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Executive Summary:
This report will explore the significance of hotels standards, reputation management, and service culture in this highly competitive industry analysing and explore a few important hotel brands in the world and differentiate the luxuries from budget. It addresses the purpose of the consistency of luxury and budget brand standards and examines whether all hotels adhere to the same standards between luxury and budget hotels. 
The report delves into effective reputation management strategies, that is one of the most important key responsibilities for the business, emphasizing the importance of customer feedback management and the impact of negative reviews as how can affect the brand image.                                                         
Additionally, it defines in details the importance of service culture, differentiating it from corporate culture, and highlights its critical role in the hotel industry. Drawing on examples and case studies from the hotel and hospitality sector, this report provides analysis, comparisons, and realistic recommendations to address market trends and overcome obstacles in the industry for the future as continue to evolve very fast the technology which can be a plus and minus for the hotels.
The hospitality industry is high competitions and is very important as a hotel brand: luxury or budget to provide competitive advantage and prioritise the customers satisfactions and their needs.
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1. Introduction:
In the competitive hospitality industry, it is essential for businesses to keep up with the latest trends to deliver unique customer experiences and remain relevant. This report examines three key areas of the industry: hotel standards, reputation management, and service culture for all type of hotels; luxuries as: Four Season, Intercontinental, Six Sense, Marriot and several hotels all around the world as per: Conde Nast Traveler. In another hand, budgets as: Moxy, Premier Inn or Travelodge. By addressing the provided questions and utilizing case studies and examples from the hotel and hospitality industry, this report aims to provide insights into the importance of these aspects and their impact on the industry as a hotel brand.

2. Main Findings:

2.1 Hotel Standards:
2.1.1 Purpose of Brand Consistency Standards:
Brand consistency standards serve the purpose of ensuring that hotels provide a consistent experience across their properties to their guests. These standards define the stars of the hotel, the quality of service, amenities, and overall guest experience that customers can expect from a particular hotel brand. By maintaining consistency, hotels build trust and loyalty among customers, making it easier for them to choose a reliable and reputable hotel. Is very important for the hotel to keep the hight standards in the industry for the competitors and also exceed the customer expectations. Also, to keep the customers and attract possible new customers is crucial to refresh and update constantly all the online platforms providing the activities and attractive offers with packages of the hotel being constantly close to the potential customers.

2.1.2 Variances in Hotel Standards:
The standards in the hotel industry differentiating very much from number of stars, the location and the quality of service. While brand consistency standards aim to deliver a uniform experience, there are variations in hotel standards based on factors such as location, target market, and hotel category. Luxury hotels as: Six Sense, Ritz, Hilton, Intercontinental etc. For example, may have higher standards with a variety of luxuries services starting from a valet opening your car door on the entrance at the hotel to 24 h assistance, making the guest feeling very special offering unique experience compared to budget or economy hotels as: Moxy, Holiday Inn or any another budget hotel what differentiates the services focusing on customers to have pleasant stay. Additionally, cultural and regional influences can impact the standards upheld by hotels in different parts of the world as example: offering to the guests traditional local dishes, local cocktails or local tour. However, all hotels, regardless of their specific standards, should prioritize guest satisfaction and provide a comfortable and memorable experience no matter if the guests are on business, honeymoon or just a normal holiday.

2.2 Reputation Management:
2.2.1 Effective Reputation Management:
Hotels can effectively manage their reputation by implementing proactive strategies as: customers experience, loyalty, actively monitoring online reviews, as good and bad reviews impact to the image of the hotel, engaging with guests, addressing feedback promptly, and consistently delivering exceptional service and attention to detail which is mandatory. It is crucial for hotels to establish robust guest feedback management systems like: “reviews are the new standards” as per: Hospitality World (2021), and leverage social media platforms to manage their reputation effectively and being constantly active and updating often possible their activities to attract the interest on potential new customers. 

2.2.2 Importance of Guest Reviews Management:
Guest reviews play a pivotal role in shaping a hotels reputation. Positive reviews act as endorsements and significantly influence potential guests decision-making process using the reviews and the media platforms following another guest experience leading to increased bookings and revenue. Conversely, negative reviews can have a detrimental impact on a hotel reputation, discouraging potential customers. In another hand, bad review can be beneficial for the companies and hotels, seeing where they need to improve on their future and what need to correct as per: Cornell (2017). Therefore, hotels must actively manage guest reviews by responding professionally in special to bad reviews trying to contact them directly offering attractive discount package to repair the unfortunate experience and showing empathy, addressing concerns, and using feedback as an opportunity for improvement.


