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Executive Summary
The report has illustrated the functions and importance of service management in the hotel industry. The development of service culture and its integration within the hotel industry has been highlighted in the report. A brief concept of guest service hotel standards reputation management and service culture has been provided in the report. The importance and significance of these disciplines in the hotel industry have been thoroughly explained throughout the report. Further, a set of recommendations has been provided for a hotel to enhance its service and promote it to enhance its service and promote its growth.
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[bookmark: _Toc135169797]Introduction 
The following report will demonstrate an understanding of guest service in the hospitality industry. The development of the hotel industry and the integration of guest service into the industry will be analysed in the report. The Conrad Hotels belonging to the international brand Marriott will be taken for further illustration. The importance of strategies planned by this organisation for providing customer satisfaction will be elaborated. The development of the hospitality industry and the rising importance of guest service in the industry will be depicted in the report. A discussion will be made on the hotel standards of Conrad Hotels along with its reputation management and the service culture.



[bookmark: _Toc135169798]Understanding guest service strategies and measurements 
[bookmark: _Toc135169799]Guest service strategies
The strategies that are made by an organisation for assisting facilities to its guests are defined as the service guest strategies. In other words, the service that is delivered to a hotel for serving their guests with proper gestures is called the service guest service; and the set of plans that are prepared for providing this guest service is called guest service strategies.
[bookmark: _Toc135169800]Importance of guest service strategies
Building customer trust
The best guest service experience will help in building trust among the customers regarding the brand. Customers will recommend the brand to other audiences based on trust and give positive reviews. These positive reviews can further be utilised during the marketing of the brand to engage its targeted customers (Repustate, 2022).
Competitive edge
The positive reputation of the brand will provide a competitive edge in the contemporary business market. A personalised guest service upholds a hotel beyond the high competition of the market. The reviews of the customers further help the hotel in modifying its service strategy accordingly.
Driving guests satisfaction
Guests get satisfied with high-quality service and maximum assistance. The implementation of appropriate guest service strategies will allow the organisation to provide guest satisfaction. This will further enhance the reputation of the brand. The segregation of customers' expectations and designing them into the process ensures better customer satisfaction.  
Brand perception enhancement 
Brand perception is defined as the opinion of an audience regarding a brand. The delivery of enhanced customer service provides satisfaction to the customers. This helps in building trust and brand loyalty among the audience. The positive reviews among the audience develop a positive perception regarding a brand (France, 2020). Therefore, it is highly important for the hotel to improve its brand name by providing quality care.
[bookmark: _Toc135169801]Guest service measurement
Service quality
The quality of service plays an important role in the development of the hotel industry. Service quality majorly depends on five following factors such as reliability, assurance, tangibility responsiveness as well as empathy. The quality of service assures the organisation of retaining its customers and engaging more customers in the business. Moreover, better service quality ensures the participation of more stakeholders that further enhances the market share price of a hotel (Solnet, 2019).
Service speed 
The attention of employees in servicing our customers at their convenience and requirements is regarded as the service speed. They maintain a minimum service speed and offer their guests a relevant experience to provide them with satisfaction. Service speed is important for a hotel to provide optimum services to guests and offer more preferences to them. 


[bookmark: _Toc135169802]Hotel standards 
[bookmark: _Toc135169803]Concept of hotel standards 
Hotel standard refers to the management of operational as well as physical functions of a hotel. The operational standards include guest amenities, staffing, advertising and other standards. In contrast, the dealing of the properties, quality and condition belongs to the physical standard of a hotel. 
[bookmark: _Toc135169804]Purpose of brand consistency standard 
Enhancing customers’ experience
The consistently high-quality standard of a hotel is maintained by the quality amenities served to the guests. Better quality treatment of the hotel provides a better experience among the customers and this builds a perceived reputation among them. This factor in turn enhances the experience of the customers. 
Enhancing Customers' loyalty
The availability of adequate convenient service from a hotel provides customers with pleasure and enhances the brand image. This factor further enhances their loyalty to the brand and provoke other audience by sharing good reviews. Customer loyalty enables Conrad Hotels to enhance its customer segment (Lawinsider, 2023).
[bookmark: _Toc135169805]Comparison of hotel standards of different brand 
There are several kinds of hotel standards that are observed in the contemporary market. The hotel standard depends on the amenities provided by a hotel to their guest. Hence, the standard of the hotel varies differently to a wider extent. There are six standards of hotels based on which the hotel standard of a brand is determined. The parameters are design, service, uniforms, amenities, loyalty programmes, and technological integration. Every hotel maintains these six parameters to maintain its standard. However, due to some reasons or others, the hotel standard of different hotel varies majorly (Lacalle, 2022).  

