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[bookmark: _Toc127220203]Executive Summary 

Every day, new hotels open their doors, while older ones improve to remain competitive. Everybody strives to stay one step ahead of the competition and deliver precisely what their clients are looking for. Customers are especially concerned with a clean environment, effective and clear employee communication, the availability of high-quality goods at reasonable prices, and the dependability and safety of the products being purchased. Any firm that wants to retain its consumers' long-term loyalty must keep its reputation and goodwill in top shape. The systems, models, and theories described in this study are just a few of the many factors that make it easier to maintain high customer satisfaction and provide outstanding services to clients. This report will give information about brand-consistency standards as well as the hotel's attempts to create and maintain this level. How hotels build their reputation and maintain customer loyalty will also be discussed in this report.
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This in-depth report discusses the brand-consistency standard as well as the hotel's attempts to create and maintain this level. The study will also examine the criteria for evaluating the hotel's quality and reputation, as well as the business-driving corporate culture. This report will provide a more comprehensive picture of the hotel's reputation management practices. Since guests prefer to remain at hotels with excellent reputations, this aspect is also essential to the hotel's financial success. It is anticipated that the research will also illuminate the significance of client connections and how they may be utilised to retain and expand consumer loyalty (Cheng and Lew, 2015). Moreover, customer loyalty is essential to a hotel's profitability, which is why the facility never skimps on quality. 
[bookmark: _Toc127220205]
Brand-Consistency Standard of the Hotel

By following this standard, you can rest guaranteed that your organisation will always be appropriately introduced. Additionally, it ensures that the organisation will never accept inferior quality and will always try to improve. The hotel has lifted the standard by adapting its services and facilities to its guests' particular needs. 
The increasing quality of the hotel is attributed in great part to the good comments from customers. In addition, hotels must invest in routine cleaning and maintenance to preserve their quality. There must be a feedback mechanism, a way for customers to express their complaints, and a commitment to complying with all applicable laws. The Hilton Athens is a unique model that increases the standard for other Hilton Hotels (González-Rodríguez et al., 2019). The hotels may become more dependable if they enhance the quality of the services, they provide their customers with and develop a customer feedback system to include their suggestions in future alterations. 
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The Grading System of the Hotel 

When we speak to "the grading system," we mean the criteria by which we judge a hotel's overall quality and reputation. Customers and relevant authorities must evaluate the quality and maintenance of the service or product in question to assign a final grade. The majority of hotel grades are determined by client reviews and ratings. Hotels that provide guests with unique and high-quality experiences typically score higher marks from reviews. Each hotel company establishes its standards for the quality of the services and amenities it provides. In addition to strict compliance with laws and policies, the quality of services and infrastructure is a major role in determining standards (Chetioui, Abbar and Benabbou, 2017). There are five-star, four-star, and three-star hotels available. The five-star Corinthian Hotel London is among the city's finest.
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The term "corporate culture" refers to the dominant worldview of an organization. It is how an organisation treats its employees and finances when handled by third parties. There are four primary types of corporate culture currently in use. Clan culture, market culture, adhocracy culture, and hierarchy culture are among the numerous subsets that comprise modern business culture (Rather, 2018).

[bookmark: _Toc127220208]Reputation Management of the Hotel Industry or Hospitality Industry

In the hospitality sector, "reputation management" refers to the monitoring and restoration of a hotel's position in the eyes of prospective customers. The term "organisational discourse" relates to the public debate regarding the organisation. People are naturally drawn to fresh techniques; therefore, hotels that value their reputations should strive to stand out by implementing something novel. The quality of a hotel's services and amenities, as well as its ambience, have a direct impact on its appeal to guests. To maintain the hotel's positive reputation, it is essential to monitor and respond to comments and reviews posted on social media, as this is where the vast majority of guests will interact with the brand (Hotel Perception, 2021). Using one's social media profiles to promote a firm is the optimal strategy. Numerous social media posts that promote the features and services of a hotel attract guests. With the use of positive guest evaluations, a hotel's reputation can be substantially managed and enhanced.
As the number of individuals utilising hotels increases, their reputations rise. Customers are more inclined to reserve a room at a hotel with a solid reputation; hence, unfavourable reviews have a substantial negative impact on a business. The importance of the social side of hotel inspections has grown in recent years. The inclusion of unfavourable comments or reviews might hinder the success of a hotel by discouraging guests from using its services. Maintaining a decent reputation is essential to achieving hotel management objectives (Tefera and Govender, 2015). When it comes to preserving its impeccable reputation, The Resident Covent Garden is among the best.
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The hotel's capacity to cultivate customer loyalty depends on the calibre of its service, the promptness with which it responds to guests' enquiries, and the comprehensiveness with which it presents its offerings. Guests that stay at the Sofitel London St. James have the propensity to return. Customers' trust in the hotel's ability to meet their demands is essential to its long-term viability and profitability since it improves the possibility that they will return as guests. To achieve success, it is essential to create customer loyalty (Minder, 2021). To be successful in the hospitality and hotel industries, organisations must adopt new technologies and marketing strategies that enable them to stay competitive.
In terms of popularity, several hotels throughout the world are in a league of their own due to their remarkable attributes. This category of hoteliers understands that their customers and clients come first, thus they do everything possible to assure their contentment. It is essential that the hotel employs successful marketing strategies and promotes in the appropriate venues. Due to the vast amount of individuals that use and interact with social media, it is an effective advertising tool for businesses. Hotels must offer discounts, conduct events and seminars, and utilise social media to promote themselves. Hotels need to comprehend how their visitors feel about the hotel's services and amenities, as well as their satisfaction with the hotel's capacity to meet their needs and expectations.
Consumer satisfaction is the result of successful recovery efforts. To aid a rapid recuperation, the hotel should provide exceptional care. The hotel builds a rapport with its clientele by guaranteeing them that the quality of its services and amenities will never be compromised and that it will instead try to improve them continuously (Perez-Aranda, Vallespín and Molinillo, 2019). Additionally, the hotel assures its visitors or customers that it will play a substantial role in sustaining quality. 

