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[bookmark: _Toc150893702]Summary:
In brief, the expression "service" The term "culture" is employed to denote the organization-wide dedication and prioritization of delivering exceptional customer service. It comprises the collective beliefs, concepts, and methodologies that influence the entirety of the customer service encounter. Service excellence is consistently exceeding the customer's expectations by delivering an exceptional surface. To deliver an exceptional service experience, the organization surpasses the ordinary fulfillment of customers' requirements (Anyanwu, 2013). When comparing hotels in the same industry, notable cultural variations may exist in terms of the standards of service and the expectations of the visitors. For example, The Ritz Carlton is renowned for its sophisticated personalized service, scrupulous focus on minutiae, and engaging high-touch encounters. Conversely, The Carter caters to a contemporary, technologically adept demographic by offering self-service alternatives and streamlined silent experience experiences, similar to Citizen.

[bookmark: _Toc150893704]Service Culture: 
A culture of service and service excellence pertains to the overarching standards and procedures that govern an organization's treatment and recognition of its clientele. In this context, "service excellence" pertains to the ethos of an organization that consistently delivers outstanding customer service. Among the various service cultures of hotels, one is distinguished by its consistently high quality and definition of luxury: Distinction in hotel services is emphasized in comparison to other upscale establishments such as The Ritz and The Plaza (Beauchamp, Bowie, & Arnold, 2018).
"Service excellence" regarding client service entails consistently surpassing anticipated levels of performance. It involves exceeding performance expectations to guarantee that every client is provided with outstanding service, resulting in a positive and enduring perception.
Loyalty programs are strategically designed to incentivize patrons to return by providing them with exclusive benefits and discounts. Attributes and preferences that are specifically catered to each visitor's individuality are defining characteristics of luxury hotels, contributing to an unforgettable stay for each guest (Benjamin, 2011). Ensuring the consistent provision of superior service across all domains, such as hotel cleanliness, amenities, culinary experience, and customer support, significantly contributes to fostering client loyalty. Five-star hotels can most effectively combat false reviews by closely monitoring the review platform, identifying suspicious patterns, and utilizing the reporting and remediation tools provided by the platforms.
In response to conjectured evaluations, five-star hotels are renowned for their steadfast commitment to delivering guests an elevated level of service, elegance, comfort, and culinary excellence (Bright, 2013).
[bookmark: _Toc150893705]Benefits of service culture:
Rule of enhancing one's reputation Delivering dependably exceptional service enhances client confidence and encourages repeat business. An organization's excellence in delivering exceptional customer service may lead to increased employee morale and decreased turnover rates. Differentiating oneself from the competition through the provision of exceptional customer service is one strategy for establishing a presence in a saturated market.
[bookmark: _Toc150893706]Drawbacks of service culture:
Service culture may fluctuate across departments or locations, leading to inconsistent consumer interactions; this is one of its disadvantages (Ciama, 2012). Overemphasizing customer service may lead to neglecting other critical facets of business management. Cost and resource intensiveness: at times, sustaining exceptional service necessitates substantial investments in personnel, resources, and training.
[bookmark: _Toc150893707]A comparative analysis of Claridge's Hotel and The Langley Hotel: 
Claridge's embraces is situated in a prime location within the vibrant city, exuding a timeless, metropolitan atmosphere that combines modern opulence with historic magnificence. The Langley provides a serene sanctuary situated in a rural environment, accentuating the pastoral allure while maintaining an opulent and exclusive ambiance (Cosmos, 2014). Claridge's is widely recognized for its exceptional service and refined ambiance, which it cultivates in a cosmopolitan style with an emphasis on individualized, urban opulence. The Langley showcases a more intimate atmosphere, emphasizing personalized services, serenity, and the opulence of a country residence.
Clarige's design and amenities are distinguished by their enduring, art deco-inspired aesthetic, as well as their refined and opulent ambiance, which is enhanced by an aura of prestige and tradition. The Langley, which features a renowned golf course, expansive spa facilities, and historical architecture interspersed with exquisite, contemporary design, is a magnificent estate.
[bookmark: _Toc150893708]Hotel standard:
The success of hotels adhering to hotel standards is contingent on their capacity to manage their reputation and consumers with dignity (Ibru, 2018). The judgment of customers is influenced by the consensus expressed in online reviews.
Consistency in branding and quality are defining characteristics of these hotels, as they maintain the Sam-high standard across all of their establishments. They demonstrate exceptional attentiveness to customer demands and make every effort to fulfill their expectations through the provision of personalized service.
Five-star hotels are renowned for their exceptional service that commences with the check-in process and persists until the moment of departure. Superior linens are utilized in every room, and each one is furnished with opulent amenities such as a garden fountain or a large LED television.
