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Executive Summary
The hotel industry is becoming very competitive over time where the quality service and brand consistency leads them to success. The hotel company emphasis to improve their dynamic business strategy to develop their customer service and brand consistency. The hotel standards are indicated the service quality and hotel environment that is concentrated to provide an excellent service experience. And the service culture plays a significant role to implement a customer-oriented business strategy to obtain organizational goals. In this report, we will discuss the necessity of hotel standards to create a strong position in the hotel industry and enhance customer engagement by properly managing hotel reputation. It also interprets the roles of service culture to improve the performance of the employees as well as hotel operations.  
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Introduction
The hospitality industry refers to the sector which is related to restaurants, accommodations, transportation and other personal services. The hospitality industry also provides entertainment services through amusement parks, events management and other related services. this industry is playing a significant role to mitigate the tension between tourists and travellers for catering and lodging services. it also indicates the massive business sector which is related to the guest series and increasing customer experiences (Zandberg, 2019). The industry is growing over time and getting competitive over time. The hotel company has to maintain their hotel standards to create a good impression among the customers. And after that, the hotel enhanced its business operations. the hotel company has to maintain proper brand recognition and attract customers. the working culture of the hotel has to motivate the employees for obtaining better customers. the customer is generally affected by the business operations of the tourism industry. This report will discuss the roles of hotel standards, the service culture of the hotel and proper promotion of the hotel. and provide suggestions to improve the hotel industry. 
Hotel standards of Marriot International
Hotel companies are emphasis to improve their strategy and enhancing the customer's experience. The management of the hotel has to concern about the issues of the hotel company that has a great chance to improve their ability and facilities. The hotel standards indicate the norms and principles of the hotel that helps to improve the quality of the service as well as expand the business. The hotel industry has operational standards that are implemented for monitoring and controlling human resources, customer management and the working environment of the hotel (Susskind, 2016). it also improves the hotel promotion activities with higher brand value. The physical standards of the hotel services resulted in good practices for the improvement of customer service such as quality service, affordable utility and customer experience. The brand consistency standards of the hotel indicate the standards that expedite the operations of the hotel as well as create good customer engagement. Brand consistency refers to the situation where the hotel company is mainly focused to create good customer engagement as well as improving the brand facilities to enhance consistency (Chen, 2015). To enhance brand consistency, the hotel company has to promote tier brands adequately and maintain proper communication in the hotel to ensure the quality of customer service. the hotel standards are also implemented for expanding their business as well as providing transparency in their operations. the benefits of brand consistency of the Marriott International Hotel are given below: 


Figure 1: Benefits of Brand Consistency in the Hotel Industry
Source: (Czerniawska, 2014)
The brand consistency of the hotel helps to promote loyalty of the hotel management to provide quality service to their customers. The hotel management also implements hotel standards to decline employee retention and other inconsistencies in the hotel. Brand consistency also creates a positive image of the hotel that is recognizable for all classes of people in the country as well as enhancing customer engagement. Good brand value of the hotel helps to build trust in the people as they think the company provide quality service to their customers (Riley, 2015). It also shows the reliability and accountability of the hotel to their customers as well as promoting positively. It also plays a significant role to improve the internal communication system as well as external communication with the customers. All hotels in the world do not have similar hotel standards which represent their quality and accountability. The different hotel develops their standards according to their goal and improvement of customer service. Marriot International Hotels is following proper hotel business standards including service efficiency, cordialness with customers and proper employee management. The practice of higher hotel standards helps to enhance efficiency in operations and give different gives to motivate customers as gifts (Kuskov, 2023). The customer has to be attracted by their brand consistency and higher hotel standards which intended to provide quality hospitality service.
