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Executive summary

The purpose of this report is look at the hotel industry and its key services that are needed to remain relevant, maintain customer base and loyalty and attract potential customers. This is done through maintaining the service culture and providing experiences that will remain with the customer and touching them emotionally, making them want to return. Through hotel standards, making sure the service is consistent and the customers stay is the same every single time they return. Through reputation management you can stay on top of the changing tides and to review and fix any situation that may occur, or bad review generated through customer complaints while staying in the establishment.
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1. Introduction
The hospitality industry is extremely competitive and is important for hotels to focus attentively on key areas, such as service culture, hotel management and hotel standards to remain on top of their game. Providing regularly training to employees is the keyway to improve and being on top of the success in hospitality industry (Roxanna, 2017).  
        2.  MAIN FINDINGS
2.1 Service Culture
This refers to companies that are customer cantered and focused on offering the best service and customer satisfaction, the main aim of a service culture focuses its mission and processes on servicing the customer first before concentrating on other areas of the business. Fortune is not the key factor in hospitality, identify customer needs and give them what they want is more important (Hudson and Hudson, 2013, p.1-3). This is important because it’s the single factor and leads to service. When customers experience excellent service, this will make them want to come back over and over again and also introduce their friends and families, which also leads to great reviews and word of mouth which is essential within the hospitality industry and people will associate your brand with a positive experience, making their time spent within the establishment enjoyable thus giving the company free marketing by spreading positive feedback about your business. Customer acquisition represents a significant stakeholder, in the absence of customer business would cease to exist (Wood, 2015, p.3). Corporate culture differs from the service culture because it focuses more on the values, beliefs, and behaviours that dictate the way employees and management communicate, conduct, and handle business transactions. This will also be reflected through their dress code, business hours, the working environment, benefit offered to their employees to name but a few. Corporate culture can also be influenced by the national culture and traditions of the country it is based in as well as following the economic trends, the size of the company and products it offers. Hospitality is all about experience offered to guests and how to satisfy them. When employees are feeling inspired and cared they are providing a special memorable moment for guests. www.futureofbusinessandtech.com .  This is important within the hotel industry because comfort and experience are key to retaining customer and generating repeat business and customer loyalty. The hotel industry focuses on offering the best customer care and making sure guest leave feeling positive and well rested so that whenever they are looking to go away for business or pleasure your hotel will always be at the top of their chosen establishments due to their previous positive experience, making them a lifelong loyal customer. www.investopedia.com 

2.2 Hotel standards
According to Eid (2013, p.20) quality service has become the key to a business ability to differentiate itself from competitors and gain guest loyalty. The purpose of brand consistency standards because it leads to brand recognition. It is imperative for customers to recognise your brand and with it also have a positive association with the brand, this ensure that customers will more likely buy and remain as customers and commit to the brand for the long term, making them less likely to switch to similar brands that offer the same experience or products. Loyal customers spend more, they are your strongest advocates and forgive you when things go wrong (Heppell, 2015, p.14). The benefits of this are that customers will feel your brand more than think about it, this makes your brand the first think they will think of when seeking that service or product. For example, Novotel hotels in China realizes successful brand differentiation through strong storytelling on family and business. www.hospitalityinsights.ehl 
Hotel standards change depending on the type and class of the hotel and its target customers and depending on what the hotel is trying to achieve and image and mission statement and positioning within the industry. Chain hotels tend to maintain uniformity as this is a very important element of providing the same service and image across all its chain and keeping the brand consistent. This is important strategy to attract and retain travellers. This can evoke a sentiment of familiarity and professionalism. www.asksuite.com 

2.3 Reputation management
According to Li, Meng, and Pan (2020) Fictitious online review manipulation might be detrimental to business, negative review shows significant effects in business than positive review. Hotel reputation management is of the utmost importance, especially in this digital age, your online reputation can make or break both with review sites and social media is everything. With reviews left on google, TripAdvisor or on one of the many Tour Operators, reviews and feedback are key to your success. Since the rise of the user generated content and everyone wanting a say on their experience within the numerous digital conversations taking place in all the platforms, having a well-managed reputation can make or break your business. Online reviews are type of electronic word of mouth. Have dual role: provide product information and make recommendations from a customer’s perspective (Wei and Lu, 2013).  This is because many potential or sometimes even returning customers rely on the reviews to help them make decisions on the best hotel to book, so hotels need to make sure to keep an eye on the user-generated contents to make sure they keep ahead of any negative reviews and swiftly make improvements to avoid losing customers and making sure they generated return clientele. Reputation management is important in the hotel industry because its key to enhance your revenue and this is done by earning and maintaining trust of potential and returning customers and nurturing relationships with past clients. www.mews.com   Hotels should avoid getting negative reviews or making sure to address them as quickly as possible as this can ruin the reputation of the business, as it will influence any potential customers from frequenting your establishment, because peoples personal experience is what customers look for when deciding which hotel to choose. Consumers choices are shaped by ways in which human process information (Wei and Lu, 2013). This will affect revenue and staff turnover as well. Nobody wants to work in an establishment that does not take their customers concern seriously or is not seen to try to make changes to improve their image.

3. Conclusion 
According to Masadeh at al. (2022) Total quality management is an improvement process by producing service/ product quality and improve organisational efficiency at level to satisfy customers. As the conclusion, the hospitality industry provides the best service for their clients with the different services they offer and the uniqueness of the individual establishment. Improvements and updates must always be maintained to improve which will keep their customers happy and enjoying their service repeatedly. Service failure requires service recovery as an affective respond to customer complaints by taking prompt action to resolve these issues (Masadeh at al, 2022).   Keeping with the trends and changes in society, especially social media, and the culture of user generated contents. Businesses that ignore the changes in society end up losing their customer base, which eventually leads to close of business. Establishments that are flexible and are willing to move with the times will stand the test of time.

4. Recommendations
Hotels need to keep up with market trends to remain relevant, this is ever moving and changing, and management needs to predict and attempt to understand the changes happening regularly and this is brought on by consumer behaviour, technological changes. Hotels needs to be aware of smart hotel technology, sustainable hotels, robot staff, virtual reality and augmented reality and unique brand experience.
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