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Executive Summary
Maintaining brand standards, core values and cultural standards is essential for the hotel industry to gain a positive customer experience and competitive advantage. In this report, three core values of the hospitality business have been identified and analysed including hotel standards, service culture and reputation management. It has been identified here that the good standard of a hotel has helped to raise customer trust and loyalty and maintain consistency in business operations. As an example, Marriott International focuses on maintaining its quality and ethical standards in terms of increasing its brand awareness. Whereas, Hilton manages its costs in the business activity to generate revenue and maintain brand standards. Hence, different hotel companies maintain different ways to meet the standards. The service culture and corporate culture of the hotel companies are important to increase the customers' loyalty and retention and to increase the employees' productivity, which leads towards the best-provided services to the customers. Two major issues faced by hoteliers are globalisation which is a disruption for entering into a new market and long-time taking issues which lead to problems booking reservations. Social media marketing and differentiation targeting strategies have been suggested here to mitigate these issues and attract more customers. 
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[bookmark: _Toc136864889]Introduction 
Maintaining brand standards leads to increasing brand loyalty, and the hotel industry must support the measure to increase its competitive advantage through customer experience. This report aims to cover the purpose of maintaining brand standards in the hotel industry. In addition to this, it will also evaluate the way the hotel industry manages its reputation and standards. The importance of effective guest reviews will also be reflected. This report will also shed light on the service culture of the hotel industry and its difference from the corporate culture. Apart from that, several challenges faced by the hotel industry along with examples will also be discussed and some recommendations will be provided to mitigate such challenges by analysing the market trends. 
[bookmark: _tl4acvnf2yp0][bookmark: _Toc136864890]Main findings
[bookmark: _3im0fbfdiz9q][bookmark: _Toc136864891]Hotel standards 
[bookmark: _l29fhrcxzgik][bookmark: _Toc136864892]“What is the purpose of brand consistency standards?”
Brand standards are considered as the quick-reference guide of the brand and it is the set of guidelines and rules, which protects the integrity of the brand. Maintaining brand guidelines helps the company easily maintain consistency within the presence and feel of that brand. The purpose of the hotel industry to maintain brand consistency is to increase customer loyalty and trust (Salem, 2021). Increasing brand awareness makes the customers want to interact with the business.  It helps to distinguish the company from others in the industry. 
[bookmark: _gz92kxz5oaj2][bookmark: _Toc136864893]“Do all hotels have the same standards?”
As an example, Marriott International, which is the World’s largest lodging company and has been recognised as the leader of the hospitality industry due to its commitment towards maintaining quality, and ethical standards (Marriott, 2020). In terms of maintaining its brand reputation, this company has created the “Marriott Global Cleanliness Council” after the covid-19 pandemic as a brand consistency standard (Marriott, 2020). It is focused to create the best level of maintaining global cleanliness standards of hospitality, and norms to minimise the risk to the customers and to enhance safety. This company also enables Electrostatic spraying technology to disinfect entire hotel areas (Marriott, 2020). Apart from that, Hilton focuses on using innovative solutions and advanced technology to keep costs down in the business without compromising its providing quality. The global online service of this company has a strong brand presence in online platforms to stand out from the competition. The sales team of this company is fully engaged with the different selling platforms for the portfolio of this brand. The Hilton Supply Management high quality and innovative services to its hotels to provide the best customer service (Hilton, 2023). Hence, it can be said that Different hotels maintain different ways like quality management, keeping costs down, and others to maintain consistent brand standards. 
[bookmark: _ywb68uc2dfq4][bookmark: _Toc136864894]Reputation Management
[bookmark: _3kdctj1gches][bookmark: _Toc136864895]“How can hotels manage their reputation effectively?”
A strong endorsement of online business has emerged in Marriott International’s reputation management. The increased focus of this company towards the supply of food & beverages across its Asia-Pacific (APAC) portfolio benefits the company from the unparalleled social media and online reviews (Insights, 2023). In this way, Marriott International obtained a strong reputation score of 73.4 (Marriott, 2023a). With a strong reputation, this company holds the first rank in the UK hospitality industry. Huge hoteliers like Marriott International and Hilton Worldwide trust the reputation of their brand to the housekeeping staff, desk clerks and other frontline employees (Gibbons, 2022). On the other hand, the Responsibility team and Business Reputation of “InterContinental Hotels Group” (IHG) monitor and coordinate the risk management system of this company (IHG, 2023). This system has been designated to determine and anticipate relevant security risks and operational safety to mitigate the risks within the organisation related to reputation. 
[bookmark: _kbu831vsa4ni][bookmark: _Toc136864896]“What is the importance of effective guest reviews management?”
“Effective guest reviews management” helps hoteliers to raise the bookings and traffic to manage the guests in an efficient manner (Wood, 2015). With proper management and greetings, the guests also feel confident to think about staying at the hotel. Applying for positive reviews, large hoteliers like Hilton Worldwide, Marriott International and IHG can promote their brands to attract more guests. According to Juanamasta et al. (2019), effective customer management enhances the trust and credibility of a reputed company. Whether there are no positive reviews against the services provided by the hoteliers, the guests will steer clear. 
