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Executive Summary 
Present study has shed light on the purpose of setting brand consistency standards. The main theme behind the difference in standards of various organisations has been described. The procedures which hotels followed to manage their reputation effectively have been comprehensively discussed in this study. The importance of effective guest management has been explained in this study.  Service culture and recommendations have been elaborated in the report to show the importance of it in the context of satisfying customers right before hand.
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[bookmark: _pn7zo0mbczzh][bookmark: _Toc136860857]1. Introduction 
Hotel standards refer to both the physical and operational standards of an organisation. Quality, personal property utility of fixtures offered by the companies in the hospitality industry improve its physical standards. Moreover, staffing, advertising and a wide range of amenities facilitate in escalating the operational standards of the organisation. The hospitality industry not only concentrates on improving its operational and physical standards, but it also pays attention to developing its service culture and improving the procedures of reputation management. In this report, the main purposes of brand consistency standards will be explained. In most cases, how a hotel can be able to manage its reputation effectively will be comprehensively discussed in this study. 
[bookmark: _s8gvh8lm8lv6][bookmark: _Toc136860858]2. Main Findings 
[bookmark: _jmuoi1ci109g][bookmark: _Toc136860859]2.1 Hotel standards: 
[bookmark: _3qb6rqp6xjvt][bookmark: _Toc136860860]2.1.1 “What is the purpose of brand consistency standards?”
As per the view of Razak et al. (2020), brand management is considered the process which helps a business in increasing its profitability as well as improve the level of customer loyalty. In most cases, various companies in the hotel or hospitality industry implement several brand consistency standards into their business policies that help in escalating their brand recognition. As much as a business is able to develop its brand recognition, it will be able to able to stimulate the revenue from operational effectively. For example, the brand consistency standards of Mitchells & Butlers, a UK-based hospitality company are to foster guest loyalty through the help of providing a memorable experience in terms of quality of services (Mitchells & Butlers, 2022). Moreover, the vision of Mitchells & Butlers is to improvise its brand equity with the help of trading with popular and recognisable offers (Mitchells & Butlers, 2022). Based on the example of a company from the hospitality industry, it is clear that the main purpose of setting brand consistency standards is to develop brand trust, reputation and credibility among consumers. 
[bookmark: _vbmox1xk3kh6][bookmark: _Toc136860861]2.1.2 “Do all hotels have the same standards?”
The brand consistency standards of various hotels are different based on the vision, mission and value of different organisations. For example, the standards of Raleigh International, a London-based hotel company is to recruit experienced staff and develop its volunteer management team who could support the culture and safety procedures of the organisation (Raleigh International, 2023). Based on the standards of Raleigh International, it has been observed that the main objective of setting its standards is to improve its risk assessment procedures and make plans for emergencies (Raleigh International, 2023). In contrast, City Relay concentrated on updating the design of its property which helps in attracting a wide range of tenants to take its services (City Relay, 2021). Thus, it seems that the standards of the City Relay are to pay attention to the furniture and appliances of the hotels to attract a wide range in taking its hospitality services. However, the standards of Imperial London Hotel Limited are associated with improving payment procedures, developing its websites for better online access and developing its hospitality services (Imperial London Hotel Limited, 2023). Thus, it seems that the standards of different hotels are various based on their mission, vision and strategic goals. 
[bookmark: _uop1up1mluqz][bookmark: _Toc136860862]2.2 Reputation Management: 
[bookmark: _mluc1xkszucn][bookmark: _Toc136860863]2.2.1 “How can hotels manage their reputation effectively?”
As stated by Reyes-Menendez et al. (2019), by building a reputation management programme an organisation can be able to effectively manage its reputation. In most cases, companies from the hospitality industry concentrate on monitoring online reputation which helps its business in identifying the ways through which it can be able to manage its reputation. For example, one of the UK-based hospitality companies, Marriott International, currently provides several offers like summer savings packages, resort retreats and others that help the organisation to attract a wide range of consumers (Marriott International, 2021). The intention of Marriott International is to provide budget-saving offers to the visitors that would help in managing its reputation as well as inflating the revenue of the organisation. However, organisations from the hospitality industry are associated with the following online brand reputation that helps in identifying the ways through which a hotel can be able to manage its reputation effectively. 
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Figure 1: Approaches of Marriott International to manage its reputation
(Source: Marriott International, 2021)
[bookmark: _avqgeqfoo2w5][bookmark: _Toc136860864]2.2.2 “What is the importance of effective guest reviews management?” 
As per the views of Lee et al. (2020), guest review management is associated with increasing traffic and bookings rate within the hotel industry. In most cases, it helps in making the guest more effective and confident in the purchase decisions. One of the importance of the “guest reviews management” is to help in guiding the visitors in the right way so that they can be able to book the services more conveniently. Moreover, the perspective of the guest reviews management system is to understand the demand of the visitors and identify the areas in which the visitors are facing problems in the hotels. In most cases, it helps to improvise the quality of services of the companies in the hospitality industry.
[bookmark: _zbl0runehov5]2.2.3 “What is the impact of negative reviews?” 