[bookmark: _Toc127220210]Hospitality and Guest Service in Hotel Industry

Managing client perception and ensuring customer satisfaction are essential factors in determining a business's success. This principle is even more evident in the hospitality industry, whose whole business strategy is focused on exceeding customer and visitor expectations. Because hotels account for a disproportionate share of the hospitality industry's earnings, those in charge of these businesses must deliver great service to their visitors (Yao, Qiu and Wei, 2019).
Five important service systems must be constantly maintained in a hotel. Implementing these procedures guarantees that customers always receive direct, personalised treatment, thereby enhancing the hotel's reputation in the long run.
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Planning and organising the hotel's surroundings and subsequent operations is the initial stage in offering visitors exceptional experiences. To ensure consistency, the hotel should establish SOPs for the front desk, dining, housekeeping, and other services in advance.
[bookmark: _Toc127220212]Execution

The word "guest experience" is used to characterise the entirety of a guest's interactions with a hotel, from initial contact to check-out. From handling reservations to aiding departing guests, hotel personnel should adhere to standardised protocols. Employees should also be authorised to deliver individualised service to each consumer (Lyu et al., 2016).
[bookmark: _Toc127220213]Guest Preference and Experience Tracking

When a customer makes a reservation at a hotel, the hotel receives the customer's private information. In addition, the demands of the guests during their stay, such as special meals, laundry, and face-to-face chats, allow the hotel to continue engaging with them after their departure. Hotel managers use PMS (Property Management Systems) software, a web-based application, to monitor daily operations and the quality of client interactions.
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Recovery

Maintaining a strong hotel brand image following a service outage demands prompt action. If a visitor has an issue with a particular component of the hotel's service, the staff should be able to resolve the issue immediately (Al-Msallam, 2015). To meet visitors' expectations, employees must devote their full focus to the situation at hand. It is essential to ensure that guests are satisfied with the responses they receive.
[bookmark: _Toc127220215]Continuous Improvement

Typically, hotels today offer their customers the same or very similar services to those offered by other hotels. Hotel management may improve their services by studying what clients like and dislike about rival hotels and what they expect from their accommodations (Johnson, Park and Bartlett, 2018). Due to their commitment to continuous improvement, the hotel maintains extraordinarily high service quality standards throughout the board.
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Due to the nature of their industry, hoteliers are well aware of the need of providing superior customer service. There is a shortage of knowledge about the changing social and professional realities and creative technology that can assist hotels in standing out in an increasingly competitive industry (Proven Partners, 2021). In addition to personalising the service, one should implement the aforementioned concepts and models. As the manager or owner of a hotel, one likely wants to ensure that his/her guests enjoy a peaceful stay. As described by the Recovery model, organisations should make it a daily priority to equip staff with the skills they need to quickly adjust to changing conditions, rather than considering training as an annual event (Taylor and Francis, 2021). This will ensure that the company can handle the model's primary problems.
[bookmark: _Toc127220217]Conclusion

This research examines in full both the requirement to adhere to a brand-consistency standard as well as its implementation. The poll also addressed the parameters used to evaluate the quality of hotels. The study evaluated the relationship between the hotel's reputation and the corporate culture that contributes to the success of the business (Quora and Khalifa, 2016). This study went closely into the hotel's reputation management, shedding light on the procedures taken to maintain and improve the establishment's position with its clientele. The study also provided information regarding client loyalty and retention strategies.
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