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Executive summary

The current report was based on analysing the importance of Service culture, Reputation Management, and customer loyalty in the hospitality organizations. Also, ways in which these elements are implemented have been covered in the report. The analysation has is being supported within providing reference to the examples from hospitality organizations. 
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INTRODUCTION 

Reputation management is explicated as the process of improving brand’s image in order to gain the attention of consumers.


Service culture in hospitality is concerned with an environment under which employees are obsessed while providing superior quality customer services to the guest (Wang and Yu, 2020).
Customer loyalty is delineated as the engagement of businesses with the customers and gaining their trust that supports in retaining them (Baloch and et.al., 2022).
In current era, hospitality industry has been experiencing higher competition and therefore, it has become extremely important for hotels that they follow latest hospitality trend. Reputation management, service culture and customer loyalty has been considered as the latest part of the trends. The present assessment will be shedding light on analysing the importance of reputation management, service culture and customer’s loyalty while taking reference from the real-life examples from hospitality industry.
MAIN FINDINGS 
Importance of reputation management and the ways in which hotels manage their reputation.
Reputation management is become one of the major attribute for the hospitality business as this support in maintaining the image of the organisation in effectual manner (Mody and et.al., 2023). It is essential to create an image in the market so business can get benefit from this while attracting numerous customers. There are varied ways in which hotel can manage their reputation and those are-
Active on social media


This is one of the effectual strategies which has been followed by Westin Hotel and resort that is owned by Marriot International. The organisation is active on social media and with the help of this effective interaction with the consumer is being developed that resulted in increasing the customer base for the organisation (Zhou, 2019).
Engaging with audience


Engaging with public helps in gaining their attention and support in analysing the needs and preferences of the consumers. Hilton has used this approach in order to enhance the engagement with the audience that results in enhancing their reputation in the market (Zhou, 2019).
Responding over feedback of the customers


This enables in gaining the trust of the consumers when customer ‘issues are being solved then this lead to create support for them and further enhances the reputation of the company. With the help of this reputation of the organisation can be maintained and this further supports in creating effective image in front of the customers (A Micarelli and et.al., 2022).
Monitoring and reviewing site 


It is essential to monitor and reviewing site which could help in analysing about the extent up-to which customers are experiencing the issues. Within keeping a significant check on the monitoring issues of the customers can be solved and this lead to create faith in them and increases the customer loyalty. Hence, in this manner reputation management can be done in specific manner that led to assure support in creating effective support for the business (Guntur and et.al., 2022).
Evaluating the trends related to service culture and the ways in which it supports hotels 

Service culture is delineated as the mission and process that is mainly based on providing first and foremost services to the customers and the goal is to assure best service and experience to the customers so they can feel valuable while experiencing the services (Al-Gasawneh and et.al., 2022). It helps in developing specific environment in the hotel which lead to create support for the business from all aspects and therefore, specific and significant focus should be implied on this area so, organisation can become able to develop specific environment which led to create major support for the business. Below mentioned are the major trends related to service culture that has been adopted by hospitality businesses-
Commitment towards customers

It is essential to develop commitment towards the consumer as this help in gaining their attention towards the services of the hotel and in this manner larger segment of the customer could be attracted towards the business. This is one of the specific trends comprised with service culture as in accordance to this trend it is important to develop significant focus on developing commitment towards the customers and furthermore, these commitments need to be full-filled while giving the quality services (Hao and Chon, 2022). 
This help in creating effectual support for the business so organisation can get varied benefit from this and they become able in attracting the customers and this helps in creating support for the business (Ahmed and et.al., 2023).

Professional development of employees

Service culture can be promoted within assuring development of the employees and therefore, it is important to create focus on the employees so they can become able to enhance their performance and this further enable them to perform their task in effective manner (Khalifa and et.al., 2022). Thus, it could be said that, professional development of employees is necessary to develop specific environment in the hotel. So, employees become able in gaining effective skills that is considered as important while providing services to the guest. Hilton is effectively focusing on the professional development of employees, and this is creating support for employees and they are gaining the opportunities for developing their pattern of working.
Involving employees in decision making

Another way through which service culture can be promoted in the organisation is comprised with involving employees in decision making. This helps in creating the sense of belongingness in employees which is considered as important for gaining their trust to greater extent and when employees feel valued then, they perform their task in effective manner and this lead to create effective support for the business as well (Sharma and et.al., 2022). JW Marriot involves employees in decision making that further help in creating support for the business and effectual services has been assured by employees towards the customers that contributes to developing service culture at the organisation. 
Considering the ways through which hotels builds and retain their customer loyalty. 
Customer loyalty has been determined as one of the most important trend within the hospitality industry as this help in increasing the larger customer segment and therefore, it has become excessively important for the organisation that focuses on retaining the customer loyalty so consumers can be sustained and it further helps in retaining them for longer period (Jawabreh and et.al., 2022). Customer loyalty rate depicts about the number of consumers are that are loyal for the hotel therefore, it is important to maintain this rate. Below mentioned are the main ways in which hospitality business build and retained customer loyalty-
Loyalty programmes

This programme is based on working on prioritising the customers within favouring the brand. Under these programmes, hotel communicates the benefits which are given to customers by the hotel. These Programmes are comprised with special incentives provided by hotel to customers (Horng and et.al., 2022). For example- Holiday Inn organizes such type of programmes under which special incentives provided to customers. This helps in gaining the trust of consumers that is considered as highly essential for them in varied manner and therefore, specific and significant focus should be provided into this area. In this manner customer loyalty can be maintained. 
Effective customer service 

Every aspect is comprised with effective customer service and therefore, it is important to create significant focus on this area. Hilton is famous for providing effective services to the customers and n enhances their satisfaction level (Aras and et.al., 2023). As a result, customer retaining rate is being increased for the organisation and this further resulted in increasing the profitability of the company and therefore, the customer services must be made effective so customers can get effectual satisfaction and they can be attracted towards the organisation. 
Understanding the desire of guest

There are numerous customers that comes to visit the hotels and all of them are from different religion and background and therefore, their demands are different. It is important that hotel staff must focus on this area that helps in creating support for the business and further increases the customer loyalty rate. In order to assure higher satisfaction to the customers it is important to understand their desire, and this can be done within developing interaction with them and asking about their preferences (Elkhwesky and et.al., 2022). Accordingly, actions need to be taken and this result in increasing the satisfaction rate of customers and increases customer loyalty towards the organisation.
The above-mentioned points are depicting about the ways in which hotels can build customer loyalty and this further supports them in increasing the retention rate of the customers.
CONCLUSION 

Conclusively, this could be depicted that, reputation management, service culture and brand management play specific role in hotel industry and this lead to create major support for the business as well. Focusing on this aspect result in creating support for hotels and effectualness of the services can be enhanced which further result in attracting consumers. Hospitality trends are changing on faster note and therefore, hotels need to be analysed this so based on this further decision can be taken by the business which ultimately led to provide support to the organisation.
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