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Executive summary
The assignment has discussed the competitiveness in the hospitality industry and the latest trends that are dominating the entire industry. Hotels are adopting the trends to remain competitive in the industry. Further, some other areas that the hotels emphasise, have been discussed. The assignment has also explored the importance of focusing on three core areas of business- standards, reputation management, and service culture.  
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Introduction 
Every year millions of people around the world travel for leisure, business, to discover new places and to seek new experiences. The hospitality industry is one of the biggest industries that has grown rapidly in the last few decades (Khatri, 2019). The primary goal of this industry is to provide tourists and travellers with an enjoyable experience. There are a large number of businesses competing with each other in this industry. According to the reports of statista.com (2023), the total market size of the hospitality industry of the UK is around 16.42 billion British pounds. Every player in this industry is trying to deliver some unique experience to the customers in order to remain competitive. The entire industry is constantly dominated by several emerging trends. For example, some of the latest trends that are dominating the hospitality industry are digitised service, contactless payment and other services, personalisation, and sustainability. The assignment will discuss the importance of focusing on three core areas- hotel standards, service culture and reputation management. The importance of aligning the business with the latest hospitality trends will also be discussed. Lastly, the report will also explore how service culture, reputation and standards affect the satisfaction and experience of the customers.       
[bookmark: _vlwdcal5e7m2][bookmark: _Toc137050822]Main findings 
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[bookmark: _kfifl9nbc924][bookmark: _Toc137050824]Purpose of brand consistency standards
The quality and standards of the hotels play one of the most important roles in enhancing the loyalty and satisfaction of the customers. The majority of people travelling for leisure, relaxation and business-related purposes seek good and quality experiences (Galvani et al., 2020). The hospitality industry has become highly competitive and therefore it has become crucial for businesses to maintain standards across the operations to improve the experience and satisfaction of the customers. As opined by Lina (2022), in a highly competitive industry maintaining consistency in brand standards has become critically important for businesses. In addition to this, maintaining consistency in brand standards also helps the team members to understand their roles, duties and responsibilities. This improves the smoothness of everyday operations and makes the job less stressful. Hospitality brands create and communicate the brand standards to ensure that the teams can perform the tasks in an expected manner. Further, maintaining consistency in standards also reduces costly mistakes, saves time and resources and boosts the bottom line of the business. For example, renowned hospitality brands like Marriott strongly focus on training and onboarding employees and reinforce regular training sessions to maintain standards. 
[bookmark: _pxn2vp42ygev][bookmark: _Toc137050825]The difference in standards of the hotels
Maintaining brand standards is primarily important to enhance the loyalty and satisfaction of customers (Nawaz et al., 2020). In the hospitality industry, the standards for hotels differ according to factors like class and type of hotels. For example, hotel brands with chains of properties have different standards and value propositions as compared to other hotels. Hospitality brands that have a chain of hotels maintain standards in the aspect of design, service, amenities, uniforms, loyalty programs and use of technology. This factor positively affects the satisfaction, trust and loyalty of the customers. For example, Marriott hotels have their rooms designed and styled in a sophisticated and thoughtful way. Moreover, every hotel maintains some standards in the aspect of operation management, staffing, training, accounting, policies and procedures. However, the standards will differ with other types and classes of hotels. According to the insights of  travelodge.co.uk (2023), Travelodge also has a chain of hotels across locations in the UK, Ireland and Spain with different standards and policies. The hotels of Travelodge differ from the hotel chain of the Marriott Group in the standards of design, luxury, and amenities.  
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The hospitality industry is a very competitive industry in which reputation largely affects the loyalty and trust of the customers. According to the reports of hospitalitynet.org (2023), close to 93% of guests rely on reviews and positive feedback while booking a hotel. A positive perception of the hotel brand strongly affects the booking decision of the customers largely. There are different ways in which hotels manage their reputation effectively. First of all, the management of the hotels needs to identify the reasons behind any negative feedback or reviews. The management needs to recognise the needs of the guests and provide an assurance of using the feedback to improve the experience in further visits. Secondly, social media can be used as an effective tool to manage the reputation of the brand effectively (Ebrahim, 2020). The marketing team can connect with the community and customers using social media platforms and understand their perception of the brand. This technique will improve the trust and loyalty of the customers and enhance the reputation of the hotel brand. Lastly, customer surveys can be used as an effective tool to encourage guests to provide feedback on their experience. Surveys can be used to understand the degree of satisfaction of the guests (MOUZAEK et al., 2021). Eventually, these measures would improve the reputation of the brand and boost the loyalty of the customers.       
