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Executive Summary
The hospitality and tourism industry encompasses every sector of the economy that directly or indirectly helps tourists. This report will include hotel quality and brand audience. Hotel reputation management, including the effects of bad reviews and how to deal with them, will also be covered. The significance of service culture in the hospitality industry will also be discussed. An organisation's readiness to service enhancement systems is crucial. That the company's future in the present market rests on its genuine dedication to diversity and its willingness to adapt to the needs of its customers. For this reason, the company is best able to endure.
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The term hospitality refers to the connection between a host and a visitor or the act or practice of being hospitable. This entails providing for the comfort and amusement of strangers, customers, and visitors. Fair pricing should be a priority for managers since it lays the groundwork for building satisfied consumers, dedicated brand advocates, and a positive public perception of the company's name (Wood, 2015). Customers care most about the cleanliness of the store, the friendliness of the staff, the affordability of the products, and the reliability and safety of the items they purchase. Correct descriptions of service culture, hotel standards, and reputation management may be found in this study.
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[bookmark: _Toc134742928]The purpose of brand consistency standards
Maintaining a constant brand image is crucial for building consumer trust. How well a destination's brand meshes with the brands of the businesses that cater to tourists. Continuity of thought is operationalised through brand aspects that link company brands with the end goal brand. Brand guidelines ensure that all customers have the same consistent experience.   Developing comprehensive brand guidelines is the only method to safeguard the massive investment in a brand. Inconsistent brands may come out as chaotic, unreliable, and unlikable (O'Fallon, 2010). Hotels that belong to the same chain or brand should adhere to these guidelines to guarantee that guests always receive the same high-quality service and facilities.
Maintaining high levels of brand consistency also encourages consumer confidence and devotion. Guests of a hotel chain have come to anticipate a specific standard of service at all of its properties.  Some components of the hotel, including the availability of desks and the ideal positioning of plug sockets, are standardised thanks to brand design guidelines (Ionel, 2016). The effectiveness of hotels under a brand depends heavily on their adherence to brand consistency requirements.
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Operating and physical hotel standards are both referred to as Hotel Standards. Standards guarantee the hotel's offerings and services are risk-free and of high quality.   However, not every hotel adheres to the same high standards. Even though all hotels should probably follow some general industry standards, different hotel chains and brands may have different requirements for their individual properties (Walker, 2014).  It's possible that various hotel chains would have varying requirements for their properties' interior decor. A hotel chain may insist that all of its properties adhere to a specific colour palette and design style, while another may be more lenient about such matters (Proserpio, 2017). There are different requirements for staying at a Hilton versus a Premier Inn.
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[bookmark: _Toc134742931]Managing reputation by Hotels
The reputation of a hotel must be managed by monitoring and, if required, changing the opinions of its guests. Hotels should check review sites like TripAdvisor, Yelp, and Google Reviews frequently. This allows them to keep tabs on what people are discussing about their hotel. Managing a hotel's online reputation entails a wide range of activities, from monitoring review websites to actively responding to guest comments on social media and improving search engine rankings (Reyes-Menendez, 2019). Hotels must listen to their patrons in order to make necessary adjustments that will enhance their stay. This is a useful strategy for companies like Hilton Hotels to control their public image.
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Guest feedback is crucial to the success of any hotel. When someone googles the hotel's name, this is the first result they will see.  The hotel's performance in comparison to its rivals is heavily influenced by the hotel's internet reputation; thus, maintaining a positive image in the minds of potential guests is crucial (Liu, 2017). The more reviews a hotel gets, the more probable it is that guests will choose to stay there. Providing stellar customer service to customers is a certain method of raising their opinion of the establishment. Putting customers first will make a good impression, and it will show up in reviews.
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A company's reputation and credibility can take a serious hit from consumer feedback that is negative. The reputation and brand of a hotel might be harmed by unfavourable reviews as well (Castro, 2016). They threaten the hotel's reputation and may cause guests to stop staying there. A hotel or restaurant's income might take a hit if there aren't enough positive evaluations to outweigh the bad ones.  When many bad reviews appear on different sites, it can drive away as many as 70 per cent of would-be customers from a hotel (Browning, 2013). There is a responsibility on the part of hotels to respond to visitor complaints, both positive and negative.
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A service culture is a work environment where workers value and prioritise giving excellent service to clients. That involves going further than the call of duty and guests' excessive demands. One may likely think of several instances of service cultures immediately. Every staff member's responsibilities should be aligned with maximising the client experience and value (D'Alessio, 2017). Teams with a strong service culture are inspired to always prioritise the needs of their clients.
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Service cultures focus on the client first and foremost in all aspects of corporate strategy, from product development to customer service. When company values and customer service cliches collide, you get service culture (Hogan, 2014). Even if a firm's general corporate culture is poor or bad, it is still feasible for that organisation to have an effective service culture. An organisation can have an excellent service culture wherein customer requirements are prioritised, and workers go above and beyond to deliver outstanding service while having a hierarchical and also bureaucratic structure that fails to prioritise employee pleasure (Guiso, 2015). Though they have similarities, service culture, as well as corporate culture are distinct.
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The hospitality business is a major force in the economy's service sector. Having a strong service culture is crucial in the hotel business. Meaningful relationships between hotel personnel and visitors are shaped by the employees' values, attitudes, and actions. However, excellent service is the kind that goes above and beyond to meet the requirements of the client. A hotel with an excellent culture of service values its guests and strives to meet or exceed their expectations in every way (Walker, 2013). Which includes things like looking forward to what guests might want, acting quickly when they do, and making sure they leave happy. The Hilton hotel chain is a wonderful example of a company that has to uphold its culture if it wants to attract and keep customers.
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Several broad movements are occurring in terms of advertising in the hotel industry. Hotels that go the extra mile to accommodate customers' particular tastes are going to stick out in a market where personalisation has become increasingly important. Hotels may better cater to their guests' needs by using a customer relationship management (CRM) system or other similar technologies (Schuckert, 2015). Keeping up with technological developments is essential to remain competitive in the hospitality industry. 
The employment of robots, the development of artificial intelligence, the proliferation of cashless and mobile payment technologies, and the increasing use of voice control are all examples of noteworthy developments in this field. Guest contact and pleasure may be increased by using mobile applications, VR, and AR in hotels. Cleanliness, social distancing, and other security measures are more likely to attract customers to a hotel (Bowen, 2018).  Self-care, as well as preventative healthcare, are, without a doubt, on the rise. The health and fitness sector is rapidly developing into an industry worth billions of dollars. And hotels and other hospitality venues, especially those with current spa amenities, stand to gain a disproportionately significant share of this revenue. Hotels that are cognizant of their impact on the environment and work to lessen it will gain the patronage of those who value sustainability (Anagnostopoulou, 2019). These suggestions are going to be a big assistance.
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Standards have been established in the hospitality business to aid employees in working more efficiently. When it comes to providing a service, the hotel business is crucial since so many people need a place to stay for the night. A hotel's standards, reputation, and service culture are all crucial components. This report details these events in full. It's crucial for a company to keep its standards up so that customers will continue coming back and recommending it to their friends and family.
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