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[bookmark: _Toc134159194]Executive Summary
What is online marketing? Which typical tactics are used in digital marketing? What separates digital advertising from traditional forms of advertising? What are some advantages of digital marketing companies? There are various ways that digital advertising is different from traditional forms of advertising. Relative to traditional marketing techniques, online marketing offers improved monitoring and tracking, a more extensive customer reach, and lower expenses (Google Books, 2020). Using websites and data analysis, companies can acquire practical knowledge about customer behaviour, preferences, and demands. They may utilize this information to modify their advertising efforts for the best results. Digital marketing provides organizations with various advantages, including increased website traffic, increased participation on the Internet, higher revenue and lead creation, and improved customer loyalty. The use of digital advertising, compared to conventional advertising methods, enables greater concentration on marketing initiatives, leading to more excellent conversion rates and greater return on investment.
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[bookmark: _Toc134159195]Introduction 
The practice of advertising and selling goods or services employing digital channels like social media, search engines, email, Smartphone apps, and other online platforms is known as digital advertising (Akter and Sultana, 2020). It encompasses various techniques and plans to connect with those who matter and increase recognition, interest, and sales. Search engine optimization (SEO), pay-per-click (PPC) marketing, social media marketing, email advertising, content marketing, and mobile marketing are typical strategies utilized in digital marketing. One key of these methods aimed at concentrating on specific age groups and achieving various objectives, including increasing traffic to the website, boosting online engagement, producing sales and lead generation, and enhancing client retention and loyalty. Compared with conventional methods of advertising, online advertising has numerous benefits, such as enhanced monitoring and tracking, broader consumer achievement, and lower costs (Google Books, 2022). Businesses may gain valuable insights into client conduct, tastes, and requirements by utilizing online mediums and data analysis, and they can use this knowledge to adjust their marketing initiatives for optimal impact 
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[bookmark: _Toc134159197]What exactly is service culture? 
"An organization's shared principles, opinions, and adherents that are geared toward delivering top-notch client service are known as its service culture." It is an atmosphere that pervades the entire organization and is evident in how the business provides its services (Alam, 2019). Any organization that prioritizes its clientele will succeed if it establishes a strong service culture. It differentiates the organization from its rivals and helps promote its development of an engaged customer base. An organization must establish a service-oriented culture after some time (Foo et al., 2019). The organization must put forth an ongoing effort to put money into the growth and well-being of its employees. The business needs to know precisely what excellent client service entails and how to provide it constantly at all stages of customer interaction. 
[bookmark: _Toc134159198]What distinguishes corporate culture from service culture? 
The culture of an enterprise is a shared collection of values, opinions, and traditions that are present inside the framework of an organization. It refers to an expanded text that involves a company's purpose, aspirations, principles, and all aspects of its operations (Lam et al., 2021). A category of business culture that strongly emphasizes customer service is known to have a culture of service. It can be viewed as the "character" of the business. Despite being a vital aspect of the corporate atmosphere, the culture of service is not the only one that exists. Even having an inadequate corporate culture, a corporation might have an outstanding service culture. However, a firm with a stable corporate environment may need a more substantial service orientation. Both are different from each other, but they are not mutually exclusive. 
[bookmark: _Toc134159199]The Value of a Service-Oriented Culture 
Any organization prioritizing its consumer base will be successful if it has a strong service culture. It fosters client retention and sets the organization above its rivals. Consumers who get excellent service will be more prone to patronize the company again and recommend it to others (Cogent Business & Management, 2022). Great service cultures further boost satisfaction among staff members and engagement. Employees are more likely to be motivated to provide outstanding service when they believe they are part of a business prioritizing customer satisfaction. They are more inclined to believe that their employer appreciates and regards them, which may increase happiness at work and decrease turnover. 
[bookmark: _Toc134159200]The Function of Leadership in the Development of a Stable Service Culture 
An organization's leaders must offer outstanding client service to set a precedent for their employees (Faulks et al., 2021). To guarantee employees have the skills and experience necessary to provide superior service, companies must also be prepared to invest in their education, growth, and assistance. Also, managers must be ready to receive employee and consumer input and implement changes to enhance the customer experience. It demands a desire to be versatile and adaptable, along with continuously evaluating and monitoring the business's client relations procedures. 
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[bookmark: _Toc134159202]Importance of Reputation Management 
A company's reputation significantly impacts the acquisition and retention of customers. A hotel's image can provide them with a significant advantage over other hotels in the highly competitive hospitality market. Hotels, therefore, need to keep a watchful eye on the Internet to maintain their positive reputation. Maintaining the same brand image involves the management of reputation. Its culture and values influence a hotel's image, how it deals with customers, and how visitors perceive it. The capability of a lodging establishment to uphold a unified corporate image throughout all touch points, including its website to the reception desk to the bedrooms, is referred to as brand consistency (Lee, Lee and Kim, 2021). By ensuring that guest input is incorporated into the lodging establishment's operations and service delivery, reputation management assists hotels in maintaining brand consistency. 
