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Executive Summary
A hotel is a place for travelling people to stay. It provides necessary service to the customers. To make a hotel grow it needs to provide good service and maintain its standards and reputation. Through this, a hotel business can be successful.
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[bookmark: _Toc135444686]Introduction
A hotel is a place where people can stay, especially when they are travelling. The hotel provides necessary service while staying in exchange for payment. Hotel standards show what kind of hotel it is and how much service it can offer (P. Crick and Spencer, 2011). Based on a hotel’s service, customers often choose it for their stay. It helps in increasing its reputation. And to grow a hotel business it is necessary to build a positive image. If a hotel has a good reputation, customers will be attracted to use it (Heppell, 2015). So, it is necessary to manage a hotel’s reputation. Providing quality service is the best way of achieving this good reputation. 
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[bookmark: _Toc135444688]Hotel Standards
Hotel standard means staffing, managing, advertising the hotel, and providing standard quality of service, utility, and equipment to the customers (Wood, 2015). To make a hotel business successful its brand name and brand standard play a vital part. Brand consistency is a way of presenting a company and maintaining its standard everywhere. Through brand consistency, a company can make its establishment popular and can build trust with its customers or potential customers (O’Gorman and Cousins, 2010). It also helps in standing out from the competition. If a hotel is well-known, customers will pick it from other options. People often find brands more reliable which captures more market value for the company. The main purpose of the brand consistency standard is to make the hotel business grow. Brand consistency enhances customer experience, it teaches how to complete a task properly without spending extra money (Chung and Byrom, 2021). Customers give them a good rating or review if they get their facilities properly. These reviews help a hotel business flourish even more. These days people use the internet to get recommendations and a good rating helps hotels get a better reach. If a hotel gets good reviews from others, then it will stand out from its competition (Wood, 2015). People will be more attracted to it. And their old customers will be loyal to it. Different hotels have different standards. These standard changes depending on the variety of hotels. There are six ways to standardize a hotel. It helps a hotel to grow effectively, and customers stay loyal to it (P. Crick and Spencer, 2011). These standardization chains are given below -
Design: Hotel designs are really important in drawing customers' attention. People prefer a good environment and a nicely designed hotel when they go on a vacation. People will like it more if they can feel comfortable and cosy while staying at a hotel (Kandampully and Kandampully, 2006). 
Service: Every hotel must provide their customer with quality service. Service plays a vital role in making a hotel more standard. It is a hotel’s job to make sure all of its customers are satisfied. This satisfaction can be achieved if they give their customers quality service (TESONE, 2017). From helping the customers check in to helping them with any necessary success included in the service. Hilton Worldwide Holdings Inc. (HLT) became one of the world’s top companies for its service. 
Amenities: Amenities is helping hotel clients with giving daily necessities. While travelling people cannot bring every daily need such as soap, paste, shampoo, or any sanitary products. Hotels should give their customers these basic products for their customer's better stay. They should provide these for every room. It will enhance their customers' experience and create a long-lasting impression (O'Fallon and Rutherford, 2011).
Loyalty programs: Loyalty programs are the best way of making a customer loyal to the hotel. Providing quality service to all chain hotels will keep the customers loyal because they will expect treatment from chain hotels. If they do not get their expected service, they will be disappointed which will lead to losing customers (Davidson, 2013). So, it is a hotel’s job to make sure they are providing quality service in each of their chains. 
The use of technology: Technology plays a very important part in our life. People love to experience new technology as well. Hotels should provide new technology in helping their customers. It should also provide modern technology such as turning off/on lights on music or using AI for any query. It will create a different brand perspective which will help the hotel grow even more (Nicoli and Papadopoulou, 2017).
