
HOTEL STANDARDS, REPUTATION MANAGEMENT AND SERVICE CULTURE


Executive Summary 

An examination of how service norms, hotel quality, and internet reputation management are interconnected is presented here. It is stressed how important it is to keep up the high-quality standards in order to keep the guests happy and the hotel's reputation intact. The need of employing brand monitoring tools and responding rapidly to evaluations is also emphasised. The importance of consumer feedback is emphasised, along with the possible fallout from unfavourable evaluations. Furthermore, the significance of a service culture in the hospitality sector is emphasised in terms of its value in providing superior customer service and setting businesses apart from competitors.

After highlighting the value of service culture, brand management, and reputation in the hospitality industry, the study concludes by emphasising the importance of hotel standards. Accommodation of guests from a wide range of cultural backgrounds requires hotels to use reputation management systems, put an emphasis on brand consistency, and provide appropriate training to employees. Listening to and acting on customer feedback, encouraging a "service first" attitude, and providing extensive training are all proven methods for increasing satisfied customers' loyalty. Hotels may increase their bottom line, increase the likelihood that guests will return, and maintain their competitive edge by placing a premium on customer satisfaction.
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[bookmark: _Toc137342267]Introduction 

[bookmark: _Toc137342268]The following report will analyse three very important aspects such as service culture, hotel standards and reputation management. Also, the report will go into detail on the hotel standards, where it will be analysed which are the brand consistency standards and whether all hotels have the same standards or not. Reputation management will also be analysed, where it will be analysed how hotels can manage their reputation in an efficient way, the importance of the effective management of guest reviews, as well as the impact of negative reviews on the brand. Next, the service culture will be analysed where this service culture will be analysed, how this differs from the corporate culture and why this is important in the hotel industry.

Main Findings 

[bookmark: _Toc137342269]Hotel standards 
[bookmark: _Toc137342270]What is the purpose of brand consistency standards? 
Brand consistency refers to the practice of delivering messages that are aligned with the brand's core values, also presenting the brand's logo in the same similar way and also repeating the same visual colours of the brand. These elements become rooted very quickly and it is most likely that they will recognize the hotel's brand. Also, according to Burgee (2018), the attestation that the consistency of the brand as well as the brand is highly recognized on the marketing channels as well as the contact points (Burgee, 2018). Brand consistency is the continuous delivery of a hotel's brand story. Branding does not only represent the logo or the message of the brand or its products, but it represents much more, such as the values that the hotel embraces and the culture to which it adheres. In stimulating customer loyalty as well as maintaining consistency in areas such as customer experience, values and brand identity components (Schonrock, 2022).


Do all hotels have the same standards? 
The standards for hotels are constantly changing, depending on the class and the type of hotel. According to Localle E., (2022) these standards are different, and this is influenced by what the hotel brand is trying to achieve as well as the proposal of the hotel's unique values (Lacalle, 2022). The brand's standards ensure a constant customer experience and people know what to expect when they visit, thus leading to trust and loyalty to the brand. Maintaining high standards in all operations is extremely important for brands to maintain a solid customer base (Radley, M., 2023). Brand consistency creates a lot of trust, increases brand awareness, but also builds brand authority. Once the target audience begins to gain trust and feel more comfortable with the brand, the relationship can be used to build authority by demonstrating industry knowledge (Natsumi, 2022).

‌

‌

[bookmark: _Toc137342271]Reputation Management

[bookmark: _Toc137342272]How can hotels manage their reputation effectively? 
There are a very essential series of strategies that hotels can follow, such as following reviews but also responding to reviews in a timely and appropriate manner or even creating campaigns to stimulate reviews and using reputation management solutions as well as tools that help in brand monitoring.
A recent study by TripAdvisor (2019) found that given the option between two identical properties, 79% of users will choose the brand with the best reviews. The same study showed that 81% of travellers always read reviews before booking an accommodation. These statistics show that the hotel's reputation is highly influenced by brand reviews (TripAdvisor, 2019).

[bookmark: _Toc137342273]What is the importance of effective guest reviews management? 
The value of reading reviews left by previous guests has increased at all stages of the rental procedure. Many guests check online for testimonials before booking a reservation. According to Booking.com, after seeing photos of the property, the second most important factor in choosing a vacation rental is reading reviews left by previous guests. It's hardly unexpected given that a collection of reviews might shed more light on a business and its management (Beverly Werlung Nasta, 2021). Guest reviews have a very good impact, helping to increase bookings and traffic, as well as making guests feel much more confident in their decisions to stay loyal to the brand (Jeffery, K., 2019).


