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Executive Summary
The purpose of this report was to define, analyse and compare the competitive Hospitality Industry, how the businesses meet customer experience wants. In this online research report will be presented two brand’s standards, service culture and reputation management. The specific objectives were to identify (finding), conclusions and recommendations. Through study case, problems were located to one of the brands: lack of communication with its customers, the organisational standards are not in place, and the service culture towards employees needs improvement. The report recommends: set of settings standards, online reputation management and specialty the service culture improvements.
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                                                               Introduction
• Research Background 
Now days hospitality industry adopted strategies, trends with the porpoise of making tourism sustainability activity, and protect the environment. The achievement of improvement by observing this, will ensure long term benefits that will offer a sound foundation for future improvements, initiatives and a better positioning of the chain to successfully deal with future challenges (Hentoff ,1944).
To deliver that experience the customers expect from hospitality, businesses first and for most the staff must be train how to communicate and interact with them, by satisfying their wants, the reward toward businesses will be a loyal costumer. 
The subjects will be discussed, compare and analysed through this report are Premier Inn hotel and Double Tree by Hilton.



Service culture
1•Service culture
— is defined as company service culture focusing on customer service
— effective service culture motivates employees to put customer first
— is a place where employee enjoys come to work and customers are satisfied with the service.
1.1•The differentiation of service and corporate culture
corporate culture is the way of thinking, acting and understanding things, perceptions of the members, on the other hand, culture service is an organizational culture is a collective way where employees provide excellent service by thinking, act and, understanding the way will do it.
1.2• The importance of service culture
— provide a framework for employee to see what could be done better, opens doors to innovation by welcoming constructive criticism
— lead to superior customer service
— help business to gain loyal customers, world- of-mouth new clientele

1.3. Study case
Gathering these data via online research and comparing the Premier Inn and Hilton service culture for staff recognitions, the findings were found to Hilton, company`s team members receive: a regular staff survey 92% awards, recognition program for the job well done, CPD paid program for staff to develop further learning, plus vouchers, discounts to variety of brands, team building reunions. On the other hand Premier Inn data's found look like: The CEO Rackham explain that “ we  are in the mind-set of open a suitable program, but we have been reiving company sick pay pension, healthcare scheme and huge array of other working policies”, the  employees receive at the moment voluntary benefits,25% discount all Whitbread brands,50% off for food while on duty and Costa coffee reward.

1.4. Analysis 
Based on online research service culture is determination of beliefs values, ideas, all together constitute to share, base of social action. The result of teamwork is greater than individual contribution. Comparing the culture service in the study case for the two brands, the difference can be easily spotted regarding staff rewarding as result Premier Inn face at the moment huge staff shortages, meanwhile Hilton proved strong service culture.
 •. As a recommendation for Premier Inn is best to create a list of characteristics and follow for culture building.

1.5. Proposals to follow
	HUMILITY                                          NO “NOT MY JOB”

	PRIDE, LEGENDARY STORIES         EMPOWERMENT

	CULTURALLY                                         TRAIN, RE-TRAIN STAFF

	EMPOWERMENT                                         CONSORTANT HR PRACTICE

	A COMMON LANGUAGE


Figure 1


•Comparing working at Premier Inn vs Hilton based on Indeed search:
- Premier Inn is highly rated, & job security and advancement, on the other side Hilton is highly rated for Culture.



1.6. Comparison management culture& compensation rating

Premier Inn                                       	   Double Tree by Hilton
    [image: ]                                                                 [image: ]
	OVERALL RATING                         3.3
	4.0

	WORK-LIFE BALANCE                 3.0                
	3.8

	COMPENSATIONS&BENEFITS    3.0
	3.6

	JOB SECURITY & ADVANCEMENT 3.6    
	3.2

	MANAGEMENT                               2.9         
	3.6

	CULTURE                                    3.1             
	3.8


Figure 2
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[bookmark: _Toc1651730099][bookmark: _Toc311324331]Hotel Standard
	2.Brand consistency                                                                                                                 		Figure1👇
2.1The purpose: make the brand recognizable & reliable via marketing platforms, fast recognition by target audience, provide tolls to maintain brand image cultivated, helps to stand out, avoid confusion, maintain consistency to al communicating channels. 		[image: ]
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Figure 2