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Reputation management is influencing other people to generate positive reviews, monitoring conversations, and using any opportunity to boost reputation (Walker, 2017). Hotel businesses can prosper more through their reputation. People prefer a service with a good review or rating. This review shows how reputed a hotel is. To create a good reputation, hotel managers need to take care of many things (Vallen and Vallen, 2018). Some of them are given below -
Observing people's needs: Hotels need to observe their customers' needs and provide them. If the customers are satisfied, they can give a positive review which will increase their reputation (TESONE, 2017).
Sending feedback survey: Hotels can ask their customers for feedback through surveys. It will increase the number of reviews it can get. Through this survey, they can achieve good reviews as well as recommendations on how to make their service better. It will help businesses flourish in the future (O'Fallon and Rutherford, 2011).
Staying active in social media: People often ask for necessary queries online. A hotel should answer their queries for better reach. They should also beware of positive or negative reviews online and deal with them tactically (Heppell, 2015). Online can help in building good relationships with potential customers or existing customers. 
Staying in touch with customers: Asking a customer about their needs or providing answers to their questions can help build a good connection (Horner and Swarbrooke, 2020). Customers will prefer staying where they can get this service. It will create a positive image for the hotel. 
[bookmark: _Hlk135388753]Hyde Suits Midtown Miami is a top-rated hotel in Miami that gets a hundred reviews. But their members make sure to reply to each of these reviews which helped in creating a good reputation. Guest reviews are very important for reputation management. It helps potential customers in choosing a hotel. If a guest says the hotel is reliable and beautiful, people will believe their words even more (Vallen and Vallen, 2018). It gives the hotel more validation and it gets free marketing. On the other hand, bad reviews can affect a brand’s reputation. People will not think of the hotel as a reliable one. As a result, customer numbers will decrease, and the hotel will fall into ruins.
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Service culture means an environment for providing customers with quality service. Service culture works best where the employees are taught and motivated to serve their guests (Akoğlan Kozak and Acar Gürel, 2015). A customer-centred approach is needed for the service culture to work perfectly. Hotels need this service culture to prosper more. Service culture makes their customers satisfied by all means. It gives a good reputation boost for the company. It also creates a good relationship with the customers. Customers become loyal when they become closer to a company and its service. Reputation is essential in the hotel business. If a hotel gives the best service to its customers, it will increase its reputation (TESONE, 2017). On the other hand, if a company fails to provide it its reputation will get negative. Good service makes customers draw toward the company. Friendly behaviour, providing any query answer, focusing on hospitality, etc. falls under service culture (O’Gorman and Cousins, 2010). Corporate culture is a formal one. In corporate culture, employees greet and communicate in different ways with their seniors or subordinates. They cannot even send informal emails to their superior. It may hinder getting a promotion if they offend someone. On the other hand, hotel service culture is important for getting more customers and building a good reputation (Jayawardena, 2012). Without these, customers will not be satisfied. One of the crucial things for a hotel business is to make their customer satisfied. This helps in building a good image for the hotel and guests may give recommendations to others that will help the business grow more (Walker, 2017). The world’s biggest hotel Marriott International focused on service strategy for their business. Their slogan is "Spirit to serve the customer" which mainly prioritizes customers' satisfaction. They believe in providing service through employees to the customers by treating the employees nicely and guiding them properly. This strategy made them grow their business. 
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In this report, we can conclude that hotel businesses' success depends on their image, service, and reputation management. Through this, a hotel can grow even more. So an entrepreneur has to think about these things and provide every possible service to their guests for further growth of their business.

[bookmark: _Toc135444692]Recommendations
A hotel should always maintain its standard. These days hotels face problems with staffing or building brands so a businessman should make a strategy for this. Hotels must manage their reputation as well. New customers come when they know its reputation is good. Many famous hotels manage their reputation by staying connected with their customers (Jayawardena, 2012). Hyde Suits Midtown Miami is one example. They reply to their customer's reviews, which helps them keep a good reputation. Also, the world's biggest hotel Marriott International prospered because of its quality service. So, it can be said that a hotel needs to maintain its standard and provide quality service as well as manage its reputation to grow. 
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