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Executive Summary 
This report is all about information on the hotel industry. This report has described three issues related to the hotel industry which are hotel standards, reputation management, and service culture. In each part of the subject detail, a description has been provided by providing the example of different hotels and how they are approaching different things. In the hotel standard part, the meaning of it, the purpose of hotel standard, and how different hotels are implying this have been described. In the reputation management part, ways to manage reputation effectively, its importance, and the impact of negative reviews have been discussed. Later on, this report described service culture and its differentiation from corporate culture have been mentioned. Furthermore. Some recommendations have been provided considering the market trends in the hotel industry. 
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[bookmark: _Toc135647185]Introduction 
The hospitality industry has seen much growth over the years. It has become much more competitive over time, making the situation harder for those out of trend. There have been tremendous changes in the trends, customer services, brand reputation, and so other things related to this (Molinillo et al., 2019).  The only way to become successful in this industry is to provide the best quality service to the customer along with increasing the overall standard and brand reputation. However, this report will discuss some basic issues related to this industry that will help to find out how hotel companies are giving responses to different matters. 
[bookmark: _Toc135647186]Main Findings 
[bookmark: _Toc135647187]Hotel standards 
Hotel standards refer to some basic criteria under which people judge hotels and their brands. Criteria can also be different based on management, customer service, operations, ways to deal the problems, comfort for customers, service quality, cleanliness, amenities, and so on (Grill et al., 2021). The higher the hotel standard the more the reputation of the hotel. Hotels that fail to meet up the basic hotel standards gain poor feedback from the customer and general people. 
[bookmark: _Toc135647188]Purpose of brand consistency standards 
Brand consistency standards are created by the hotel companies to make sure that rules, regulations, and other guidelines are set properly and presented appropriately throughout all media and channels. Brand consistency standards are also set up considering some basic purposes that help the hotel companies to gain more fame. However, some basic purposes are listed below: 
· Creation of brand identity: This is one of the purposes of brand consistency that help to make a strong identity for the hotel. Customers feel delighted when they see that hotel companies are giving superior services, making public communication, developing website information, using attractive logos, or providing the right message to their people (Tesone, 2014).  
· Gaining more loyal customers and increasing the company’s sales: The next purpose of brand consistency is to attract and gain more customers. When a hotel company maintains the hotel standard by keeping the hotel room clean, providing amenities like Wi-Fi, a pool, or a gym, good behavior of staff, and so on (Rutherford et al., 2010).  
More or less every hotel has the same standard depending on their service and operations capability. The hotel standards are made by the govt and ensure that each hotel obeys those and makes the place comfortable and clean for all guests. It is a matter of regret that despite having different rules and regulations many hotel companies fail to meet the basic hotel standard and many do an outstanding performance. For example, the Savoy Hotel and the Ritz London are two of the reputed five-star hotels in the UK are meeting the hotel standard (Savoy Hotel, 2023).  The Ritz London is known for its best accommodation facilities, superior services, and nice atmosphere. The Savoy Hotel is known for its beautiful design and restaurant services. On the other hand, Hotel Premier Inn failed to meet the fire safety in one of their hotels and had to give a good amount as a fine (Jackson, 2023).  Easy Hotel also failed to meet a healthy environment and maintain the cleanliness of their floor and gave a fine for this (O’Neill, 2018).  
[bookmark: _Toc135647189]Reputation Management 
Reputation management of a hotel refers to finding out how the online activities are going on and how it is being monitored effectively (Wood, 2015).  It involves monitoring the social media platforms, and company website, tracking the reviews of customers and giving attention to positive and negative feedback to improve the service of the hotel as a whole. 
[bookmark: _Toc135647190]Ways to manage the hotel reputation effectively 
Different ways are there to manage the hotel’s reputation effectively and some of them are discussed briefly below: 
Tracking online reviews: One of the finest ways to manage the hotel’s reputation is to track online reviews. This can be done by hiring an expert who will handle and manage the comments and feedback both from social media platforms and hotel websites. Some examples of hotel companies that are tracking their online reviews are Marriott International, InterContinental Hotel Group, Radisson Hotel Group, Hyatt Hotels Corporation, and so on (Rutherford et al., 2010).  These companies track every review of their customers and work relentlessly to improve their reputation. They use social media monitoring, guest surveys, customer service feedback, and other methods to track the reviews. 