[bookmark: _rgbkv2nqq5t1][bookmark: _Toc136864897]“What is the impact of negative reviews?”
Negative reviews can disrupt the brand reputation of large hoteliers and may raise a decline in business revenue (Tesone, 2014). Several reluctant online buyers feel hesitant to book a hotel after seeing so many negative reviews. This led to a decrease in the revenue of Hilton’s business. Apart from this, negative customer reviews lead to unfavourable consumer behaviour towards hotel bookings on a huge scale. This could affect the business growth of UK hoteliers as it will be a hindrance in attracting potential customers. For example, negative customer reviews created a negative impact on the business performance of Marriott International as it leads to several hazards including the closure of properties, lowered demand for this hospitality service in the market and financial losses (LinkedIn, 2023). Similarly, the management of Hilton Worldwide has faced issues with negative reviews and it lowered the booking intention of the customers (Hilton, 2021). Low booking intention among customers leads to a decrease in sales and revenue in the hospitality business. 
[bookmark: _ocphjqqnx8y3][bookmark: _Toc136864898]Service culture 
[bookmark: _ykk2hkkz02z5][bookmark: _Toc136864899]“What is service culture?”
“Service culture” refers to the company’s culture, which focuses on customer service. In service culture, the company focuses on its serving processes to the customers. The service culture has its importance because it is generally the key factor, which leads towards great service. Due to the great service culture, customers are more likely to continue with the service (Heppell, 2015). For example, the service culture of Marriott International is to put the customers a priority, embrace the changes, and act with integrity to serve the customers (Marriott, 2023b). The service culture helps to create strong brand awareness among its customers.   
[bookmark: _u7io20sebt5r][bookmark: _Toc136864900]“How does this differ from corporate culture?”
Every organisation has its own culture like service or corporate. The service culture is about providing the best services to the customers whereas, the corporate culture is about its policies and procedures, which are directed towards its mission and vision. Corporate culture is about the way the members of the organisation think, act and work. As an example, Marriott International conducts its day-to-day activity with maintaining ethical and legal standards. Apart from that, this company embraces diversity in the workplace to support its international employees (Marriott, 2023c). The diverse work culture helps to increase productivity and enhances the decision-making process in the business. The service culture of this company is about embracing changes as per the customers' demand to provide the best services. Hence, The corporate culture is different from the service culture. 
[bookmark: _uy54py5f2sk1][bookmark: _Toc136864901]“Why is this important in the hotel industry?”
Both the aspects of service and the corporate culture of the company are interlinked to acquire the chance of a high level of customer loyalty, employee motivation, and increased productivity. Corporate culture is important for the hotel industry to support its objective. A positive corporate culture increases employee retention and helps to attract an effective talent acquisition process (Hongal and Kinange, 2020). On the other hand, companies with a strong service culture enjoy different advantages like increasing competitive advantage, customer loyalty, and retention. Both of these aspects are important to create strong brand awareness for its customers. 
[bookmark: _pozlpgb3q8tg][bookmark: _Toc136864902]Conclusion
This report has demonstrated that hotel standards could be maintained by maintaining brand consistency. Maintenance of consistency in services might help the large hoteliers of the UK to raise brand loyalty. With the real-life examples of large hoteliers like IHG, Hilton and Marriott International, reputation management has been discussed to understand the reputation of the large hotel brands of the UK. It has been identified from this study; effective guest management helps hotels to attract more customers. Besides the positive reviews, negative ones disrupt the brand reputation and business revenue as well. The concept of service culture and its difference from the basic corporate work culture have been depicted in this study along with the significance of service culture. 
[bookmark: _pi6w1yfqziq5][bookmark: _Toc136864903]Recommendations 
[bookmark: _kyptz1ebnfl2][bookmark: _Toc136864904]“What are the obstacles facing certain businesses?”
The guests of Marriott International get frustrated due to long hold time issues they are facing whenever they try to book rooms at Marriott’s official website as it takes a long time to respond (Singh, 2023). Due to this, the guests of this hotel cannot complete the reservation within time. On the contrary, one of the biggest challenges faced by Hilton is globalisation due to which they are facing issues in entering the international market (Hilton, 2021). Due to this, the operations of this company may vary due to the emergence of different operating locations. 
[bookmark: _d8vqt181rgr6][bookmark: _Toc136864905]“What recommendations do you have for hotels regarding market trends?”
[bookmark: _1mc5mqhs8992][bookmark: _qb8bvosbvans][bookmark: _b5ty78z2h0zb]In order to lower the long hold time issues, it is recommended to Marriott International lower the amount of buffering in the path of reservation bookings. Considering the present market trends, both the big UK hoteliers, Marriott International and Hilton need to drive their business online from offline. They need to adopt a social media marketing strategy to keep the focus on the upcoming trends in reservation booking. In order to identify the target market, both hoteliers should apply differentiated marketing and segment the market according to age, gender and ethnicity. This strategy would help the hotels to interact with potential customers efficiently.
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