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Executive summary

The focus of this report is to analyse important elements of the hospitality industry such as hotel standards, reputation management, and service culture. The report aims to offer valuable insights and recommendations based on the analysis. The standards of hotels are an essential framework that establishes the level of service and amenities provided by hospitality establishments. Ensuring consistency, building trust, and contributing to brand identity are their key functions. The guidelines for hotels vary based on their target audience, with luxury and budget hotels having distinct sets of standards. Hotels must prioritise reputation management in the digital age. Online reviews and feedback can be used by consumers to influence a hotel's reputation. To ensure a positive reputation, it is important to actively monitor and respond to any feedback or comments on different online platforms. This proactive approach is key to effective reputation management. To build trust, prevent harm to their reputation, and improve their services, hotels can maintain a positive online presence and respond constructively to negative reviews. In the hospitality industry, service culture plays a vital role as it involves the attitudes and behaviours of employees when providing excellent customer service. A robust service culture strives to surpass customer expectations whenever possible and reflects the values and beliefs of the organisation. To improve the industry, it is recommended to uphold transparency and authenticity when handling online reviews, integrate emerging trends into strategic plans, prioritise staff training, and offer personalised experiences to cater to the unique needs of each customer. By implementing these measures, the hotel can improve the customer experience, strengthen its reputation, and foster customer loyalty.
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1. Introduction

The hospitality industry is renowned for its lively dynamics and constantly changing environment. Constant innovation and adaptability are demanded by the industry, which is influenced by a multitude of factors such as technological progress, economic changes, and consumer preferences. A hotel can stand out from its competitors by adhering to unique hotel standards and providing exceptional service that prioritises high-quality customer experiences (O’Fallon and Rutherford, 2010).These requirements play a crucial role in defining the brand's identity and serve as a benchmark for assessing the quality of service provided. It is essential to have a strong reputation management plan in place to uphold a favourable online presence. In nowadays digital era, it is imperative to effectively manage the process of consumers reviewing and booking hotels, given the ease and convenience that technology provides (Wood, 2015). The purpose of this report is to assess different factors related to hotel operations and provide valuable insights and recommendations for the industry.

2. Main finding

2.1. Hotels standards
The hospitality industry relies heavily on hotel standards, which serve as a crucial framework for determining the quality of service and amenities provided. Ensuring a consistent experience for customers is crucial in building their trust and loyalty, regardless of the establishment's location or size. Establishing and adhering to hotel standards is crucial for businesses in the hospitality sector. This ensures that guests receive a consistent level of comfort, service, and amenities, which in turn helps to create a reliable brand image that resonates with them (Nikolskaya et al., 2020). These standards cover a broad range of areas, including both physical attributes of the hotel such as room features, cleanliness, and maintenance, as well as intangible aspects such as customer service, staff behaviour, and response time. For instance,  a standard could be that rooms must be cleaned and prepared for new guests within two hours of the previous guest's checkout. The specific standards of hotels differ depending on their branding, target audience, and positioning (Walker, 2013). For instance, luxury hotels such as The Ritz-Carlton and Waldorf Astoria are known for their exceptional standards, which reflect their dedication to providing an unmatched level of service. The company's standards prioritise exceptional and customised services, such as assigning a personal concierge to every guest and organising one-of-a-kind experiences to ensure unforgettable stays. The meticulous attention to detail and personalised care provided by the business is tailored to meet the needs of their wealthy customers, who highly appreciate and anticipate such exceptional levels of service (Shin and Jeong, 2022).  On the other hand, budget hotel chains such as Ibis or Travelodge follow a distinct set of guidelines. They prioritise lodging experiences that are clean, affordable, and reliable. Their consistent standards across all locations guarantee that guests will receive a safe, comfortable, and affordable room, providing them with a clear understanding of what to expect. This approach is designed to cater to their main target audience, which consists of budget-conscious travellers who are looking for good value for their money (Stringham, 2020). Therefore, ensuring that hotel standards align with the brand promise and fulfil customer expectations is of utmost importance. Luxury hotels run the risk of harming their reputation and losing customer trust if they do not provide the expected level of service. If an economy hotel chain fails to deliver on its fundamental promise of providing clean and affordable accommodations, it runs the risk of disappointing customers and losing their business. Hotel standards are not only guidelines for operation, but they also play a crucial role in shaping customers' perception and promoting brand loyalty. Employee training and performance evaluations are essential for any hotel, as they provide a clear direction for staff members to follow (Vallen and Vallen, 2014).

