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[bookmark: _Toc137421479]Executive summary
This report is highlighting the importance of the service culture in the hospitality industry, of the hotel standards and the reputation management.
As everyone knows the hospitality industry is a very competitive one and therefore some businesses can easily fall behind the latest trends if they are not paying enough attention at the right time.
The standards for hotels are not the same, they depend on the class and type of hotel, and are different according to the hotel goals, as well as the hotel’s unique value proposition.
The most important thing for the businesses in this industry is to keep up with all the changes in the hospitality trends  and to ensure that they are delivering the kind of experience that the customers want and expects in order to gain their loyalty and positive reviews so they would attract also new consumers based on word-of-mouth marketing.
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[bookmark: _Toc137421480]Introduction
All businesses in the hospitality industry need to keep up with all the newest trends in order to avoid remaining behind, and this report will highlight some of the topics that have to be taken into consideration in order to keep up with the trends in the matter and more specifically the hotel standards, reputation management and lastly but not least, the service culture.
As everyone knows the hospitality industry is a very competitive one and therefore some businesses can easily fall behind the latest trends if they are not paying enough attention at the right time.
[bookmark: _Toc137421481]Hotel standards
Hotel Standard stands for the operational standards as facilities offered to customers, advertising, staffing; and the physical ones – as the quality of services.
The aims of the standards are to encourage all the establishments hiring accommodation and hotels to achieve the highest levels in how they are run, managed and how the consumers experience them; to reinforce a shared professional and ethical basis; and to encourage confidence in hotels in order to satisfy their clientele. (EEIG, 2012)
[bookmark: _Toc137421482]What is the purpose of brand consistency standards?
Brand consistency means making sure that the way a company is presented stays the same across every marketing channels, making the message and the image of the business as the only one the consumers and potential guests see and/ or hear.
Brand consistency is a main factor in the hospitality industry because it leads to brand recognition. When consumers recognize the brand, they are more likely to make purchases and return to the hotel if the feedbacks are positive on social media and other ways of recognition. Also, when a brand consistency is created, it reinforces the qualities the customers can cite when recommending the particular hotel. (Mailchimp, 2022)
The point of the brand consistency is to increase the customers trust and loyalty, to help the hotel to stand out of the competition, and also to build brand authority.  
In 2017, the Six Senses hotels chain was at the top of the Travel + Leisure magazine surveys, a publication that has a monthly number of about 950,000 readers.
Some facilities that are the most important for travellers that stay at a Six Senses are that they are engaging in the wellness screenings, sustainable waste management, charity initiatives, connecting with the local environment and energy efficiency. In addition to all of these are the luxurious experiences in touristic locations as the Seychelles, Fiji and the Maldives.
The second hotel given as an example is Marriott – it has the goal to creating a lot of content since 2014.
So far, Marriott has produced TV shows, short films, real-time, customer-centered marketing occasions and also an virtual travel magazine named “Marriott Traveller”.
One proof of its branding is that in the first 3 months Marriott’s virtual magazine made more than 7,000 bookings.
Marriott has also an important and strong tradition that is putting the customers first. J. Willard Marriott’s original target for his establishment was “good food and good service at a fair price.” (SiteMinder, 2023)
[bookmark: _Toc137421483]Do all hotels have the same standards?
The standards for hotels are not the same, they change in accordance with the class and type of establishment, and are different depending on the hotel goals, as well as the hotel’s unique value proposition.
In the case of hotels chains, the standardization is one of the most important factors, and it means that no matter on which of the hotels a customer decides to book, they have to know what to expect. 
The more trustworthy a hotel is with its standardizations, the more a customer will be loyal and satisfied as knowing what to expect. (Lacalle, E., 2022)
[bookmark: _Toc137421484]Reputation Management
Reputation management is very important in the hospitality industry because it is a key factor of increasing the revenue by gaining the trust of potential customers and keeping the relations in good terms with past clients. (Lacalle, E., 2021)
[bookmark: _Toc137421485]How can hotels manage their reputation effectively? 
