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[bookmark: _Toc136792932]Executive summary 
Today hospitality industry has become one of the most growing industries. The hotel sector is the biggest in this industry. It noticed that different types of hotels are developed today to meet the demands of the customers such as boutique hotels, luxury hotels, or lifestyle hotels (Altay et al., 2020). Each type of hotel has its type of standard. It noticed that there are many variations in the hotel industry but one common thing is that every type of hotel focuses on the service culture. In that case, guests are kept in the center everywhere. Reputation management is an essential term for a hotel business company that heavily depends on effective guest reviews.    
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[bookmark: _Toc136792933]Introduction 
Day by day, the hotel industry is getting more competitive (Johnston et al., 2012). That’s the reason why it becomes essential for most hotel business companies to ensure their hotel’s brand consistency standard. It is noticed that a hotel business company earns its brand value by providing the best services to the customers. In that case, the management team of a hotel business company tries to provide uniform services to their customers by establishing a unique set of guidelines and principles. This report will try to address several issues in the hospitality industry such as service culture, reputation management, and the standard of different types of hotels.   


[bookmark: _Toc136792934]Hotel standard 
[bookmark: _Toc136792935]Illustration of the purpose of brand consistency standards
The purposes of brand consistency are illustrated below- 
Creating a strong brand identity: The primary purpose of a hotel business company is to achieve a strong brand identity by maintaining consistency standards (Heppell, 2015). In that case, the management team of the hotel needs to establish a policy that is followed in everywhere the hotel. 
Attaining trust from guests: By ensuring brand consistency standards, it becomes easier for a hotel business company to achieve trust from the guests. As a result, it becomes easier to get more loyal guests by the hotel. 
Creating a better position: When a hotel business company holds its brand consistency standard, it helps that hotel business company to make a strong position in the market and get a competitive advantage over its business competitors.
Facilitate effective marketing and communication: One of the big purposes of maintaining brand consistency standards is that it facilitates effective marketing and communication among the stakeholders such as owners, customers, suppliers, and intermediaries (Ma et al., 2020).
[bookmark: _Toc136792936]Illustration of the standards of different types of hotels
Different types of hotels have their standard which helps influence their positioning on the market. Standards of different types of hotels are illustrated-


Boutique Hotel
It is noticed that most boutique hotels focus on stylish interiors which make this type of hotel business different from other type of hotel. Guests are provided personalized services according to their demands (O’Fallon, 2010). An example, some guests want B&B facilities which are provided if they ask. This type of hotel is not so big and provides several room services to the guests. Normally the number of rooms is not more than 100. The environment of this type of hotel is relaxed.
Luxury Hotel
In a luxury hotel, the whole hotel is decorated with elegant interiors where guests are provided with all the premium services. Employees of this type of hotel are highly trained. A Luxury hotel normally provides some extra facilities such as premium restaurants, spas, fitness centers, swimming pool services, and other entertainment services. In this type of hotel, guests used to get instant services. 
Lifestyle hotel
Lifestyle hotel is considered the next generation hotel of boutique hotel. It is noticed that most lifestyle hotel is developed on a particular theme or concept such as art, music, and wellness. It also noticed that this type of hotel is suitable for young guests since lifestyle hotels are always vibrant and dynamic (Rahimian et al., 2021). High levels of technology are used in this type of hotel to boost the user experience of the guests. 
[bookmark: _Toc136792937]Reputation management 
[bookmark: _Toc136792938]Illustration of the ways managing reputation effectively by hotel  
Ways of managing reputations by hotel business companies are illustrated below-
Providing premium guest services: Providing premium services to the guests can be the most effective strategy to increase the reputation of the hotel. In that case, the guests should provide uniform services to their guests. 
Effective online services: Today most of the activities are done with the help of IT. So, a hotel business company can manage its business reputation by providing different types of online services such as online reservations, online payment, canceling reservations, etc. (O’Gorman, 2010)
Proper communication: Hotel authorities should build proper communication with their employees and guests which is very essential for maintaining the reputation of the hotel.  
Proper training for the employees: An employee is the representative of his organization. In that case, an employee should be trained properly so that he can give his best to achieve the brand value and reputation of the hotel. 
The proper solution to guest complaints: Guests may complain to the front office if they don’t get their expected services from the hotel. In that case, employees of the hotel business company should give proper solutions to their complaints. 
[bookmark: _Toc136792939]Illustration about the importance of effective guest reviews management
The importance of effective guest reviews is illustrated below- 
Influence on booking decisions: Effective guest reviews heavily influence the decision of the guests (Good et al., 2021). A positive review helps a guest select a particular hotel.  
Reputation management: Effective guests review heavily contribute to the reputation of a hotel business company. When a hotel reviews guests’ feedback, it becomes possible for the hotel business company to find out its drawbacks and take necessary steps to overcome those problems. That’s how a hotel business company can raise its reputation.  
Earning guest loyalty: If the authority of a hotel business company properly evaluate guests' complaints and give proper solution to those complaints, that guest will be loyal which will influence them to return to that hotel again. That’s how a hotel can earn customer loyalty.  
Continuous improvement: By assessing the feedback of the guests, the authority and employees can understand what they should do to minimize guests' complaints (Vallen, 2014). It will support the hotel's complaints to ensure their continuous improvement. 
[bookmark: _Toc136792940]Illustration of the impact of negative reviews 
Negative reviews seriously influence the reputation of a hotel business company. The impact of negative reviews is illustrated below- 
· First of all, negative reviews of the guests decrease the chance of booking the hotel a customer because a customer won't book a hotel that has negative reviews. 
· Negative reviews decrease the reputation of a hotel business company. As a result, the number of loyal customers also decreases in that hotel. 
· Excessive negative reviews decrease the trust and loyalty of customers. As a result, both sales and profit of the hotel go down (Tesone, 2014). 
· Negative reviews negatively influence the customer’s mind. As a result, a customer will share negative experiences with others. As a result, more people hold negative ideas about the hotel. 
· Negative reviews spoil the business opportunities of a hotel business company. As a result, it loses its position in the market. 

