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Executive summary
This report includes the hotel standards which are related to staffing, amenities and offering guests, In this report part, the hotel standards will be described and the hospitality company along with poor ethics will not be eligible to keep customers satisfied and they also follow the staff satisfaction.  The purpose of this report is to describe the brand satisfaction as per comparison with other brands in terms of hotel standards.This report includes reputation management and its effectiveness is also included in this report. The report also consists of effetciveness of the Hotel standards.   
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1. Introduction
As opined by Chan et al., (2021, p.1668), Hotel standards are operational standards such as staffing, amenities and offering guests amenities and advertising and in this case, physical standards are also followed for improving the condition. Hotel standards are followed because of the standardization of the hotel chains for the fundamental strategies to attract more customers as well as travellers. In this report part, the hotel standards will be described and the hospitality company along with poor ethics will not be eligible to keep customers satisfied and they also follow the staff satisfaction. The purpose of brand satisfaction is also included in this report as per comparison with other brands in terms of hotel standards. This report includes reputation management and its effectiveness is also included in this report. Guest reviews are one of the major standards which are followed because of the growth of the hotels and for maintaining brand image customer reviews are necessary.
2. Analysis  
2.1 Hotel Standards 
According to Rivaldo, (2021, p.25), hotel standard means both the standards which are made for various operations such as staffing, amenities and offers guests, advertising etc and also physical standards which include quality, condition and utility etc. There are lots of hotel standards which ensure cleanliness and maintenance. As an example, the Hotel Standard of Fairfield which is part of Marriott International levels up the room amenities and offers the hotel or other relevant amenities. At any hotel standards, they provide complimentary gifts and services to their customers.    
2.1.1 Purpose of brand consistency standards 
As opined by Hernandez-Fernandez and Lewis, (2019, p.222), Brand consistency is important because it mainly leads to brand recognition. Any brand can be identified with the recognition of the brand and they mostly purchase and commit to the hotels in the long term. The main purpose of brand consistency is to deliver brand identity, strategies and values. With the help of brand consistency standards, Fairfield Hotel brand targeted its audience and was exposed to core messages, visual branding and other brand elements constantly which can solidify the brand recognition. Consistency 
mainly builds the bridge that increases consumer knowledge based on the brand (Dressler and Paunovic, 2021).   
2.1.2 Comparing other brands in terms of hotel standards
Comparing hotel brand standards with other brands is known as the hotel competitive analysis. The hotel competitive analysis is known as the efforts of finding a strategic position in the market. This standard gives the information to any person and this prevents the customers from leaving their money on the table with rates and also prevents them from losing occupancy. The standards for a hotel can change as per the type and class of hotel mainly depending on what the organisation is going to achieve.  
2.2 Reputation Management 
2.2.1 Effective reputation management of Hotels 
According to Ke and Wagner, (2022, p.152), Hotel reputation management is all about influencing and monitoring the hotel's activities. Hotel reputation might consist of removing negative reviews about the brand, and customer reviews and they might choose effective marketing for building positive brand buzz. At the time of running a hotel, requires lots of attention and effort. For maintaining the reputation management of hotels the hotel staffs need to be careful about keeping an eye on the important things in the hotels. When any issue creates guests need to inform that at that time and the staff of Fairfield must troubleshoot those issues.        
2.2.2 Importance of effective guest reviews management
Word of mouth mainly drives the business forward for thousands of years and they become more powerful in the age of sharing things online. A positive guest experience is the best path that continues to build the brand and it also helps to earn more business profits from the hotel. Feedback is the major strategy which continues the brand to grow and it helps the business to get a positive guest experience. As per the proper approach, customers can turn guest feedback into a most important piece of the selling strategy. As an example the quarter of 2022 it has been revealed by a survey that the most popular hotel brand in the UK 68% of respondents mostly stated  
a positive opinion about the brand. It has been observed from the year 2020 monthly hotel bookings have been changed in the UK. The abrupt change of hotel bookings was changed monthly across the country and slowly trended the pre-pandemic levels (statista.com 2023). 
[bookmark: _Toc134636326]2.2.3 Impact of negative reviews 
Negative customer reviews mostly affect the brand reputation and also weaken reliability. Many online buyers are reluctant to book a hotel or any restaurant with negative reviews or without negative reviews. Lots of online buyers are most reliable on negative reviews and because of that revenues have decreased (Ruiz-Equihua et al., 2020, p.310). As an example, a guest of Fairfield wrote that in many cases waitresses mistreated the guests. Because of this review negative impact could be created among the organisation and poor customer experience creates misunderstanding. There are lots of negative reviews that are necessary for business growth and should enhance the product change. Negative reviews and positive reviews could affect future marketing plans and give a chance of improving their performance.        
[bookmark: _Toc134636327][bookmark: _Toc134636328]2.3 Service Culture
2.3.1 Definition of service culture 
[bookmark: _Toc134636329]According to Bengtsson et al., (2019), service culture is the environment in that place employees are mostly obsessed with providing effective service to the clients. It means going above and to ensure that people pay for the products and services. Service culture is important because it focuses on making sure customer satisfaction and also fulfilling the customer's needs. Fairfield is a business organisation that mainly focuses on fulfilling customer satisfaction and also fulfils the needs of customers. There are lots of service cultures with those services people probably think from the top of the business head. As an example, it could be included that lots of companies put their focus on customer service and they are also careful about those practices that are given to the employees. Fairfield is a business organisation who are very much obsessed with providing good services to customers and they guide their employees to give their best efforts.              