Today’s travellers are good at research and before start travelling, they research about the hotel, atmosphere, customer service, food, employee behaviour and so on. For example, Norfolk Hotel has been proven as the worst hotel in Britain (Tripadvisor, 2023). When on the Tripadvisor UK site, customers will read these reviews and they will not select the hotel for staying. Negative reviews have a serious negative impact on the company’s profitability, reputation and losses. 
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Figure 2: Negative Reviews of Norfolk Hotel
(Source: Tripadvisor, 2023)
2.3 Service culture: 
2.3.1 “What is service culture?”
The basic explanation for the hospitality industry’s service culture is a certain environment where workers are obsessed with giving superior consumer service to clients or visitors. Andriani et al. (2022) have stated that human capital may mediate the more substantial influence between service culture and maximised organisation performance in the hotel sector. An organisation with a strong service culture always concentrates on its mission and also processes on serving the consumer first and foremost. There are several hospitality organisations in the UK that are famous for their service culture’s uniqueness. When companies are not able to maintain their service culture properly, they experience losses and business failures. For instance, The Grand Hotel Scarborough still in the UK follows the old service culture and they are not good at applying innovation. As a result, they have been proven the worst hotel chain in the UK for consecutively 10 years [Refer to Appendix 1]. 
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Figure 3: The Grand Scarborough
(Source: Lancefield, 2022)
“Le Manoir aux Quat’Saisons” which is the Belmond Hotel, located in Oxfordshire is famous for its amazing high-quality service culture [Refer to Appendix 2]. This majestic hotel firm has examined the roots of the taste and is quite aware, demanding also selective to offer consumers the authentic taste of British Culture (Belmond, 2021). In order to give the proper taste of gardens and gastronomy to visitors, they have maintained their strong culture to make the surrounding stunning and alive. 
[image: ]
Figure 4: Presenting British Culture by The Belmond Hotel - Garden Gastronomy
(Source: Belmond, 2021)
2.3.2 “How does this differ from corporate culture?”
Corporate culture refers to the way through which a company’s members “think, act, and also understand the circumstances” across the workplace and other people follow it. On the other hand, service culture refers to a certain distinct organisational culture where employees think in a collective way and they may act as per the situation demands just to provide outstanding service to satisfy the customer. Service culture focused on building values for mainly both of their customers and also employees. On the other hand, corporate culture focuses on the corporate health of the company and indirectly creates value for employees and customers. 
2.3.3 “Why is this important in the hotel industry?”
The value of tourism in the UK has been increasing day by day and the industry generates around £100.8 billion per year (VisitBritain, 2023). It is very important for every UK hospitality company to improve their service and advance their offerings for satisfying customers so that travellers can return and through word-of-mouth marketing, they may spread the news of their hotel also. 
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Figure 5: Tourism in England
(Source: VisitBritain, 2023)
From the below figure, it can be viewed that, in the study period between 2019 to 2028, it has been found that Travelodge, Intercontinental Hotel Group (IHG), Whitbread, Marriott, Accor will remain one of the stronger key players. 
[image: ]
Figure 6: Key players of the UK’s hospitality industry
(Source: Mordorintelligence, 2023)
3. Conclusion 
There are a few hotel standards that are included in the report and the purpose of brand consistency standards is included in the report. Reputation management is defined in detail and the importance of managing guest reviews is done properly. With that, the impact of negative reviews on the company has been elaborated with evidence. Overall, the findings of the report show that in order to get a competitive advantage in the UK’s hospitality industry and also to draw the attention of consumers, it is highly required to maintain hospitality trends and improve service offerings. 
4. Recommendations: 
4.1 “What recommendations do you have for hotels regarding market trends?” 
Recommendation 1- More Tree-plantation in hotel yards: Maintaining sustainability and ensuring health-wellbeing is one of the key market trends, that the company can apply. Therefore, when they will plant trees, they can promote environmental sustainability in a more active way. 
Recommendation 2- Start Digitising Guest Experience: Today’s customers are quite accustomed to their smartphones and laptops. Therefore, the company can maintain actual convenience by offering proper tools. 
4.2 “What are the obstacles facing certain businesses?”
There are two real-life obstacles will be highlighted below in this section. Covid 19 pandemic has had a serious impact on the UK’s economy. 
1. The sudden appearance of the COVID-19 pandemic 
Covid-19 had a devasting impact on the UK’s inbound tourism industry. In 2020 the country has received 11.1 million inbound travellers and they have spent around £6.2 billion, which is a decline of 73% in overall visits and also 78% in spending mainly in 2019, which also is representing a major loss to the nation’s economy, estimated as £22.2 billion (Parliament, 2022). 
2. Russia-Ukraine War
Russia's overall military offensive before a few years in Ukraine has represented a potential downside challenge for global tourism. This has quite exacerbated high-oil prices and also transportation expenses, maximised uncertainty and also that is caused a certain disruption of tourism in Eastern Europe (Unwto, 2020).
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Appendices 
Appendix 1: The Grand Scarborough Hotel’s News Evidence as entitled “the worst UK Hotel chain”
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(Source: Lancefield, 2022)
Appendix 2: Service Culture of Belmond
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(Source: Belmond, 2023)
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