Hotel reputation management means influencing and monitoring how a hotel is seen. It can involve following the sites reviews, engaging  or posting on social media, and improving the site for search, etc. (Boley, M., 2020)
In order to manage the reputation in an effective way the business must be active on social media, engage in real-time with the audience, win good reviews and try to avoid negative ones, focus more on digital marketing, and improve the website for search.
According to research performed by TripAdvisor, approximately 72% of the people that responded are often examining evaluations or reviews before making a choice about where to stay or eat. Moreover, almost 8 out of 10 TripAdvisor visitors, almost 79%, are more likely to book a hotel with a advanced score when choosing among two otherwise equal properties, and over 50% responded that they would in no way stay at a hotel with no good evaluations. (Huynh, T., 2020)
[bookmark: _Toc137421486]What is the importance of effective guest reviews management?
A good experience of consumers results in guest satisfaction; that, in return, increases the revenue and generates marketing for the business.
60% of guests with a positive experience will visit the hotel again so the result is more loyal guests; 39% are most likely to spend a higher amount of money for a personalised experience, that result in more revenue per guest and 41% will definitely tell their acquaintances about the great experience so it will increase the hotel recognition. (Superbexperience, 2022)
[bookmark: _Toc137421487]What is the impact of negative reviews?
Bad customer reviews can influence the brand reputation terribly and undermine the credibility of the business. Some online customers are reluctant and/or have doubts to stay at a hotel, or other accommodation with no reviews or one with more negative ones, therefore the revenue is decreasing. (Taz, G., 2023)
The negative information tends to reduce the consumer booking plans; however, the positive ratings mitigate the negative effect and are positively affecting the hotel bookings. (Gorade, S., 2022)
[bookmark: _Toc137421488]Service culture
Creating a place where employees are given the chance to grow their skills and to work effectively because this is vital for the productivity. However, this is not the only aspect needing consideration; there is another area of importance and that is service culture.
[bookmark: _Toc137421489]What is service culture?
A definition for service culture is that it stands for an environment where employees are obsessed to provide a higher level of customer service. 
The service culture not only does it make good business sense, but it is also a great way to help the business to stand out in a competitive industry. 
In other words, any business that puts the needs of its customers as the top priority is embodying a positive service culture. (Seismic, 2023)
[bookmark: _Toc137421490]How does this differ from corporate culture?
While corporate culture stands more for an corporation and employee-oriented, the service culture sets the customers at the peak of every business objective.
Service culture is the crossing of several tropes of customer service and corporate culture. (Charan, K., 2019)
[bookmark: _Toc137421491]Why is this important in the hotel industry?
Having the focus on making a priority out of the customer satisfaction is an easy way to have a stronger organization, and the reputation will be more favourable and the number of customers that will return will be higher.
The service culture shapes business’s reputation, sets the way for recommendations and sets the position on the competitors market. A customer centred strategy has been found to increase revenues, and improve business viability overall. (Louveau, F., 2023)
For example, luxury resorts like The Ritz Carlton have put dizzying standards for an extraordinary service culture. Their customer success tales display how the staff is looking to delight the customers at every possible turn, in every possible way. (Toister, J., 2018)
[bookmark: _Toc137421492]Conclusions 
In conclusion, if a business respects the hotel standards, have a good reputation management, and encourage its staff to have a positive service culture then they had achieved three of the key factors to have a successful business in the hospitality industry.
The most important thing for the businesses in this industry is to keep up with all the changes in the hospitality trends  and to ensure that they are delivering the kind of experience that the customers want and expects in order to gain their loyalty and positive reviews so they would attract also new consumers based on word-of-mouth marketing.
[bookmark: _Toc137421493]Recommendations
In order to have a profitably business I think that a service culture is most needed. 
A business in the hospitality industry needs to remind the staff of its standards  and service mission; they can also provide a coaching session, to disseminate customer service feedback, and to discuss new ways to improve the customers experience, and to inspire the employees to go above and beyond for the customer satisfaction.
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