows them to identify trends, address any issues promptly, and make improvements where necessary. By leveraging technology and data, Hilton Hotels can proactively manage their reputation and ensure guest satisfaction.
A relevant case study on Hilton Hotels' reputation management is Managing Brand Reputation. This study examines how Hilton Hotels manages its brand reputation through various strategies, including social media monitoring, reputation measurement, and proactive communication. It explores the hotel's reputation management practices and their impact on brand perception and guest loyalty (Sigala, 2017, 196-204).
   3. Ibis Hotel:
Ibis Hotel is an international hotel brand known for its affordable and convenient accommodations and its sustainability efforts- the program called "Planet 21" that focuses on environmental and social sustainability. They recognize the importance of reputation management to attract budget-conscious travellers and maintain guest satisfaction.
Ibis Hotel actively encourages guests to provide feedback through post-stay surveys or online review platforms. They use this feedback to continuously improve their services and address any issues that may arise. By actively seeking guest opinions and taking action based on their feedback, Ibis Hotel demonstrates their commitment to guest satisfaction and quality improvement.
A case study that discusses reputation management in the context of Ibis Hotel is "Online Reputation Management: The Case of Ibis Hotel in Hong Kong." The study examines how Ibis Hotel in Hong Kong manages its online reputation, monitors guest reviews and feedback, and responds to guest concerns. It provides insights into the hotel's reputation management strategies and their impact on guest satisfaction and online reputation(Trustpilot).
In conclusion all three hotel brands are paying maximum attention in monitoring and responding to online reviews across platforms such as TripAdvisor, Trustpilot, Google Reviews, and social media. Prompt and personalized responses to reviews, both positive and negative, are essential for their reputation management.

· Service Culture:
Service culture refers to the shared values, beliefs, and behaviours within an organization that prioritize outstanding customer service. A strong service culture is essential in ensuring that every guest interaction is positive and memorable. It involves training and empowering employees to consistently deliver exceptional service.
Research consistently highlights the link between service culture and guest satisfaction. A study published in the International Journal of Hospitality Management found a positive relationship between service culture and guest loyalty in hotels (Jeong, 2019). Another study published in the Journal of Services Marketing revealed that a strong service culture positively influences customers' perceptions of service quality (Liu, 2016).
Monitoring and evaluating service culture within a hotel allows management to identify areas for improvement and provide targeted training to employees. By fostering a service culture that values guest satisfaction, hotels can differentiate themselves from competitors and build long-term guest loyalty.
By analysing and comparing the service culture between Ritz-Carlton Hotel, Raffles Hotel, and Holiday Inn Hotel we can see their unique approach.
   1. Ritz-Carlton Hotel:
The Ritz-Carlton Hotel is renowned for its impeccable service and attention to detail. They have a service culture based on their motto, "We are Ladies and Gentlemen serving Ladies and Gentlemen", as described by Christine Schaefer, (2015). : Ritz-Carlton invests heavily in training its employees. They have a comprehensive onboarding process, ongoing training programs, and daily line-ups to reinforce service standards, share best practices, resolve issues and make decisions that create memorable moments. 
One notable example of the Ritz-Carlton's service culture is the "Wow Stories" initiative. This program encourages employees to go above and beyond to create extraordinary experiences for guests. An employee at the Ritz-Carlton, Amelia Island, noticed that a guest's child had left behind a cherished stuffed animal. The team located the toy and arranged for it to be sent back to the family with a photo album documenting the toy's extended stay at the hotel – related by Chris Hurn, (2012). This act of kindness exceeded the guest's expectations and showcased the Ritz-Carlton's commitment to exceptional service.
One case study highlighting the Ritz-Carlton's service culture is "The Ritz-Carlton: Using Information Systems to Better Serve the Customer." This study explores how the hotel uses technology and information systems to enhance guest experiences, streamline operations, and maintain their high service standards (Bitner, Ostrom, & Morgan, 2008, 202-215). It provides insights into the hotel's service culture and its impact on customer satisfaction (The Ritz-Carlton, 2023).
   2. Raffles Hotel:
Raffles Hotel is an iconic luxury hotel brand known for its timeless elegance and personalized service. The hotel's service culture embodies the spirit of gracious hospitality, combining heritage and modernity (The Raffles Hotel,2023). They often incorporates local culture and traditions into guest experiences, offering cultural performances, culinary experiences, and insights into the destination's history and heritage.
Raffles Hotel is famous for its "Butler Service," where each guest is assigned a dedicated butler to cater to their needs throughout their stay. The butlers offer personalized attention, from unpacking and packing guests' luggage to arranging special experiences and ensuring every aspect of their stay is taken care of. This level of personalized service reflects the hotel's commitment to creating exceptional experiences for its guests.
A notable case study on Raffles Hotel is "Raffles Hotel: The Rebirth of a Legend." This study explores the hotel's journey of restoration and how it maintained its service culture while undergoing extensive renovations. It delves into the challenges faced by the hotel and how it managed to preserve its heritage and service excellence throughout the process (Chan & Neo, 2019).
   3. Holiday Inn Hotel:
Holiday Inn Hotel is a global hotel brand known for its friendly and approachable service. The hotel's service culture focuses on creating a comfortable and enjoyable experience for both leisure and business travellers.
Holiday Inn Hotel places a strong emphasis on family-friendly services. They offer amenities such as Kids Stay and Eat Free programs, children's activity areas, and special packages tailored for families. These initiatives aim to make families feel welcome and ensure their stay is convenient and enjoyable (Holiday Inn, 2023).

Conclusion
· In conclusion, effectively monitoring the guest service approach through reputation management and service culture is critical for hotels. By actively managing their online reputation and cultivating a strong service culture, hotels can attract more guests, enhance their brand image, and foster guest loyalty.



















Recomandations
I would like to offer some practical recommendations regarding reputation management and service culture that can enhance the long-term success of the hospitality industry:
1. Empower your employees.
2. Monitor online presence and reviews.
3. Proactively engage with customers.
4. Regularly assess and improve.
5. Lead by example.
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