Taking prompt actions to address negative comments and reviews: Another way to manage the hotel’s reputation is to respond to negative reviews. If the hotel company finds any mistakes in their service and operations it is the best solution for the company to make an apology or simply make a refund, and change the hotel policies if possible.  
Using social media platforms to remain connected with the customers: This is another way to manage the reputation of a hotel company. Sharing recent achievements, photos of new facilities, posting short and long videos, or creating pool questions can help the hotel company to manage its reputation in public. One of the hotel companies that are active on social media platforms is Marriott International (Marriott International, 2023).  It has ten million followers on Twitter, and twenty million followers on Facebook and make quick response to any feedback from its customers. 
[bookmark: _Toc135647191]Importance of effective guest reviews management 
Effective guest reviews management helps a hotel company in many ways. Some importance is given below: 
· Effective guest review management helps the hotel company to find out the major issues or challenges faced by the customers during taking hotel service. 
· It helps the hotel company to manage its hotel reputation and maximize the efficiency of staff to deal with problems effectively (Wood, 2015). 
· It helps the company deal with new guests by focusing on the issues that were previously reviewed by other guests. 
· It helps to build a good and comfortable relationship with the guests by focusing on their demands and expectation from a hotel service system. 
· It helps to work on positive changes that may later bring more profitability and sales for the hotel company. 
[bookmark: _Toc135647192]Impact of negative reviews on the hotel company 
Negative reviews of the guests and customers directly affect the hotel industry and companies. Some impacts of negative reviews are as follows: 
· Negative reviews minimize the booking of any hotels. When any new guests decide to choose a hotel, he or she first sees the reviews. Negative reviews make them disinterested to make a booking at that specific hotel. 
· It damages the hotel’s reputation and hotels gradually start to lose their potential guests and customers (Johnson et al., 2012).  
· Negative reviews minimize the profit margin of the hotels by decreasing the revenue and sale of services. 
[bookmark: _Toc135647193]Service Culture 
Service culture is a way of looking out how employees and staff of a hotel company are treating the guest and how they are making an interaction with the customers. A good service culture is essential for any hotel to provide the best to the guests and meet up their demands (Stanic et al., 2019).  It is set up by the management of the hotels how to provide the best service to a guest. For example, Hotel Indigo has created a culture that gives attention to truth, care, and commitment, and through these values, they are maintaining its service culture. 
[bookmark: _Toc135647194]Differences between service culture from corporate culture 
Service culture is different from corporate culture from different angles. The first point of differentiation lies in the focus point. Service-oriented culture gives its full focus to customers and corporate culture is the opposite to it which gives focus on employees. Service culture aims to give the best service to its customers while corporate culture gives focus on employee benefits and a positive work environment (Kansakar et al., 2019).  Service culture measures its success by focusing on the good reviews it receives from its customers while corporate culture measures its success by giving focus on employee retention, earning more revenue for the company, setting up more companies, getting more business clients, and so on. 
[bookmark: _Toc135647195]Importance of service culture in the hotel industry 
In the hotel business, service culture is crucial because it can aid in luring in new guests and keeping existing ones. A great service culture may give visitors a satisfying and memorable experience, increasing the likelihood that they will return and spread good positivity. Some importance is given below: 
· It helps to raise the number of satisfied customers. 
· It helps the hotel industry to raise more revenues and contribute more to the economy (Bosnjak et al., 2019). 
· It helps to create brand awareness and maximize the reputation of the company. 
[bookmark: _Toc135647196]Conclusion 
The hospitality industry is directly connected with the guest and customers to provide the best quality service. The level of competition is huge as many newcomers are coming to this industry. Hotel companies that are giving care to service culture, management of reputation along with giving full focus on hotel standards are doing well (Clark et al., 2012).  On the other hand, many are not performing well and even not fulfilling the basic hotel standard. To survive the competition and perform well in this industry some recommendations are given below. 
[bookmark: _Toc135647197]Recommendations
· It is highly recommended that hotels collect the feedback of their customers and identify the areas that need a quick change. Hotels management can sit with their employees and staff once a week and figure out the areas for improvement. 
· Hotels need to use advanced technologies that will help the staff to clean the surface and hotel rooms (Munir et al., 2019).  It needs to be kept in mind that it is the hotel’s basic standard to maintain hygiene and keep the rooms and surfaces clean. 
· It is also recommended that the hotel’s authority will arrange for training and development programs for its employees and staff (Ann et al., 2020).   
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