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[bookmark: _Toc150879666]Introduction & Summary
The success of a hotel in the highly competitive hospitality business is directly linked to the level of service that the hotel provides to its guests. This study only looks at a handful of different aspects of hotels, such as their reputation, their approach to customer service, and how closely they conform to industry standards (Bruns-Smith, Choy, Chong, & Verma, 2015). The purpose of this study is to evaluate the significance of hotels in the United Kingdom regularly monitoring key performance metrics that are connected to customer satisfaction. Through an analysis of important topics such as brand management, service culture, hotel standards, and service culture, the purpose of the research is to offer potential answers and points of view for urgent problems that are now being encountered in the hospitality sector (Achmad & Yulianah, 2022).

[bookmark: _Toc150879668]Service Culture
Service culture is made up of the mentalities, behaviors, and routines that are demonstrated by staff members in the course of their encounters with customers. The best hotels build service cultures that go beyond superficial manifestations and instead encourage an engrained attitude that affects each contact with clients. These cultures go beyond just the surface level of customer care. Hotels have the ability to foster a stronger bond with their visitors and preserve the guiding principles that differentiate the quality of their service if they adopt a more holistic viewpoint (Vega, et al., 2014).
To accomplish greatness while providing service Exceeding the expectations of one's customers is one of the defining characteristics of greatness, along with building a fantastic reputation and developing customer loyalty via timely and responsive service.
Improvements in areas such as customer service, customization, the speed with which problems are solved, and loyalty programmes all have the potential to promote long-term customer loyalty, which is essential to the continuation of a firm (Adeoye-Olatunde & Olenik, 2021).
It is vital that hotels take action to solve this issue given the reputational and legal repercussions that are involved with fake reviews. Hotels should establish steps to address this problem. A case study on Metropolitan Lodge highlights how important it is to conduct interventions and make discoveries in a timely way (Tanja & Borka, 2008).
It is imperative that a response be given to both good and negative comments made by visitors. It is possible to build a favourable reputation for one's service by appreciating and responding appropriately to both positive and negative comments in equal measure (Alrawadieh, Alrawadieh, & Cetin, 2021).
[bookmark: _Toc150879669]Benefits and Drawbacks of Service Culture
By increasing the level of happiness experienced by both workers and customers, cultures that are focused on providing service have the potential to produce their own intrinsic positive feedback loops. Customers who have their expectations met are more likely to make more purchases, which in turn leads to a rise in income and favourable word-of-mouth about the outstanding service they received (Kim, Kim, King, & Heo, 2019). The personnel of a company that provides zealous customer service is essential to the growth and maintenance of a positive reputation. Because it instills a feeling of pride and drive in workers to deliver great service, the introduction of a customer-centric strategy has the potential to increase employee retention rates. This is because the method focuses on the client (Shukla, Sufi, Joshi, & Sujatha, 2022).
The adoption of a mentality of service is associated with a number of benefits as well as drawbacks, all of which should be thoughtfully considered. It's possible that allocating firm resources to the task of satisfying the ever-increasing demands of consumers would put a burden on the business. It is possible that burnout will occur if an employee's quest of service excellence becomes an obsession for them (Luz-Zuluaga, 2019). The provision of a service of an acceptable level at a price that is considered affordable is a challenging effort that calls for ongoing investment. A badly managed service culture may result in dissatisfied customers as well as overworked employees; hence, striking a balance between the two is essential for the success of an organisation over the long run (Barriball & While, 1994).
[bookmark: _Toc150879670]Comparison of the Hotels
The Hotel Royale is famously known for its everlasting dedication to quality and the royal service it bestows on its guests. You will be able to ensure that each one of your guests has an experience that will live long in their memories if you give established hospitality traditions top priority (Collis & Rukstad, 2008). The objective of the Regal Hotel is to deliver exceptional service to every guest while simultaneously cultivating loyalty via the use of trustworthy practices. The hotel has earned a wonderful reputation by consistently providing a high level of service and being unwavering in its commitment to excelling in all aspects of operation (Schwartz, 2019).