2.2. Reputation management 
The hospitality industry has recognised the importance of reputation management in the digital age as a crucial factor for achieving success. Nowadays, online platforms have given consumers the ability to shape and influence a hotel's reputation. As a result, hoteliers worldwide must possess the fundamental skill of managing and responding to these reviews. Effective reputation management requires a comprehensive strategy that considers a wide range of factors. Managing a hotel's online reputation involves more than just responding to reviews. It also involves monitoring and maintaining the hotel's social media presence, collaborating with influencers, and ensuring positive search engine results (Schuckert, Liu and Law, 2015). An effective reputation management strategy can effectively demonstrate a hotel's commitment to excellence, responsiveness to customer feedback, and unique offerings (Johnston, Clark, and Shulver, 2012). The process starts by actively monitoring digital feedback on various platforms. Some examples of popular review websites are TripAdvisor, Booking.com, and Yelp. Additionally, social media platforms such as Facebook, Instagram, and Twitter can also be used for reviews. Hoteliers can stay ahead of potential issues, minimise negative impact, and enhance their reputation by keeping up with online conversations and reviews. Additionally, they can use positive feedback to their advantage. However, it is crucial to respond swiftly and thoughtfully when receiving feedback, whether it is positive or negative (Can and Alatas, 2019). Crafting a thoughtful response to a negative review can help ease any concerns the guest may have had, showcase the hotel's dedication to ensuring customer satisfaction, and even turn an unhappy guest into a loyal customer. On the other hand, recognising and valuing favourable feedback helps to strengthen the positive encounter and cultivate loyalty. The Ibis Hotels chain is a prime example of an effective reputation management strategy. Ibis Hotels upholds their reputation despite being a budget hotel brand. They monitor online reviews from various platforms and make sure to respond to each review promptly (Niu and Fan, 2018). This strategy not only helps in effectively managing their online reputation but also demonstrates their unwavering commitment to ensuring customer satisfaction. Reputation management has the potential to contribute significantly to business growth. Online reviews that are positive can help in attracting new customers, enhancing brand reputation, and boosting revenue. On the other hand, proper management of negative reviews can prevent any potential harm to the hotel's reputation, prevent customers from leaving, and offer valuable feedback for improving services (Proserpio and Zervas, 2017).


2.3. Service culture 
The culture of service is a crucial aspect of any hospitality organisation. It determines how services are provided to customers and represents the company's values and beliefs. The essence of a service culture is centred on surpassing customer expectations during every interaction, creating a remarkable experience that sets the organisation apart from its rivals. In the hospitality industry, service culture goes beyond fulfilling the promised expectations. It involves going above and beyond to pleasantly surprise and satisfy customers at every possible chance (Heppell, 2015). The employees' everyday behaviour and attitude are ingrained with the goal of enhancing the customer experience through exceptional service. In addition, it cultivates a feeling of fidelity and satisfaction among the staff, who perceive themselves as integral to a company that prioritises providing excellent service and prioritises the needs of its customers. While the management approach, mission, and ethics of the organisation may influence its corporate culture, the service culture is more narrowly defined and concentrated on client interactions and service excellence (People 1st , 2017).Thus, it highlights a steadfast dedication to customer satisfaction, wherein the wants and preferences of the consumer are taken into consideration when making decisions and acting. The upscale hotel chain Waldorf Astoria is a prime example of a strong service culture. The tenet "The customer is king" forms the foundation of the brand's service culture. This mindset serves as the cornerstone of their superior hospitality standards and directs how each team member should behave (Leisen, 2017). Visitors are greeted with the maximum respect and kindness the moment they enter, and staff members go above and beyond to anticipate and meet their requirements (Vallen and Vallen, 2014). This dedication to providing excellent client service at Waldorf Astoria extends to all staff members, including management, housekeeping, and maintenance. For visitors, this guarantees a consistent, high-quality experience independent of the point of contact. 

3. Conclusion
To sum up, the hospitality industry requires a thorough comprehension of hotel norms, efficient reputation management, and a robust service culture to deliver exceptional customer experiences and stand out from competitors. Hotel standards are a set of guidelines that ensure consistency in service quality. This consistency is crucial in building customer trust and loyalty. In today's digital age, it is crucial for hotels to engage in reputation management by proactively monitoring, managing, and responding to online reviews. This is necessary to shape the perception of their brand and maintain a positive image. The service culture, which is reflected in the attitudes and behaviours of employees, is crucial in providing outstanding service and going beyond what customers anticipate. In order for a hotel to be successful, it is essential that it maintains high standards, carefully manages its reputation, and fosters a service culture that aligns with its brand values and meets the expectations of its customers.

4. Recommendations 

· Transparency and authenticity in managing online reviews are crucial for establishing trust with customers. It is important to address negative reviews in a constructive manner that highlights the brand's dedication to improvement (Swarbrooke and Horner, 2011).
· The hospitality industry is constantly evolving and introducing new trends such as sustainable practises, personalised experiences, and technology-integrated services. Incorporating these elements into the hotel's strategic plan is essential (O’Gorman, 2010).
· It is important to prioritise staff training. Implementing regular and thorough training programmes that prioritise exceptional customer service, efficient management of complaints, and online interactions can significantly improve the overall customer experience (Murton, Inman, and O’Sullivan, 2010).
· Provide customised experiences tailored to each individual. Setting a hotel apart in the competitive hospitality industry can be crucial. Catering to the unique needs of customers can greatly enhance their satisfaction and loyalty (Swarbrooke and Horner, 2011).
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