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[bookmark: _Toc135836785]Executive summary
	The hospitality industry is highly dynamic and depends on external and internal environmental factors for the organizations to meet their goals. There is always a need to focus on consistency in the quality of service delivery, maintain an organizational reputation based on online and offline reviews, and focus on implementing a high-quality service culture. As such, the staff should understand their roles while the management tries to conduct regular market research to determine the areas of improvement, the critical customer concerns, and how their rivals are performing. The administration needs to focus on brand management and creating a culture of high-quality service provision, as these are the key metrics that can determine how the staff should be handled, their training needs, and how they can portray an organizational image. They need to ensure that the culture results in brand consistency, as the primary motivating factors are customer satisfaction, mitigation of complaints, and receiving positive reviews. The image that a hotel builds determines its level of success, as customers always want high-quality service and a good experience the first time they visit such hospitality centers.
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Hotels Service Culture, Reputation Management, and Brand Consistency
[bookmark: _Toc135836786]Introduction
The hospitality industry is competitive and demands the players in the sector to be highly innovative and understand the industry dynamics. As such, they need to focus on integrating the variables of a high-quality service culture, have a good brand reputation and manage their image effectively, and ensure consistency in the quality of services (Giroti, 2020). Also, such organizations need to gain a competitive edge over their rivals, and the initial phase should be determining their competitors. When assessing the competitive performance of Marriott International, Inc., it is necessary to consider how its close rivals, like Hyatt Hotels Corporation (Hyatt Hotels & Resorts) and Four Seasons Hotels and Resorts, operate and manage to remain productive and highly competitive. Such firms have to compete in different aspects. Still, the primary aim is to maintain its brand reputation, focus on high-quality service culture, and consistently handle its staff and clients (Rather and Sharma, 2016). The hotels must keep a base with industry leaders and competitors with the intent of attracting and retaining customers, a variable that can boost their standards of performance and aim at meeting the customer experience expected in the industry (Buhalis and Park 2021). In the hospitality industry, the management of hotels should focus on high-quality service culture, enhanced reputation management, and embrace brand consistency as part of their operational model, as these are the essential variables that can enable the companies to gain a reasonable competitive advantage and thus maintain their statuses as going concern enterprises. 
[bookmark: _Toc135836787]


The Service Culture
[bookmark: _Toc135836788]Assessment 
The hospitality industry should feature employees determined to offer high-quality services by setting a service culture of continuous improvement (Murphy et al., 2019). Such staff works in an accommodating environment that can boost their skills and competencies and enable them to function optimally, thus helping them realize organizational goals. Ultimately, the staff will be obsessed with providing superior and high-quality services to their clients to beat stiff competition from their rivals (Michaelides et al., 2017). Beyond the call of duty, as defined by their job profile, the staff has to ensure that the clients get value for their money and are delighted to have done business with the facility (Gelbman, 2021). The culture not only makes good business sense but boosts the company's brand reputation and helps meet the business goals amid stiff competition. 
[bookmark: _Toc135836789]Application 
a. [bookmark: _Toc135836790]Hyatt Hotels & Resorts
Hyatt Hotels & Resorts understands the significance of a service culture and has made it part of its initiatives that guide the staff to work optimally. As such, the management has recognized people as the most critical asset that must be optimized; people. The company is made of a family culture where the staff is the family members while customers and close friends whose needs should be met (Hyatt, 2023). By following these standards, it becomes possible for the enterprise to meet its profit-making goals through an increased rate of customer acquisition, retention, and loyalty. The staff understands that guests are the heart of the business, thus ensuring that they offer customers a different experience that can boost their performance index. 
b. [bookmark: _Toc135836791]Marriott International, Inc. 
Marriott International, Inc. has also benefited from implementing a service culture by curating a seamless and personalized experience termed 'The Marriott Way.' Notably, the staff has been tailored to analyze and interact with customers to understand their needs and serve one customer at a time. The strategy mitigates instances of confusion regarding orders and manages the guests by reducing the wait time. When the guests feel engaged, they can relax as they are assured that their needs shall be met (Hyken, 2022). The company has also embraced a digital customer experience by advancing the quality of communication and breaking language barriers. Based on the model of an influential service culture, organizations can boost their performance and maintain their competitiveness. 