In contrast, Regal Hotel is committed to maintaining the highest possible levels of brand consistency in order to deliver value to the respected customers that frequent the establishment (Marshall, 1996). The Harbour Inn, on the other hand, takes a more modern and all-encompassing position, one that places a high importance on diversity and that capitalizes on the growing trend of personalised holidays. The more traditional Regal Hotel may be contrasted with the more progressive Harbour Inn, which has differentiated itself in the hospitality business by placing a strong focus on adaptation (Beaumais & Giannoni, 2018).
There might be substantial difficulties encountered while attempting to keep a constant brand image as well as quality of service. When it comes to centralizing procurement, assuring quality, and adhering to standards, hotels like the Harbor Inn and the Regal Hotel could teach us a thing or two about how their processes work by reviewing their methods (Saldana, 2016). 

[bookmark: _Toc150879672]Reputation management
The monitoring and improvement of an organization's status are the two primary components of what is known as proactive reputation management. Both the Regal Hotel and the Harbor Inn are great examples of how a brand's image can be protected and improved via various marketing techniques (Bhatti & Qureshi, 2007). In this day and age, when everything is done online, the proactive management of an organization's online reputation is very essential to the company's brand image. It is possible that the Regal Hotel and the Harbor Inn will create measures to efficiently manage feedback and to preserve a positive image on the internet (Olsen & Connolly, 2000). 
[bookmark: _Toc150879674]Metropolitan Lodge
It is essential to have an efficient system in place for managing feedback from customers in order to maintain a good reputation online. A new case study that focuses on Metropolitan Lodge provides valuable insights into the execution of successful initiatives. It is a good sign of concentration when you can respond quickly to both positive and negative comments (Bruns-Smith, Choy, Chong, & Verma, 2015). When hotel visitors get the impression that their suggestions are being taken into consideration and appreciated, they tend to feel more at ease. Active participation on online platforms such as ReviewHub can speed up the process of resolving customer complaints. The openness of Metropolitan Lodge to get comments from guests on various social media platforms is one of the most important reasons for the hotel's tremendous success (Bisgaard, 2004).
[bookmark: _Toc150879675]GlobalLux Hospitality Acquisition
Following the successful conclusion of a strategic transaction, the hotel sector behemoth GlobalLux hotel has officially absorbed Royal Residences Group. The increased collaboration not only widened the number of alternatives that were accessible to customers, but it also sped up the expansion of the hospitality sector as a whole. This caused rivals in the industry to be forced to reevaluate their tactics in order to adapt to the rapidly shifting market conditions (Mohsin, Rodrigues, & Brochado, 2019).
Recent strategic agreements have resulted in a shift in the competitive landscape of the hotel industry in the United Kingdom. This shift has created an atmosphere that is more receptive to innovation and has led to an improvement in the overall quality of service. The hospitality sector is notoriously cutthroat because to the prevalence of partnerships such as the one that exists between GlobalLux Hospitality and Royal Residences Group. Because of this convergence, the hotel sector as a whole has undergone expansion, and as a result, it is now able to provide a wider variety of facilities to the customers who stay in its establishments (Matjaž, Zoran, & Andreas, 2014). The overall happiness of customers tends to rise in tandem with the number of purchasing alternatives available to them. Strategic partnerships encourage hotels to compete advantageously by providing guests with superior service and distinctive features, with the end objective of generating a bigger volume of business overall (Blomberg-Nygard & Anderson, 2016).
[bookmark: _Toc150879676]Conclusion and recommendations.
In conclusion, these strategic partnerships help to foster an atmosphere that is amenable to continuous innovation while at the same time rethinking the fundamental nature of competition. When the overall goal of the group is expansion, the natural consequence of this is an increase in the quality of the services provided to both the existing and potential customers. The concept of collaboration is revolutionizing the sector, which puts hotels in the United Kingdom as frontrunners in providing great customer service. Monitoring guest service practices in a conscientious manner is essential for the hotel business in the United Kingdom.
· [bookmark: _GoBack]Implement efficient tactics in order to effectively monitor and manage your internet reputation.
· Motivate your personnel to preserve the hotel's distinctive approach to service by providing them with motivation and encouragement.
· Maintain a level of professionalism by putting in place and following through with procedures and guidelines that promote quality assurance and transparency.
Hotels in the United Kingdom may improve their capacity to attract and keep customers, optimize their business operations, and thrive in the highly competitive hotel sector there by following these guidelines and putting them into practice.
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