2.2.3 Impact of Negative Reviews:
The negative reviews can have a profound impact on a hotel reputation and the image of the hotel, as they can quickly spread through online platforms and easy can influence potential guests. Studies have shown that even a single negative review can dissuade a significant number of customers from choosing a particular hotel. Using example of Travelodge Hotel London, Tripadvisor.
Hotels need to address negative reviews promptly and effectively, taking appropriate measures to resolve issues quickly and demonstrate their commitment to guest satisfaction and improve their service and facilities to avoid complains and unhappy guests in the future. As to say, for the business a bad review can have a good part for the future of the hotel.

2.3 Service Culture:

2.3.1 Understanding Service Culture:
Service culture refers to the values, attitudes, and behaviour exhibited by hotel staff to create a positive and memorable guest experience to their guests, anticipating needs and attention to the details as example: at the end of the guests stay, the hotel needs to makes sure their guests have a good experience no matter if is at luxury or budget hotel. It encompasses the service mindset, communication skills, responsiveness, and genuine care exhibited by employees at all levels, training the staff to deliver exceptional service, leadership and communication and also the company needs to be in continuous improvement as per Hospitality Net (2022).
2.3.2 Service Culture vs. Corporate Culture:
Service culture differs from corporate culture in the hotel industry. While corporate culture defines the values, beliefs, and behaviours of an entire organization as example: in hospitality industry the company must prioritise the customers needs and provide the best experience. Also, service culture specifically focuses on the service-oriented aspects within the hospitality sector. Service culture emphasizes the importance of guest satisfaction, personalized experiences, and creating a welcoming atmosphere. It encompasses a customer-centric approach and encourages employees to go above and beyond to exceed guest
expectations.

2.3.3 Importance of Service Culture in the Hotel Industry:
Service culture is vital in the hotel industry as it directly impacts the guest experience and overall satisfaction. A strong service culture fosters a positive work environment, motivates employees, and enhances employee-customer interactions. When employees embrace service culture, it leads to improved guest loyalty, positive word-of-mouth recommendations, and increased revenue for the hotel. Service culture sets hotels apart from their competitors and contributes to building a strong brand reputation as per Hospitality Net (2022).

3. Recommendations:
3.1. Embrace Technology and Data Analytics: Hotels should leverage technology solutions and data analytics to enhance guest experiences, streamline operations, and gain insights into customer preferences. This can include implementing mobile check-in/check-out, personalized marketing campaigns, and utilizing guest feedback platforms to monitor and improve service quality.

3.2. Continuous Training and Development: Hotels should invest in ongoing training and development programs to empower their employees with the skills and knowledge necessary to provide exceptional service. This includes customer service training, communication skills, cultural awareness, and problem-solving techniques. Regular training sessions and performance evaluations can ensure that employees are equipped to meet and exceed guest expectations.

3.3. Proactive Reputation Management: Hotels should actively monitor and respond to online reviews and guest feedback. By promptly addressing concerns and resolving issues, hotels can demonstrate their commitment to guest satisfaction and turn potential negative experiences into positive ones. Engaging with guests through social media platforms and utilizing reputation management tools can help hotels effectively manage their online reputation.

3.4. Collaboration with Online Travel Agencies (OTAs): Hotels should establish partnerships with OTAs to expand their reach and attract a wider customer base. By optimizing their presence on these platforms, hotels can increase visibility, improve online rankings, and generate more bookings. However, hotels should also maintain a balance between OTA partnerships and direct bookings to maximize revenue and maintain control over their brand image.



3.5. Sustainability Initiatives: Incorporating sustainable practices and promoting eco-friendly initiatives as: focusing on efficiency like hiring and training well the staff, reducing waste food during the events, shop from locals supporting small business, all can enhance a hotels reputation and appeal to environmentally conscious travellers. Implementing energy-efficient measures, reducing waste, and supporting local communities can contribute to a positive brand image and attract eco-conscious guests as per: Cvent (2020). 

4. Conclusion:
As a conclusion, to keep the hotels high standards, reputation management, and service culture are crucial aspects of the hospitality industry. Its crucial for the hotel to pay attention to any type of details which can affect the image of the brand and also its crucial to be on continuous development and being active in online platforms refreshing the activities to attract new possible customers. By adhering to brand consistency standards, effectively managing reputation, and fostering a service-oriented culture, hotels can differentiate themselves, build customer loyalty, and achieve long-term success. Embracing market trends, investing in employee training, leveraging technology, and prioritizing guest satisfaction, are key recommendations for hotels to thrive in the competitive hospitality landscape. The reputation of the hotel is extremely important that’s why for a permanently success the hotels have to understand the individual guest preference and being emphatic with their needs.
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