Reputation Management of Marriott International Hotel
Reputation management refers to the process of attracting customers and public perception of the brands. It also indicates the process of maintaining a good image in the hotel industry that helps to enhance customer engagement. Reputation management is a significant activity for creating a strong position in the market as well as building customer loyalty (Evans, 2017). The hotel company are monitoring customer review and online activities that can influence negatively and create a negative impression among the customer. They are taking initiatives to reduce the problem to ensure the proper brand promotion of the company which helps to enhance profitability and customer engagement. The reputation manager of the company is responsible for protecting the hotel brand from rumours and conspiracy in the market. the company use both reactive and proactive strategy for reputation management. It implements a proactive reputation for developing its brand value and creating a favourable impression among customers (Jezierski, 2020). And when the company face negative online reviews and adverse PR then it implements the reactive strategy of reputation. 


Figure 2: Reputation Management of Hotel
Source: (Jensen, 2019)
The company creates marketing content to promote its hotel brand and customer services. they also monitor their customer feedback online and properly report whether it has a negative or positive impact on the hotel. And the hotel will do press releases to mitigate and diminish rumours about the company (Susskind, 2016). And the company always try to improve their hotel brand continuously. Adequate and positive guest reviews help to create good brand value and an acceptable image of the company. It also helps to enhance customer engagement. The negative reviews of the customer have disrupted the company's reputation and declined the trust of the customer. It also reduces customer loyalty and customer engagement. The customer will influence by fake reviews and rumours that cause a fall-down in the hotel's revenue (Clarinval, 2023). And for a negative impression the hotel company might lose its market position and acceptance among customers.
Service Culture of Marriot International Hotel
The hotel industry are following customer-oriented service culture where they emphasise improving customer service operations. Service culture indicates practising to create a sound environment in the company where the employee is performing better and provides supreme service to their customers (Zhang, 2014). The service culture of the company is designed to fulfil customer expectations and ensure quality customer service. In the customer-oriented service culture, hotel staff are welcoming guests cordially and provide the required value and respect that feel them special. They are willing to create a good impact on the customer by developing a business strategy. The corporate culture emphasises improving the thinking, understanding and act of the member who is involved with the industry. It also works for creating a better working experience for the employees and developed their business strategy for better customer engagement. On the other hand, service culture is intended to improve the skills and knowledge of the employee to improve their performance for better customer service. It is also improved the working environment where the employees are working with great privilege and higher security (Lemy, 2016). Service culture concentrated on continuously improving their customer services. The success of the hotel industry is greatly depended on service quality and service culture. The company has to develop their business strategy for enhancing customer engagement as well as obtaining customer satisfaction through excellent service (Susskind, 2016). The service culture of a hotel directly influences the success and reputation of the company which leads them to create a strong position in the market as well as adequate customer acceptance. 
Recommendations to Improve Obstacles of Marriott International
The hotel industry is a very competitive industry which is greatly dependent on brand reputation and quality customer services (Clarinval, 2023). The global crisis and other unexpected situations disrupt the operations of the hotel which should be overcome by implementing the following measures:
· Adapt the changes in market trends and develop a dynamic strategy to improve employee engagement to diminish employee retention
· Enhancing brand promotions and advertising to reach potential customers and attract them towards the hotel for a better experience.
· Recruit skilled and experienced hotel staff who has adequate knowledge to provide supreme service to the customers that resulted in higher customer satisfaction. 
· Protecting and monitoring reputation in the online platform to enhance the brand value and diminish rumour and fake reviews to overcome the conspiracy of competitors.
· Developing technological issues for better customer experiences with website and online booking facilities to expedite customer experience positively.  
Conclusion
The hotel industry is the growing industry in the world in the last few decades. The expansion of the industry and customer engagement enhanced over time. The hotel company should set proper hotel standards for providing quality service to their customer that resulted in a higher level of customer satisfaction. The hotel standards should be set by higher authorities to implement properly for better customer experiences (Lockyer, 2015). Another significant role of the management is managing online reputation and reviews properly. The reputation management of the company helps to develop a market position and enhance the brand value of the hotel. The service culture of the company also plays crucial roles to develop employee attitudes to provide quality service to their customer. The hotel management has to develop a business strategy to obtain a predetermined goal by providing quality customer series.
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