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The sector of hotels is a significant part of the hospitality industry. Hospitality is a vital factor that attracts the customers and makes them remember hotel in good words and making loyal customers. Hospitality is essential for building relationship with your customers and creating positive impact to look forward to. To build a successful hotel, the team should be soft-spoken, actively listen, and exceed the customers' expectations. Maintaining standards of the hotel is the main target by which customers are attracted. Moreover, Service culture in hotel industry assures staff to remain calm maintain a soft tone and appropriate language in person as well as on call to establish a positive interaction with the guests.
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[bookmark: _Toc137857705]Introduction 
The hospitality industry is vast and rapidly growing, especially in hotel business, with various sectors under it. It is meant by the services that focuses on satisfaction of the customers. Hospitality industry mainly focuses on providing excellent services to the consumers. It comprises various sectors such as hotels, motels, food, tourism and travel. Furthermore, talking about the hotel sector of the hospitality industry, the hotel maintains standards to ensure consistency in providing customers with exceptional operational and physical measures. Another significant factor is the maintenance of reputation, which refers to creating a company's image and observing customers' perceptions of it. 
Lu, et al (2015) stated that Reputation management is crucial for the success of hotels. In addition, service culture is essential in the hotel industry. It ensures that customers are the business's vital part and the main focus and are valued by employees because it helps companies to have loyal customers.
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[bookmark: _Toc137857660][bookmark: _Toc137857708]The purpose behind brand consistency standards
The core focus of the hotels is to provide customers with the best services ensuring pleasant experience. For that purpose, brand try maintaining consistency and accuracy in the task. Brand consistency standards ensure that the trust is established between the customers and the service providers which is beneficial in gaining loyalty and confidence of the customer (Maseviciute, et al., 2015). Additionally, it helps brands to maintain position even in the competitive environment and be recognizable. Brand consistency standards are significant because it builds a solid reputation and enables it to grow and attain identification. Neupane in (2015) suggested that it also boosts authority which is an achievement for brand after doing excellent work consistently. Brand consistency standards attracts customers and put their trust because quality is the main factor required to gain loyal consumers. It assures the customers and give a sense of security as well. Branding also provides long-term commitments and generates a successful reputation and makes businesses grow. 
[bookmark: _Toc137857661][bookmark: _Toc137857709]Standards of hotels 
Standardization of the hotel is the main target by which customers are attracted. The actual meaning of hotel standards is the consistency in maintaining operational and physical standards which is the top factor in attaining travelers. Additionally, hotels try to have all the necessary facilities and quality that a customer may expect. Another vital factor in hotel industry is branding which is the strategy of attracting guests and the reviews generated. Daskalaki in (2016) stated Some of the factors that must taken into account by hotels in standard maintenance of standard are the exterior and interior areas, guest rooms and lobbies. However, the standards the vary from each other depending on the services and visual provided to maintain star level. The standard of hotels differentiates from each because the amenities and services provided include public areas, guest rooms and lobbies as well as other facilities. 
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[bookmark: _Toc137857663][bookmark: _Toc137857711]Management of reputation effectively
Reputation is the image made by the customers from perception and association or it is the feelings of customers about the brands which can be positive or negative. In today's competitive world reputation is becoming a crucial factor for the brands and for that effective management of reputation is necessary. A reputation management strategy is the process by which a narrative is generated through monitoring and responding. Monitor the review people have about the brand and what measures are to be taken to change customers' perceptions. A study, it is identified that 77% of the customers look for reviews online before choosing any hotel (Rhee and Yang 2015). Take example of Premier Inn, which is one of the top-rated hotels, and it has maintained its reputation through excellent branding strategies including Tv celebrities, guaranteed great sleep by partnership with Hypnos beds and offering exceptional quality services. Premier Inn has won the heart by its Hospitality Apprenticeship programme, recruiting diverse people regardless of academic background.
[bookmark: _Toc137857664][bookmark: _Toc137857712]Importance of effective guest review management
Effective guest review management has become very important after customers have started reviewing online. It is essential to assuring that brands are presented appropriately and protected from damaging feedbacks. Effective guest review management is necessary to develop guests' faith on the brand and increase it. If a brand stands out positively it creates a winning situation over the competitors and encourage others to have an experience. Guest reviews are essential as it the primary part perceived about the hotel. In addition to this, it is also necessary in increasing booking and make guests feel a sense of trust and confidence to make their stay (Manes and Tchetchik, 2018). Hence, Hampton hotel by Hilton have hotels in 85 countries have gained success by providing the most hospitable environment and excellent services to the guest and has over one thousand positive reviews online. Hence, for hotels to gain victory over competitors more positive reviews are needed to be acquired by the guests (Sann, et al., 2022).