2.3. Study case
Figure 3                                                                                  Figure 4
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The online research was carried out for the brands logo description.
Findings: for Premier Inn the logo was created by Rob Clarke, which reassembles a fairytale, is colourful, welcoming, evoking with, a sense of cosines &comfort. The logo has an instantly recognizable emblem with brand name under, the sleeping moon &three stars, it is a king relaxing image, to show customers their hospitality service is the best. These colour palettes, symbolize calmness &relaxation, that's the brand message to its consumers. On the other hand, to Double Tree reflect the design trends and brand`s journey oven than 90 years, the logo indicate awareness of Hilton signature, associate with highly positive brand attitude, the logo message is `stay with pride, stay with Hilton`. 
2.4. Analysis
Considering that: Double Tree`s website doesn’t provide or share with the audience various information's about the logo because during those 90 years their costumer portfolio became powerful around the world and change regarding each destination. Meanwhile Premier Inn have powerful messages for the logo to its consumers, as the brand is undergoing improvements & developing.
[image: ]Fig. 5 

2.5. Hotels Standards
 is the process of:
—  operational related to guest advertising, staff amenities
— physical related to condition &utility to Fixtures &Leased personal property
•Failure to comply with the standards can lead to negative impact to guest, employees, business, even financial penalties.
•The hotel standards change according to class, type of service, the differentiations are regarding each hotel`s unique value proposition, and achievements.
•Standardisation is gain through branding, design, loyalty programs amenities, is the key to professionalism &loyalty.

2.6. Hotel standardizations
Figure.6DESIGN
SERVICE
UNIFORMS
THE USE OF TECHNOLOGY
LOYALTY PROGRAMS
AMENITIES

2.7. The standardization systems are in place to fulfil a number of different needs.
Figure.7
	CONTROL

	MARKETING

	REVENUE GENERATION

	CUSTOMER PROTCTION FOR SERVICES

	REGISTRATION

	CLASSIFICATION/RATING


•The terms for hotel classification are budget hotel, economy, first, second & third class, then deluxe grand, five stars. Criteria for classification: quality service, comfort, pricing, conveniences personnel, facilities and the size of property.
•The hotel's rating system is up to five stars, to achieve five stars hotels must offer highest level of accommodation& services.
•Hotel star rating system: AA, AAA, HOTREC, Forbes Travel Guide, Australian Auto Clubs.
•Quality Brands
Figure.8
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	30-46%
	47-57%
	55-69%
	70-84%
	85-100%



•Nowadays the businesses compete over the marketplace trying to be unique from others, being unique gives an advantage over the competitors.

•Premier Inn & Double Tree standards room offerings
[image: ][image: ]Figue 9,10.          
•Based on online research to Premier Inn the requirements in the room are basic: super-comfy bed double/king, TV, tea& coffee, hairdryer, free baby-cot, irons on request, no air-condition or other high-techs, to Double Tree loyal customers points/discount awarded, welcome cookie, spa& fitness, pet friendly, internet, air-condition.      























                3.  Reputation Management
•Is the practice of influencing perceptions of stakeholders& public conversation regarding an organization and brand.

•Effective management reputation:
                                      Figure 1
	ESTABLISH BRAND PRESENCE

	CREAT A RESPONSE PLAN

	BULID POSITIVINES                         

	MONITOR BRAND 

	MEASURE RESULT

	PRELIMINARY RESEACH

	MANAGE NEGATIVE RESPONSES FAST&APPROPIATE


                                                                                           
•Online reputation nowadays became essential, managing reviews is a process of decision making, for each business in marketplace.
3.1. The Importance of effective guest reviews management
Online reviews are important for business, it is more than a recommendation, these days, 15 out 20 consumers before purchasing a product /service firstly will check what other customers said about the product or service had have purchased.  