[bookmark: _Toc136792941]Service Culture in the hotel industry
[bookmark: _Toc136792942]Definition of service culture
Service culture is a broader term in the hospitality industry which is considered as the combination of several factors such as the ways of providing services to the customers, the policy of the hotel, culture of the working environment, values, attitude of the employees, ways of interactions among the employees and guests (Zeng et al., 2020). It noticed that the service culture of every hotel business company is not the same but every hotel business company put their customers as the center point of everything. 
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[bookmark: _Toc136792943]Assessing the difference between service culture and corporate culture. 
It can be noticed that service culture and corporate culture are not the same. The difference between service culture and corporate culture is illustrated below- 
	Difference 
	Service Culture 
	Corporate culture 

	Purposes 
	The main purpose of service culture is to achieve customers by providing the best services to the customers. 
	Corporate culture is the combination of the value, policies, and beliefs of the organization. 

	Stakeholders
	In service culture, customers are considered the main stakeholders. 
	In corporate culture, every stakeholder has to play their role. Stakeholders of corporate culture are the employees, owner of the business, market intermediaries, customers, and consumers. 

	Impact 
	Different type of service culture influences the customer’s services. Positive customer service increases customer satisfaction. On the other hand, customers become dissatisfied if they don’t get proper services from the customers. 
	In the case of corporate culture, several catalysts such as mission, vision, and goals are developed to reach the destination of a corporate business company. 

	Chain of services 
	Front-line employees directly interact with customers (Rutherford, 2010). In that case, employees are divided into many divisions such as front office, housekeeping, maintenance, etc. 
	In corporate culture, a large level of structure is followed. The whole management is divided into three categories such as upper, middle, and lower management. 



[bookmark: _Toc136792944]Importance of service culture in the hotel industry 
The success rate of a hotel business company heavily depends on its service culture. The importance of service culture in the hotel industry is given below- 
Guest’s satisfaction: It's noticed that effective service culture increases guest satisfaction which influences their buying decision.  
Getting advantages: A good service culture boosts the position of a hotel business company in the market. As a result, a hotel business company gets competitive advantages over its competitors.  
Getting guests’ loyalty: good service culture increases the demand for a hotel business company (Manian et al., 2021). As a result, a hotel business company gets more loyal customers on the market. 
Ensuing brand reputation: By increasing customer satisfaction, the service culture of a hotel business company heavily influences the brand image of a hotel business company which helps to earn more reputation.    
Generate revenue: Good service culture in a hotel business company increases the number of loyal customers. As a result, both the sales and profit of the hotel business company increase. 


[bookmark: _Toc136792945]Conclusion 
Reputation is considered an intangible asset of hotel business companies. That’s why every hotel business company tries to manage its reputation in proper ways. It’s believed that service culture plays a big role to achieve guest’ satisfaction. So, every hotel company should give proper priority to their guests and a service culture should be established based on customer-centric. In this report, several related topics are illustrated in here such as the importance of service culture, reputation management, and standards of different types of hotels.


[bookmark: _Toc136792946]Recommendations    
As a service sector, the hotel industry should focus on several things which are given below-
· First of all, the authority of a hotel business company should focus on the standard of the hotel. 
· After finding the actual standard, a hotel business company should provide uniform service to the customers to ensure its brand consistency. 
· Reputation is considered the most important intangible resource of a hotel business company which directly increases the brand value of the hotel. In that case, the management of a hotel business company should focus on this subject. 
· The management team of a hotel business company should evaluate the customer’s feedback and they need to give proper solutions here. That’s how they can gain customers’ loyalty and trust. 
· The management team of a hotel business company should try to avoid negative reviews of the customers which will decrease the reputation and brand value of the hotel. 
· A hotel business company should set up a strong service culture where every employee will be productive and well-trained so that they can give their best to earn satisfaction. 
· In the service culture of a hotel business company- the value, beliefs, and culture of the customers should be respected. 
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What is Service?

* The performance of duties (Google)
« An act of helpful activity (Dictionary.com)

« Activity: Write down a time when you
received...

* Good service?

* Excellent service?
* Bad service?
+ Quality service?