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After determining the importance of guest reviews, the negative impact thoughts can create must be addressed. Negative reviews must not be taken personally neither be ignored because success is associated by word of mouth. To studies, the majority of travelers reported being influenced by negative reviews online and nearly half of the guests looked for other options. Negative reviews have potential to drop bookings by 22%; thus, revenue is decreased as well (Pollák, et al., 2019). Therefore, it can create an unfavorable situation for the hotel on large scale as guests are more susceptible to wrong information. However, hotels must respond even if it is a negative review and go above and beyond in resolving it, as professionals can help in regaining trust. A hotel named Swansea Bay have lost guests due to almost all negative reviews online. Guests have rated as the most terrible hotel which has impacted its sales drastically, and Swansea Bay lost all reputation (Proserpio and Zervas 2017).
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[bookmark: _Toc137857667][bookmark: _Toc137857715]What is service culture?
Service culture can be defined as the values designed for employees as well as customers. It ensures that every sector is devoted in producing exceptional customer service. In hotel industry, service culture is the measure of assistance staff provides for the guest satisfaction. It is designed with the aim of putting customer needs a vital priority and holds employees responsible in delivering best service to the guest. This approach has proven to make hotels stand out in the tough competition. Service culture is implemented in hotels to have clear standards and align developmental strategies accordingly and by properly defining genuine goals so that the customers are respected and acknowledged (Baka, 2016).
[bookmark: _Toc137857668][bookmark: _Toc137857716]Importance of service culture in hotel industry
Service culture is principal factor for the success of hotel industry. Guests are a significant source of revenue in hotel industry, so a good customer treatment is provided for delightful experience. It helps hotels in gaining new customers and may suggest it to other people as well for the excellent services. Service culture in hotel industry assures staff to remain calm maintains a soft tone and appropriate language in person as well as on call to establish a positive interaction with the guests (Lu and Tabari 2019). It is also crucial because guests are more likely to have the first and last interaction with service representatives which requires courteous behaviour and good problem-solving skills. Service cultures create a sense of comfort in welcoming environment. Therefore, it can be stated that service culture makes a massive difference in guest experience. Take the example of Days inn hotel, which denotes its customers as the king and service culture as its queen and lineup a meeting before each shift and with that notion it has gained great success (Hussain et al., 2016).
[bookmark: _Toc137857669][bookmark: _Toc137857717]Difference between service and corporate culture 
Every kind of industry has its own culture and values, be it service or corporate. The culture of sectors is distinguished on the basis of the visions and missions it has. The focus of the corporate culture revolves around improving sales and attracting new clients while service cultures focus on improving experience of the customers and attain genuine reviews and customers. Groysberg et al (2018) investigated that corporate culture promotes engagement between employees which motivates more devotion and policies are directed towards the missions. In service culture the main focus is directed towards excellent service provided to customers while corporate culture design strategies to treat employees well. The corporate culture trades tangible assets while service culture deals through intangible skills and services (Manoharan and Singal, 2017).
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From the report above report, it can be concluded that hospitality industry is rapidly growing and hotel industry comes under its umbrella. The aim of hotel industry is to go above and beyond in providing excellent services to its customers to attain positive reputation. Developing a credible identification requires businesses to maintain consistency in the services offered which leads to standardization. The superb standard will attract more customers attracted towards it and generate positive reviews about the hotel. In case of hotel industry good reviews are significant for its success because majority of the customers look for reviews before making plans and with positive word of mouth would be able to put trust on the hotel. As much as positive thoughts can enhance reputation negative information can cause severe damage and has potential to destroy the sector. Furthermore, service culture is an important sector which is based on the objective of providing customers with exceptional services and ensures satisfaction.
[bookmark: _Toc137857671][bookmark: _Toc137857719]Recommendations
In order to attain a reputable position in this competitive industry, the hotel industry must plan strategies to improve guest experience. Service providers in hotel must focus on maintaining consistency and accuracy so prevent from any damaging reviews. The industry must identify all the challenging factors that can prevent from attaining success. Marketing has proven to boost the sales in almost every sector and take appropriate decisions.
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