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1.Introduction
This report will facilitate a better understanding of the role and importance of hospitality and guest services practices in the hospitality industry. It will highlight the importance of reputation management and define service culture and its role in maintaining high standards of service. It will also provide recommendations for hotels to keep up with recent trends in the industry.  
2.1 Hotel standards
2.1.2 Standards rating 
         When establishing a standard rating for businesses providing accommodation, there are several factors that are assessed including: hospitality, food, bedrooms, bathrooms, services, and cleanliness. The quality is expected to increase with each level of rating. A new factor included in recent years is the impact the business has on the environment, local community, and economy. In addition, a legal requirement is to provide access for individuals with disabilities, and not to discriminate based on age, gender, sexual orientation, or religion (The AA, 2018).
              In the UK, a star rating system is offered to hotels by the Automobile Association in partnership with Visit Britain, Visit Scotland, and Visit Wales. The rating system is fair and consistent comprising of shared Common Quality Standards that are monitored by inspecting and assessing establishments yearly across nine main areas. At one star rating the services the services provided are basic, such as having a reception area, serving breakfast and being open 7 days a week whilst a 5 star rated establishment would be expected to provide services and facilities such as spa, luxury suites, valet parking and concierge service  (Which?, 2023).

2.1.3 Brand consistency Standards
    Branding is the way businesses differentiate themselves from competitors and is built on delivering promises made to all stakeholders, consistently in an effort to build trust and loyalty. (Arruda, 2016). Service experience has an important part in customer satisfaction with services provided and directly affects their perception of the brand. Brand image is built over time and gives the business an identity and ensures growth, validated by the customers experiences(Parikshat & Eddy, 2015). Global standardisation of branding strategies gives value to the business and provides value to the customers accessing consistent, quality services they are accustomed to, across the world (Anders, et al., 2010).

3. Reputation management
3.1 Definition 
One company’s reputation comes from two main components: the way the company is viewed and the reality of its policies, practices, performance when services are accessed by its customers; the image projected must match the brand identity    (Schultz & Werner, 2005). Reputation management is achieved by influencing the customers perception of the brand, by monitoring public conversations and perceptions, responding to threats, seeking, and creating opportunities to positively improve it (Gartner, 2023).
3.2 Effective management 
Reputation management has been synonymous with online reputation in recent years and is the job of the dedicated marketing and communication team. They are responsible for improving the brand image and reputation through the monitoring of customers perceptions, minimising risks, and responding to potential complaints. This effort can only be sustained by involving all staff in the promotion of the company, on and offline. Responses to negative reviews and complains should be quick and honest, whilst positive reviews should by actively promoted (pronthego, 2022)
Equal attention should be given to positive and negative reviews alike. Guests should be addressed by their username in communications, expressing appreciation for taking time to inform of any issues or concerns with the services they received (Edina & Beykan, 2015).
3.3 Guest reviews management
It is important to conduct searches of the brand name and business at regular intervals online and on social media platforms. This can be done by staff or separate companies hired for social media management. All reviews could be addressed, acknowledged, and addressed in a timely manner, keeping the customer informed of progress. Reviews can be encouraged by offering promotions and other financial incentives. Social media influencers can also be used to positively promote the brand; customers can be given the opportunity to share positive experiences and engage with the company online  (Dublino, 2023).
Having an effective communication system will build trust and promote loyalty, extending brand recognition by customer referrals to others, thus reducing marketing costs (Kharouf, et al., 2019).  Hotels will often offer compensation for minor inconveniences, taking the form of discounts on future visits, reimbursement of money already spend or offer extra services at no extra cost. In doing so potential negative reviews can be avoided and the gusts can feel appreciated. More complex issues however might need managements involvement and potentially advice for legal services depending on the gravity of the incident.
Potential customers checking online will perceive prompt responses in a positive manner giving them confidence to book a stay (Preno, 2023).
It has been observed though, that guest services managers from 4 and 5 star hotels tend to respond better to negative reviews, whilst managers at lower rated establishments tend to focus on positive reviews (HyeRyeon & Shane, 2015).
3.4 Impact of negative reviews
 It has been suggested that negative reviews have a higher influence in decision making, as potential guests will trust them more than the service providers statements (Fei, et al., 2017).
 Research shoved that brand trust and booking intentions is higher when the online reviews are predominantly positive (Sparks & Browning, 2011).

 Whilst negative reviews can damage the brand reputation, they also provide an opportunity to improve the service. By addressing the issue raised with an apology, explanation, and compensation, the management can turn a negative experience into a satisfactory outcome for the guest (Sadaghaashvilli & Correira, 2019)
 Data from the Customer Alliance (2022) suggests a loss of 22% in bookings related to negative reviews, the figure increasing when the reviews are shared on other online portals. Because of sitssuch as TripAdvisor, negative reviews can reach a highr procentage of potential guests across the world. 

4. Service culture
4.1 Definition 
 Service culture can be defined as a company’s culture that focuses its services on providing the customers with great value, quality experiences and has the customer as first priority. All team members will work towards providing a welcoming atmosphere, in a good working environment (Louveau, 2023).
This can be achieved on a personal level by any and all employees or by following the company’s set mission for excellence in hospitality services (CustomersFirst Academy, 2021).
In contrast “corporate culture “focuses on workplace management, performance, and collaboration, to meet set individual targets and company goals. (Tarver, 2023)
4.2 Importance of service culture in the Hospitality industry
 Guest satisfaction in the hospitality industry is reliant on the quality of service perceived by the customer to exceed their expectations, developed prior to accessing the service (Radojevic, et al., 2019).
  By providing an excellent service, brands will differentiate themselves from competitors and increase profitability. This is made easier if the company sets clear goals and standards, policies, and procedures for employees to follow (Feriha & Hüseyin, 2017).
 A proactive attitude in the workplace encourages innovation and improves customer satisfaction. (Kaufman, 2022).
5. Conclusion
The importance of customer service has been highlighted throughout this report, as it is one of the most important factors in the success of a hospitality establishment, and one of the ways to ensure customer loyalty and recommendations. As research suggests it is important to keep up to date with technological advances and make use of digital tools when managing the online interaction with customers. A good reputation and brand consistency can only be achieved when all stakeholders are involved and actively participate in promoting the company values and attitudes towards customer satisfaction. It is also important for companies address current issues such as environmental concerns, sustainability, renewable energy, recycling and eco-friendly construction. 
6. Recommendations
Incorporating the Internet in all establishments as it offers guests a high level of convenience, and access. Using virtual reality tours to promote locations and services provided.
Brands can improve their marketing campaigns by using social media to attract loyal customers. Travellers will also share videos and photos of their stay with friends and family, thus inspiring others to visit. 
The importance of safety and hygiene has been highlighted, more so after the Covid 19 pandemic.
Health and wellness orientated stays, whether its food, activities or the use or organic materials in interior design. (EHL Hospitality Business School, 2023)
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