2.3.2 Differentiation of service culture and corporate culture
	Service culture
	Corporate culture 

	· Service culture is the organizational culture where there is a collective way for the employees and provides outstanding services. 
· Service culture helps to guide the decision-making process and is also important for differentiating between right and wrong.  
	· Corporate culture is the method of organization members to think, act and understand the world around them. 
· This is the culture for values, beliefs, attitudes and ethics that is part of any organisation. 


 
[bookmark: _Toc134636330]2.3.3 Importance of service culture in the hotel industry
It has been observed that creating a service culture mostly ensures the fact the customers are the main target in every part and phase of the business. Hospitality which is discussed below is the major term which is mainly essential for the travel industry. Hotels mostly follow a service culture that will help to improve the relationship between guests and the establishment. If the service culture is good then customers will visit that hotel again otherwise they put negative reviews on the website of the organisation. The service culture is helpful for the hotel business to dictate the regulations and policies enabling the organisation for living its mission  
[bookmark: _Toc134636331]3. Conclusion
After the whole discussion, it could be concluded that hotels like Fairfield maintain a service culture to improve organisational performance. This report part includes information about service culture and corporate culture. The importance of service culture is included in this report. The report also consists of the importance of service culture and the definition of service culture is also concluded in this report. This report mainly focuses on reputation management which is necessary to improve organisational performance. Every hotel must be careful about maintaining the hotel standards because as per this the loyalty of the hotel could be maintained.       
  

[bookmark: _Toc134636332]4. Recommendations 
· To improve the service culture of the Hotel they need to focus on some of the recommendations which are given below;
· The hotel management should be careful about following the most effective ways with the help of the latest trends and innovations. The hotel management department should read the blogs and publications regularly. 
· The hotel management should personalise their services and offer complimentary services to the employees. They also could offer in-room technology to implement their services. 
· Rewarding the repeating guest would encourage more customers to visit that place again. The Hotel management department must ensure the target audience and must ensure the right audience.
· Competition has increased day by day so the hotel organisation needs to be conscious of the new methods that are followed by other organisations. For competing with other organisations they must implement new marketing budgets at the time of booking.
· To improve the number of customers the organisation needs to hire and retain more staff. They could change their marketing dynamics and trends and follow new strategic standards. 
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