[bookmark: _Toc135836792]Reputation Management
[bookmark: _Toc135836793]Assessment 
The players in the hotel industry need to have a good brand reputation through effective management of their affairs and portraying a professional and compassionate image. The administration has to influence key stakeholders to positively perceive the enterprise and be motivated to send positive signals to the market about the quality of services offered (Boley, 2020). Among the measures to undertake include ensuring that the customers ate satisfied, focusing on meeting their unique expectations and always acting ethically, and handling the staff professionally. The management can then create a culture of continuous improvement and appropriately respond to reputation threats as they consider proactively seizing opportunities to boost the brand reputation (Goswami, 2021). If the hotels cannot manage their reputation effectively, it will result in a major setback in brand loyalty and a decline in the number of visitors and, thus, profits (Customer Alliance, 2022). Also, there will be a tendency for highly qualified and experienced staff to leave, and the firm needs to attract competent employees to take such positions. 
[bookmark: _Toc135836794]Application  
a. [bookmark: _Toc135836795]Hyatt Hotels & Resorts
The company has a positive reputation by working as an enterprise based on family values. For instance, the management has fostered the realization of a world of care in which the Hyatt footprint is meant to expand and accommodate the needs of international customers (Hyatt Hotels & Resorts, 2023). Hyatt's business model is defined by a caring and responsible staff determined to accomplish significant developments that can promote the quality of customer care. The company operates in more than 70 countries and is determined to feature all cultures, races, and sexual orientations, thus mitigating discrimination and creating an accommodating culture. 
b. [bookmark: _Toc135836796]Marriott International, Inc. 
The company is highly reputable in terms of its perception of the values of diversity and inclusion. Like its competitor, Marriott ensures that its staff comes from different ethnicities, cultures, and races and is motivated to work optimally. Diversity and inclusion remain a fundamental aspect of the company's core values. It uses such a model to gain a competitive advantage by implementing a DNA of cultural inheritance (Marriott International, 2023). The company understands that everyone feels good about themselves, and it is necessary to focus on boosting the organizational image. 
[bookmark: _Toc135836797]Brand Consistency
[bookmark: _Toc135836798]Assessment 
Brand consistency is defined by how an organization presents its business and the perception that the market gives the brand. The management must consistently ensure that they focus on providing optimal quality service provision and maintaining a reliable brand image (Ogunnaike, 2020). If the hotel stands for high-quality services and standards of inclusivity, then the management's decision-making should reflect such variables in employee administration and policy making (Booking Success, n.d.). The same pattern should be observed in various sectors, including marketing, handling customers, and solving disputes. 
[bookmark: _Toc135836799]Application 
a. [bookmark: _Toc135836800]Marriott International, Inc. 
The company sets its business based on high-quality services and ensuring that customers' concerns are addressed. As part of its marketing initiatives, the management has ensured that the messages are consistent with what the customers will expect, particularly by creating customized messages addressing individual and group concerns. 
b. [bookmark: _Toc135836801]Hyatt Hotels & Resorts
The company has also remained competitive by maintaining brand consistency based on the critical attributes of success. For instance, there is a determination to reflect value for people, including the staff, management, and customers. Such a focused approach is meant to meet organizational needs and boost performance standards to ensure that the level of competency and professionalism is assured and maintained. As such, the aspects of a family culture are maintained with an eye on trying to boost the standards of competency and work ethics. 
[bookmark: _Toc135836802]Recommendations
Companies operating in the hotel industry need to focus on effective decision-making by setting the right goals and initiatives to realize organization-based goals. The key policies they must consider include an appropriate service culture, brand reputation management, and brand consistency. Once they meet these goals, it will be possible to boost the performance and competency standards and meet the market trends. Notably, Hyatt Hotels & Resorts and Marriott International, Inc. have managed to remain competitive as they are focused on creating a good business culture based on the dynamics of continued performance (Prashar, 2017). Even so, they need to copy some positive attributes from each other, like handling customers one at a time and creating a family-based culture. Such an integrated initiative is more likely to boost performance standards and intensify organizational goal realization. 
[bookmark: _Toc135836803]Conclusion
The hospitality industry takes a dynamic and unique scope regarding its business processes, as customers may have divergent needs. Considering the operational nature of Hyatt Hotels & Resorts and Marriott International, Inc., these competitors set the foundation for analysis and determination that several factors influence the standards of competency, performance, and decision-making. Among the key attributes is meeting customers' expectations; thus need to consider factors like service culture, brand management, and brand consistency. The two companies have remained dominant in the hospitality industry, for they have a predetermined approach and motive to succeed in the competitive sector. 
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