[bookmark: _Toc134159203]Effective Hotel Reputation Management 
By employing the following tactics, hotels can efficiently control their reputations: 
[bookmark: _Toc134159204]Keep updated on social media and online reviews. 
Hotels must monitor their online image and promptly address client complaints. It may be achieved by tracking the mention of the hotel's brand or keyword clusters on social media with eavesdropping tools (Journal of Quality Assurance in Hospitality & Tourism, 2022). The accommodations should monitor feedback platforms like Trip Advisor, Google Ratings, and Yelp and react to favorable and unfavorable feedback. Hotels exhibit their concern for customers and dedication to service development by reacting to feedback. 
[bookmark: _Toc134159205]Provide top-notch customer service. 
A vital part of reputation management involves customer service. To make sure that their guests have an enjoyable time, hotels must offer outstanding service to their customers. It may be accomplished by utilizing funding training for workers and ensuring staff can choose actions to benefit customers. When visitors enjoy their time there, they will be inclined to leave great reviews and refer others to the hotel. 
[bookmark: _Toc134159206]Talk to customers 
Businesses should communicate with patrons regularly to develop rapport and promote loyalty. It could be accomplished by sending tailored emails, establishing loyalty programs, and swiftly attending to client feedback. By talking to consumers, lodging establishments can get valuable feedback that will help companies give better services. 
[bookmark: _Toc134159207]Effects of a Bad Reputation 
A hotel's operations may be significantly affected by its reputation. Potential customers may be turned away by adverse feedback. The beneficial impacts of several favorable feedbacks can be neutralized by just one adverse one (Journal of Quality Assurance in Hospitality & Tourism, 2022). As guests choose to remain at other establishments with better reputations, a bad reputation can also result in decreased revenue. 93% of travellers agree that online reviews impact their lodging choices, based on a Trip Advisor survey. A negative reputation may damage a hotel's reputation and cause investors and visitors to lose trust. 
[bookmark: _Toc134159208]Brand consistency 
Preserving consistency in how a brand is presented across every medium and touch point, such as marketing collateral, interactions with clients, the design of goods, and visual identity, is known as brand consistency. It is essential to establish a unified and recognizable brand that clients can quickly recognize and rely on (Roggeveen et al., 2021). For accommodations, brand continuity means guaranteeing that all elements of the customer experience align with the organization's values, goals, and promises. It includes anything from the physical layout of the property and its features to its staff's conduct and the quality of the services offered. Hotels ought to establish precise standards for the brand that specify the company's personality, pronunciation, and appearance to create brand consistency. So that everybody understands how they should portray the brand in their conversations with visitors, these rules should be distributed to all employees and included in training programs. Hotel operations ought to evaluate their operations on occasion to ensure they are consistent with the claims and values of the brand (Van Nguyen et al., 2021). It includes conducting guest inquiries, keeping tabs on web reviews, and getting input from staff members. To ensure the brand's reputation is favorable, any problems or anomalies should be resolved in a way. Because it fosters trust and devotion among consumers, brand consistency is crucial. Consumers are inclined to return to a brand again and refer it to their friends once they know what to expect from it. Additionally, maintaining the same brand image aids in setting the hotel apart from competitors and supports it is USP. Creating powerful and enduring branding that connects with customers and propels corporate success requires consistent branding worldwide. 
[bookmark: _Toc134159209]Conclusion 
Its customer service culture is the standard principles, attitudes, and behaviors of an organization that places a high value on providing outstanding service to clients. It is a continuous Endeavour that penetrates the entire firm that can distinguish an organization from rivals. Contrarily, business culture includes all facets of a company's standards, objectives, and guiding principles. While service-based culture is a crucial component of business culture, the two cannot be mutually exclusive. Customer loyalty and fulfillment, as well as employee engagement and retention, may all be enhanced by a strong service culture (Choudhary, David and Feleen, 2021). Hotels must handle their online image effectively to maintain an excellent track record and recruit guests. Prioritizing reputation management and upholding brand consistency is crucial because a bad reputation can negatively affect hotel operations and income. 
[bookmark: _Toc134159210]Recommendation 
One suggestion is to allow hotels to fund staff education on service culture. Allowing staff to deliver outstanding client service means fostering a culture that values excellence. Hotels may achieve this by offering systematic instruction, rewarding staff members, and fostering an enjoyable workplace (Current Issues in Tourism, 2022). Hotels must give reputation management the most significant importance. Customer evaluations and input are more crucial than ever in social media. Hotels must implement a successful online reputation management plan that monitors and addresses consumer comments on review websites and social networking platforms. Quick and efficient service to clients can reduce bad reviews and safeguard the hotel's image. 
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