Figure.2 Consumers Behaviour online research.
 
 
 90%READ ONLINE BEFORE VISITING
 
 
89% TRUST ONLINE REVIEWS
31% SPEND MORE ON A BUSINESS WITH EXCELLENT REVIEWS
72% POSITIVE REVIEWS MAKE THEM TRUST THE BUSINESS MORE 
92% WILL USE A LOCAL BUSINESS WITH AT LEAST 4 STAR RATING
72% WILL TAKE ACTION ONLY AFER READING A POSITIVE REVIEW



3.2. The impact of negative reviews

Negative reviews drive to disinformation, modifies the perception& behaviour of consumers, which result to bad reputations of the business and have a financial impact.
Consumers reviews build brand online reputation, to keep up with negative reviews the managers must follow 👇


           :[image: ]
Figure 3


Negative reviews are not always bad as long are managed properly, businesses can take them as good for further learning, improving, either can be regarding with the service /product.
Fake reviews can lead to manipulating attitudes &emotions, behaviours modifications important when detected report to Autonomy.
While concreted attempts to manipulate public opinion through disinformation are prevalent worldwide, (Bradshaw, Howard,2018).


Figure 4 [image: ][image: ]Figure 5

3.3. Study case
Searching the online reviews for the two brands findings are: at Premier Inn is no data from company related answers to customers reviews either is good or bad, are complaining about product& service, the response from the mentioned brand is invisible, comparing with Hilton where are prompt in answer reviews, is visible reading the relation between guest& brand.
Figure 6[image: ]Figure 7 [image: ][image: ][image: ]
Figure 8                                             Figure 9


                                                    Findings

Service Culture
To Premier Inn is undergoing development still, poor service regarding employees denotes the continuously staff shortage, there is no job recognition programs. Hilton promotes excellent service culture towards employees, work is appreciated and recognised.
Standards
Hilton standards it fits guests’ expectations, good reviews regarding service & product. To Premier Inn are many complaints about service &product, special mentioned air-conditioning, the brand start making improvements by providing auxiliary products as: irons, electric fans upon request.
Reputation Management 
Online reviews show to Premier Inn there’s no communication or response from the brand towards customers complaints. To Double Tree the customers receive responses from the brand promptly, one of the negative things is brand message towards consumers isn’t that strong as Premier Inn.



Conclusions 
Both brands have a positive element towards employees, Premier Inn, job security and advancement and higher rate pay, meanwhile Hilton great service culture, well-structured CPD, for Premier Inn no communication towards customers reviews, shortage of staff.
As in general at the moment Hospitality Industry facings issues special after pandemic, during online research data shown as follows: economic downturns, direct booking Vs OTA battle, shortage of staff, digital skills, inflation, Cibber security breaches and not the last new technology.





Recommendations
Service culture
· create a workplace climate: company/brand, mission statement, core value
· create set of integration matrix: safety, cast, settings, process and courtesy.

Standards 
· inspect & evaluate all areas from a guest perspective
· find and manage the discrepancies in an effective and manner time
· be accountable for Policy and Procedures Control
· maintain & evaluate cash drops, bank deposits, cash handling, guest ledger, payable& receivable account.
Reputation Management 
· set technics to assess the service before &after purchase (surveys, reviews, mail, web, phone, comment cards, mystery shoppers).
· keep up with technology
· show online presence to all owned channels
· reflect brand values, messaging imagery 
· respond & take action, create reactive and proactive strategies
· track, monitor, audit& research brand reputation.
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Compare Doubletree By Hilton
versus Premier Inn for CEO
Rating, Overall Culture Score,
Brand Ranking, and other
ratings. Results were
generated by 110 employees
and customers of Doubletree
By Hilton and 144 employees
and customers of Premier Inn.
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