[bookmark: _Toc150893709]Repetition management:
Cambridge acknowledges the significance of proactively managing its company reputation to maintain and expand its online presence through repetition management (Jabbra & Dwivedi, 2014). Recognizing the impact that platforms such as TripAdvisor can have on public opinion, recognizing their significance in influencing public opinion.
This actual market research tool can provide valuable insights into the experiences, preferences, and aversions of visitors. Customer loyalty can be increased through the implementation of individualized loyalty programs, the creation of unforgettable experiences, and customized service.
[bookmark: _Toc150893710]Online reputation management:
The impact of TripAdvisor on hotels' online reputation is extensive. The decisions of prospective guests are significantly impacted by the collective feedback found on TripAdvisor; therefore, hotels must diligently oversee their online reputation (Kings & Lui, 2018).
One recommendation is to adapt service models to accommodate customers' shifting priorities, such as the increased popularity of contactless payment options, in the aftermath of the epidemic.
The opinions and ratings of hotel patrons are significantly impacted by online review platforms such as Trip Advisor, Booking.com, and Google reviews, which are subject to monitoring and tracking. The decisions of guests may be impacted by market research conducted in real time on these feedback-generating forms.
[bookmark: _Toc150893711]TripAdvisor
Hotels are profoundly impacted by TripAdvisor.  This actual market research tool can provide valuable insights into the experiences, preferences, and aversions of visitors. Repetition of the Hotels is significantly impacted by guest evaluations and ratings.
By utilizing this platform, hotels can obtain valuable insights into the determinants that affect their reputation, as observed on TripAdvisor (Lencioni, 2002). An analysis of client feedback can illuminate the hotel's advantageous qualities and prospective growth areas. Hotels must consistently monitor and respond to feedback, particularly critical feedback.
The issue of fraudulent evaluations on platforms such as TripAdvisor poses a significant obstacle. Hotel management is cognizant of the gravity of the inaccurate feedback issue and has implemented corrective actions. Given the potentially significant impact that positive reviews can have on a hotel's reputation, management must ensure that each review receives a satisfactory response.
[bookmark: _Toc150893712]Booking.com:
Booking.com is a well-known chain of budget lodgings that operates predominantly in Spain, the United Kingdom, and Ireland (Louis, 2011). Travelodge is renowned for providing economical accommodations that do not sacrifice essential amenities. They offer comfortable, standardized accommodations at a reasonable price.
Hotels can leverage the numerous features of Trip Advisor by engaging in active responses to visitor reviews, thereby showcasing their commitment to providing exceptional service to their clientele. To enhance its online reputation and appeal to a larger clientele, the hotel could consider addressing guest grievances, rectifying any misunderstandings, and expressing gratitude for compliments.
Orlando’s acquisition and star ratings:
The acquisition by Orlando has had a significant impact on the service industry, as hotels have become renowned for their culture of perpetual innovation and excellence (Ndiokho, 2012). Customer loyalty is an absolute necessity for the hotel's sustained success. Hotels guarantee that their patrons are utmostly satisfied with their stay through the implementation of strategies designed to foster robust guest relationships.
The impact of Orlando's acquisition on star ratings, although not directly affecting hotels due to the company's independent operations, underscores the industry-wide implications. Mergers of companies frequently result in the accumulation of complementary skill sets and knowledge, which ultimately benefit the other companies in Orlando's portfolio.
The opinions and ratings of hotel patrons are significantly impacted by online review platforms such as Trip Advisor, Booking.com, and Google reviews, which are subject to monitoring and tracking (Okpanel, 2017). The decisions of guests may be impacted by market research conducted in real time on these feedback-generating forms.
By utilizing this platform, hotels can obtain valuable insights into the determinants that affect their reputation, as observed on TripAdvisor. An analysis of client feedback can illuminate the hotel's advantageous qualities and prospective growth areas. Hotels must consistently monitor and respond to feedback, particularly critical feedback.
[bookmark: _Toc150893713]Conclusion & Recommendations:
The impact of the internet and platforms such as TripAdvisor on the public perception and competitive standing of hotels is substantial (Orogbu & Onyeizugbe, 2015).   Hotels must adopt a proactive approach to managing their online presence, particularly in light of visitor reviews on platforms such as TripAdvisor, to influence the perceptions of prospective customers.  Constantly observe market fluctuations. Remain updated on the most recent advancements in online reputation management and other pertinent aspects of the hotel sector. 
· Proactive engagement is demonstrated through the development and execution of a system to address visitor reviews on platforms like TripAdvisor promptly.   React to inquiries, express gratitude for compliments, and attend to complaints. 
· Leverage client feedback to increase service quality consistently.   Determine the primary concerns or critiques voiced by your patrons and exert diligent effort to rectify them. 
· Professional Development: Establish a culture where every employee understands the importance of online reviews and passenger satisfaction ratings in determining the overall reputation of the hotel. 
· To ensure that your company is presented accurately on the internet, solicit evaluations from satisfied customers (Rich, 2015). 
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