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In a highly competitive industry, it is important for a business to focus on the implementation of strategies to strengthen the engagement of the customers (Salem, 2021). In the hospitality industry, effective guest review management is important to obtain insights into the experience and satisfaction of the guests. Firstly, service is one of the most important factors that strongly affect the satisfaction and experience of the guests (Lee et al., 2020). Review management helps hotels to identify the areas where improvement of service and quality is required. Secondly, obtaining reviews and feedback from the guests helps the manager to resolve the issues that might affect the experience of the guests. Lastly, review management helps to improve the quality of service and it helps to gain a competitive advantage.   
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Review is one of the most important elements that strongly determine the booking decision of the customers. On online platforms, websites and social media negative reviews heavily affect the image, and reputation of a hotel brand (Wen et al., 2021). The majority of the guests refer to online reviews before making travel decisions and hotel bookings. Any negative feedback or review affects the booking decision. In addition to this, negative reviews also affect the online presence of a hotel brand and result in a decline in revenue and number of bookings. 
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A service culture refers to an organisational culture that strongly emphasises customer service. The primary goal of companies with a service culture is to provide superior experience and satisfaction to the customers. According to the views of Chen et al. (2021), companies with a service culture train their employees to deliver the finest experience to the customers. Delivery of the service and satisfaction of the customers creates a differentiation in the image and reputation of the brand. 
[bookmark: _wqc44cd4p2k][bookmark: _Toc137050832]How service culture differs from corporate culture
Company culture refers to the goals, attitudes, shared values and set of practices of an organisation. According to the views of Wiley et al. (2020), company culture strongly determines the way in which things are done within an organisation. It also affects the environment at the workplace, engagement, retention, growth, satisfaction and action of the employees. Every organisation in a different sector or industry has a different type of culture. The policies and procedures of organisations with a corporate culture are more inclined towards the mission and vision of the organisation. On the other hand, a company with a service culture emphasises more on the experience and satisfaction of the customers. For example, hotel brands like Marriott, Holiday Inn, and Premier Inn strongly focus on the satisfaction of the guests whereas other brands like Unilever, and Morrisons are more driven by the mission and vision of the organisation.   
[bookmark: _qcjodykyuhl8][bookmark: _Toc137050833]Importance of service culture in the hotel industry
The hospitality industry is one of the most dominant players in the service sector (Dikmen and Bozdaglar, 2017). The key goal of the hotels is to provide valuable experiences to the guests. The industry is highly competitive and factors like quality of service, satisfaction and experience sternly affect the loyalty of the customers. Adopting a service culture helps hotels to emphasise more on training and development of employees to increase the satisfaction of the guests.  
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The conclusion that can be derived from the discussion is that the performance of the hotels is dependent on a variety of factors and elements. Maintaining consistency in standards plays one of the most important roles in enhancing the loyalty and satisfaction of customers. Further, the hotels also emphasise managing their reputation to increase their online presence and provide better customer satisfaction. Further, adopting a service culture in hotels majorly affects the experience and satisfaction of the customers because this type of company culture sternly emphasises service quality and customer satisfaction.  
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The latest trends in the market strongly dominate the hospitality industry. It is recommended that the hotels need to emphasise more on hygiene, contactless services and the use of technology to enhance the experience of the customers. Moreover, maintaining consistency in standards would also improve the image, and reputation of the brand on a large scale. In this highly competitive industry, some hotels are still facing some issues and obstacles in the aspect of the use of technology. It is recommended that the hotels need to emphasise more on the review and reputation management system to strengthen the image of the brand.  
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