[bookmark: _Toc137342274]What is the impact of negative reviews? 
Negative customer evaluations can seriously affect the reputation of the brand, thus weakening the reliability of the business. Many online buyers are very reluctant to book a hotel without reviews or with too many negative reviews, thus reducing the company's income (Tas, 2022).
Negative reviews have a very serious impact on business and every time there is a negative review there is a huge potential for the hotel brand to lose customers. This is not the only negative point that negative reviews have on the brand, but also the decrease of trust in the brand. Many people add labels to some brands and once a brand has obtained a bad label, this remains imprinted in the minds of customers for a long time (Reputation X, 2019). The hotel takes all comments, concerns, and recommendations seriously. Conversations, polls, star ratings, and social media are all potential channels for this type of input from the general public. In order to better serve its visitors, hotels should consider their feedback (The hotel school, 2023).

[bookmark: _Toc137342275]Service culture
[bookmark: _Toc137342276]What is service culture? 
Company culture is the culture of companies that is focused on customer service and the company with an excellent service culture focuses its mission and processes on serving the customer first. This goal is to provide one of the best experiences as well as the greatest value to the customers and the data workers must focus on this goal. An effective service culture motivates team members to put the customer first. Service culture is very important to customers because it is a factor that leads to excellent service. When customers experience excellent customer service, it is very likely that the brand and the business will succeed, this helps the business gain more repeat customers (Ehl, 2023). A strong customer service culture is when customer service teams are respected and valued. The impact it has on customers is an essential part of business decisions (Scout, 2022).


[bookmark: _Toc137342277]How does this differ from corporate culture? 
To understand the difference between service culture and corporate culture it is very important to understand what corporate culture is. Corporate culture is also known as company culture, and this refers to a set of behaviours and beliefs that guide the way a company's management and employees interact and manage external business transactions. Corporate culture can also have a huge impact on the company's wealth as well as on its employees (Seismic, 2022). Any brand or organization has a culture, whether it is corporate or service, but the only difference is that in corporate culture, all policies and procedures are directed towards the brand's mission and vision. On the other hand, the service culture is very much based on the company service culture following certain important norms such as the premium service for customers (Anjali J, 2022).


[bookmark: _Toc137342278]Why is this important in the hotel industry? 
According to Tarver, E. (2023), corporate culture that is carefully analysed or even innovative can raise companies above their competitors, also supporting long-term success. A well-implemented corporate culture ensures a very positive workplace environment, the creation of a motivated but also involved workforce, as well as the attraction of high-value employees. Another important factor that the corporate culture brings to the brands is that of leadership and improving the quality of productivity and performance as well as the longevity of the companies (Tarver, E., 2023). Enhanced customer loyalty may result from the link between service and an organization's culture. A good and powerful service model does boost our experience and motivate our staff. Imagine how much more productive everyone would be if they weren't constantly being reprimanded by their irate superiors (Berling, L., 2019). An organization with a good service culture encourages employees to focus more on the needs of its customers rather than on internal issues. When the brand offers options but also offers assistance and the members of the sales and service staff always put the wishes and requirements of the customer first. In order to be able to guarantee that customers have good and positive experiences with the products, other staff members work hard for this and this makes it necessary to take a lot of time and requires a lot of consistency to cultivate service cultures.

1. [bookmark: _Toc137342279]‌Conclusion 
In conclusion, hotel standards, and brand management were found to be the most important factors in the hospitality business. Consistent brand messaging is underlined for its importance in communicating brand values and gaining customer devotion. Evidence was presented linking a hotel chain's quality standards to changes in both consumer expectations and loyalty. Due of their significance to the brand's reputation, examples of efficient reputation management tactics were provided, such as responding rapidly to reviews. Poor ratings have been proved to have a financial impact by discouraging customers from making purchases and driving away potential clients. Finally, the importance of a hotel's service culture in fostering client loyalty and setting it apart from the corporate culture was emphasised.

[bookmark: _Toc137342280]Recommendations 
Hotels should prioritise maintaining their brand's integrity. Changing norms need to be moulded to reflect the diverse cultural norms and economic priorities of each nation. Using reputation management tools, reacting fast to reviews, and encouraging favourable ratings are all crucial components of controlling one's online reputation. To improve customer service, try responding to guest feedback, solving problems, and implementing ideas. Finding a way to mitigate the effects of negative feedback is crucial for maintaining and growing one's customer base. Hotels should foster a service mentality and train all employees thoroughly to better satisfy the demands of their guests. It's crucial for productivity in the workplace to have a service culture that meshes well with the established one. The hospitality business may gain a competitive edge by embracing the service culture. To achieve success, hotels must have a flexible and creative mindset, work closely with subject-matter experts, and monitor market trends. These suggestions may help hotels improve their ability to respond to guests' evolving needs, overcome hurdles, and increase revenue.
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