[bookmark: _Toc135169806]Reputation management 
[bookmark: _Toc135169807]Ways to manage hotel reputation
Focusing on social media marketing
Social media marketing is an effective platform that allows a hotel in representing its brand to a wider range of audience. This develops customer engagement and enhances brand awareness. Hence, with the strategic implementation of social media marketing strategies, Conrad Hotels can maintain its hotel reputation (Boley, 2020). 
Website optimization
A higher rank in the search engine of a hotel gradually enhances the hotel's reputation as a brand. Hence, it is an effective way to upgrade the hotel reputation of Conrad Hotels. The management should be concerned about three factors such as discoverability, authority and relevance. 
[bookmark: _Toc135169808]Importance of effective guest reviews management 
It is important for every hotel including Conrad Hotels to lay emphasis on the guest review as they contribute largely to the business. The analysis of negative reviews enables the hotel in realising the quality gap regarding their hotel standards. After a proper analysis of the reviews, the hotel management modifies their hotel standards and delivers quality service to their customers (Hotelminder, 2020). 
[bookmark: _Toc135169809]Impact of negative reviews on hotel reputation 
The negative reviews obtained by the customers regarding the services and other standards affect a hotel drastically. It lowers the brand reputation of the organisation and reduces the customer engagement of the brand. This in turn provides the hotel with the experience of poor economic growth and less involvement of potential stakeholders in the business. Moreover, it also contributes to depreciating the sales of the hotel. 

[bookmark: _Toc135169810]Service culture 
[bookmark: _Toc135169811]Concept of service culture 
The service culture of an organisation is defined as the urge of the employees in providing adequate and convenient service to the clients or guests to obtain loyalty from them. Service culture does not hold any products that are offered to the guest. The amenities, service and other standards delivered to the guest by a hotel are considered the service culture of that specific hotel (Seismic, 2023). 
[bookmark: _Toc135169812]Difference between service culture and corporate culture
Corporate culture can be defined as the beliefs, ethics and values that an organisation associates within its workplace to maintain its organisational performance. In contrast, service culture holds the properties of acts to ensure better offerings to the clients and customers of an organisation. Corporate culture is mostly inclined toward the internal operations of a business, whereas, service culture majorly focuses on the external amenities served to the clients of the organisation.  
[bookmark: _Toc135169813]Importance of service culture in the hotel industry 
Service culture is the framework of defining the activities and performance of the employees associated with the hotel to provide a quality experience to the guests. Service culture generally develops friendliness and helpfulness and delivers a convenient experience to the guests and clients. This in turn enhances the customer's experience and they feel satisfaction. Hence, service culture serves the hotel industry to enhance its business performance and hike its growth. A quality service culture in a hotel ensures better development in its economy and reputation in the contemporary market. Moreover, the service culture develops all other necessary services in a hotel and brings customer loyalty to the audience (Latif, 2020). 
[bookmark: _Toc135169814]Conclusion 
The report has developed an understanding of the service sector and its importance in the hotel industry. An evaluation has been made of the biggest service strategies and measures in the hotel industry along with the importance of this service. The concept of hotel standards and its purpose for brand consistency has been mentioned in the report. Furthermore, a comparison of hotel standards of different brands has been evaluated as well. A brief discussion has been made on the reputation management of Conrad Hotels and effective ways to manage its reputation. The impact of reviews on a hotel has been further illustrated in the report. An explanation has been provided on service culture and its difference from organisational culture. Service culture has several importance such as it enhances customers experience loyalty and hikes the business road of a hotel. 


[bookmark: _Toc135169815]Recommendations
The management of Conrad Hotels is highly recommended to provide adequate training to the employees engaged in the organisation to provide a quality experience to the customer. This will not only enhance the customer experience however it also builds brand awareness among the audience and enhance its growth. In addition, the hotel should concentrate on its hotel standards and try to maintain its quality. This will in turn support the reputation management of the hotel and develop its service culture for better outcomes. 
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