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Executive summary 

The purpose of this report is to analyse how service culture of the hotels and how they impact the business, and it is presented the Ritz-Carlton Hotel case. The reputation management and how the reviews impact the business’s success and the description of brand consistency and the hotel standards. 
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Introduction
In this report I will expose the hotel standards nowadays, how you manage the reputation of a hotel and service culture.
Main findings
First, let’s look at what service culture is.  Service culture defines the obsession of employees to offer the supreme service customer to their clients. Having an excellent service culture means the success of your business with good reputation and the number of customers increasing.
The corporate culture defines the personality of your company, the beliefs and behaviours that leads at the interaction between the management and the employees. A powerful corporate culture can be influenced by several factors like strong teamwork, adaptability, training, innovation and risk-taking people. 
An example of a great service culture is Ritz-Carlton Hotel where the employees are referred to as Ladies and Gentlemen and they have the power to ‘’ make decisions that help customers’’ Louveau, F. What is service culture?  Available at https://hospitalityinsights.ehl.edu/service-culture-definition (Accessed at : 07 June 2023) . 
The corporate culture invests in the employees, the company build a positive environment when the employees love to work, and they feel like a second family. 
‘’ In outlining the desired attitude, a service culture sets the tone for staff to instinctively make the right calls, choose appropriate wording and take the best action. Their interactions with guests and fellow staff members alike are shaped by the guiding principle of customer-orientation.’’ Louveau,F. Why is service culture important? Available at https://hospitalityinsights.ehl.edu/why-is-service-culture-important#:~:text=In%20outlining%20the%20desired%20attitude,guiding%20principle%20of%20customer%2Dorientation. ( Accessed : 07 June 2023) 
To enhance the importance of service culture in the hotel industry I will present the Ritz-Carlton service culture. Its service culture is set on the Gold Standards which includes the Motto, the Credo, the Three Steps of Service, the Service Values and the Employee Promise. These values are available on the hotel’s website. 
‘’The Motto “We are ladies and gentlemen serving ladies and gentlemen” is probably the most famous part of the Gold Standards’’ Available at https://crm.org/articles/ritz-carlton-gold-standards ( Accessed: 07 June 2023). 
The Ritz-Carlton Hotel offers training in different style for all learning levels. It takes 21 days for an employee to be certified in his position. 
The employees are treated with respect, and they fell like they are part of a team and that their job is very important. They are empowered to take decisions without the approval of a supervisor which makes them feel proud of the ownership in their work. 
Hotel reputation management is described as the image you have through online reviews. 
The management reputation of a hotel is one of the most important responsibilities of a hotelier. Reviews and recommendations are the key to success. It can either build a strong brand or ruin your business.  When booking a room to a hotel, most customers rely on the user-generated content posted on TripAdvisor or Google. 
It’s a strong connection between online reviews and the successful outcome of a hotel. Considering the competition that exists in this industry, it is vital to have a positive score to ensure your online reputation otherwise your business will suffer a negative outcome and finally the end of your company. 
There are a few steps towards an efficient management of your reputation and following these steps can ensure the safety of your brand and the profit increase. 
Having a good, trained staff that can provide excellent service and making the guests their higher priority, will generate positive reviews. The employees must know how to deal with any issue that might appear. 
Responding to bad reviews is an important action if you want to install trust in your clients. Rather than excuses, try and invite them to show that the issue they dealt with is solved, accept that the client is right and assure them it won’t happen again. 
Customizing the feedback to each individual review, makes the client feel like his opinion matters and it’s important. 
Use social media in your advantage, raise excitement around your brand, grow your digital presence and try to invite also locals through discounts, a free drink just to combat the seasonality. 
Also, surveys are a good approach to pick up the people’s attitude towards your service. 
Managing reputation means to provide a high level of service. The better the service the easier to maintain a strong reputation and minimize as much as you can the negative reviews. 
Following the steps mentioned before, will increase traffic and booking, new customers, keep old customers and make guests feel confident with their decision to stay at your hotel. 
On the other side, negative reviews don’t always have a negative impact on your business. Depends on which side you look at. It can affect your reputation, the interaction with your customers and income but on the other hand you show responsibility and maturity to deal with the issues the guest complained and solving them, can make you regain your reputation. 
Losing customers is another negative outcome of bad reviews. Negative reviews can make clients step back when comes to book a hotel room. Clients are more likely to share bad experiences than good ones. Responding to bad reviews is essential to show to the customer that his negative feelings regarding the experience are heard and solved. 
According to TripAdvisor the top five hotels in 2023 with the best reviews are:
·  Rambagh Palace ( India)
· Ozen Reserve Bolifushi ( Malvides)
·  Hotel Colline de France ( Brazil)
· Shangri-La The Shard London ( United Kingdom)
· The Ritz-Carlton Hong Kong ( China). 
On the other hand, the worst rated chain hotel in the United Kingdom is Britannia with 56% negative reviews. In the ‘’worst rated hotels’’ category are included:
· Berkley Court London ( United Kingdom)
· Hotel Printania Porte De Versailles, Paris ( France)
· Polynesian Oceanfront Hotel, Myrtle Beach ( South Carolina, USA) 
· The Merchants Hotel, Manchester ( United Kingdom).

‘’ Brand standards ensure a consistent customer experience. People know what to expect every time they visit, which leads to brand loyalty and trust.’’ Radley, M. (2023) Available at: https://trailapp.com/blog/brand-standards-in-hospitality#:~:text=Brand%20standards%20ensure%20a%20consistent,chains%20with%20hundreds%20of%20sites ( Accessed: 09 June 2023) . 
The target of brand consistency is to be recognized. Customers are likely to choose the same brand or product if they have associated positive thoughts with the brand or the product. Having a brand consistency, can add value and numerous benefits to the company regarding the interaction with the public and the competition between brands. 
The competitiveness between hotel brands is high, therefore the brand must have a solid identity to attract new customers and keep the old ones. 
When a brand has consistency, they can achieve from their client’s loyalty regarding the service offered, especially if the client finds quality in the service. 
The achieve brand consistency, the training and the guideline must be followed by all the employers and to be the same all over the hotels of the same brand. The interaction with the customers must be maintained on all channels of communication. 
Mystery shoppers are used to ensure the consistency is maintained in all the hotels. 
The standards of the hotels differ. Hotels are different classes and different size, and the standards are different. 
Referring to chain hotels, the basic standards must be the same: 
· Design. No matter the country, the hotels of the same chain have the same pattern and design. There are situations where there are a few elements added to the design according to the country, but these little details are not interfering with the design that matches the brand. 
· Customer service must be impeccable anywhere on the globe. A well-trained staff can offer the client an amazing experience and make the guest come back again. 
· The uniforms are chosen based on the target audience of the hotel. It can be from branded t-shirt and trousers to a formal suit with white shirt and pressed straight pants.
· The amenities and facilities must be the same all over the chain hotels all over the world. This aspect keeps the guest’s satisfaction to a high level. 
 
Conclusions and recommendation
The market trends are changing day by day and the strategy marketing of the hotels must keep up with the trends, being much more present online, keep up the level of excellent services, facilities, customer service. The services they offer like housekeeping must be over the top to keep the old clients and to attract new ones, training must be done more often and adapted to the trends, technology’s appearance in the 4- or 5-star hotels must be adapted to the rest of the hotels like self-check-in and check-out kiosks, adopt digital keys. The issues that the hotel industry are facing are the lack of staff, hiring and retaining them, guest expectations that are constantly rising and must keep up with it and data security challenges. Constantly reading industry publications and blogs can help you keep up with the latest trends in the hotel industry. Look at your competition and try to be a step ahead of them so you can be spotted among all the hotels and your brand to be recognized. Another threat for the hotel industry are the Airbnb and the private landlords who are renting their own property for a lower price.
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