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[bookmark: _Toc136020708]Executive Summary: 
This paper will look at three essential areas in the hospitality industry: service culture, hotel standards, and reputation management. It will also make suggestions to hotels on how to manage market changes and overcome obstacles.
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The hotel sector is known for its fierce rivalry, with facilities constantly striving to give excellent services and remarkable customer experiences. To remain relevant and avoid being left in the dust in this ever-changing market, businesses must stay current on the latest developments in the hospitality sector.
Furthermore, maintaining a current vision with industry developments is critical for remaining relevant in an increasingly congested economy. When new ideas, technology, and techniques arise, they frequently upset established norms and redefine guest expectations. Hotels that adapt to these changes avoid becoming obsolete and losing market share to more agile competitors.
Hotels may position themselves as trendsetters and industry leaders by remaining current on the newest trends. They may capitalize on evolving consumer preferences, utilize developing technologies, and create novel experiences that set them apart from their competitors. Hotels may establish distinct value propositions that resonate with their target audience by continually pushing limits and exploring new options.
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In the hospitality business, brand consistency standards are critical. They construct a set of criteria to guarantee that clients have a consistent experience across multiple locations or properties of a hotel chain. Hotels may establish a distinct character and build client loyalty by adhering to brand consistency requirements.
It is essential to note, however, that not all hotels adhere to the same standards. While major hotel chains frequently have strong brand standards in place, individual hotels may have greater freedom in creating their own standards. A happy and satisfied customer become the Hotel brand ambassador who tends to bring referral and repeat visits to the Hotel. (Giroti, 2020)


According to Linkedin, an article created by Robyn Pratt in 2018, the goal should reflect more on increasing customer loyalty and personalized experience and how the customer can connect emotionally with the business.
Consistency in "how" the customer experience often differs from consistently giving the same experience every time. (Pratt, 2018)
[bookmark: _Toc136020711]Reputation Management

In today's digital world, hotels must effectively manage their reputation. Online platforms and review websites have enabled guests to share their experiences and opinions, affecting the decisions of potential customers. The more trustworthy your hotel is in terms of service, amenities, design, loyalty programme, and uniforms, the more loyal and satisfied guests you will maintain while knowing what to expect. (Localle, 2022) 
Effective guest review management is critical since it immediately affects a hotel's reputation.
Negative reviews might have a negative impact on a hotel's reputation. They have the ability to turn off potential visitors, raise concerns about service quality, and degrade the hotel's brand.
According to Revinate, research has been made to identify how responsive hotels are to the customers reviews. 30% only to the 4-Start Reviews, 32% only to 3-Star Reviews and 34% only to 1-Star Reviews. (Figure 1). In 2020 another research has been made for the hospitality industry where luxury hotels have a responsive of 57% where on the other hand economy hotels reply back to only 11.8% from the reviews (Figure 2). Buyers now have access to a wealth of information. Whatever the industry, there are evaluations, guidelines, and walk-through videos to assist consumers in making judgements. As a result, most hotels place a premium on reputation management. (Whatman, 2021)
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The ideals, beliefs, and practises that shape employees' behaviour and thinking in giving great service to visitors are known to as service culture.
Service culture is different from corporate culture in that it focuses solely on the service side of the organisation. Corporate culture includes an organization's general beliefs, norms, and behaviours. While both are vital, service culture is especially important in the hotel sector since it has a direct impact on the visitor experience. A great service culture guarantees that each interaction with guests is meaningful, personalised, and goes above and beyond their expectations.
Reputation is a communication outcome of the relationship between the subject and its viewers; hence, it is an output that reflects the evaluations of external audiences, whereas the image incorporates both internal and external perception and the conveyed identity. (Kadieva, 2017)
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Keeping up with the newest trends is critical for businesses to stay up-to-date and create excellent customer experiences in today's fiercely competitive hospitality market. The service culture at hotels determines employee behaviour, ensuring that each interaction with clients exceeds their expectations. Even though not all hotels adhere to the same standards, brand consistency standards play an important part in building a recognisable character and fostering client loyalty.

Effective reputation management is critical in the digital age, as online reviews strongly affect the decisions of potential guests. To retain a favourable reputation, hotels must actively manage guest reviews, respond to feedback, and prioritise passenger pleasure. Positive reviews are powerful recommendations that attract new guests, whilst bad reviews can have a detrimental impact on a hotel's reputation and repel potential consumers.

In the  1990s, it was  believed that a positive  reputation  could  be built  based on the following:
profitability,  low risk,  market value,  media image,  return on investment, company
size and demonstrating social concern. In the first decade of the twenty-first century
other factors are added: customer satisfaction, building close relations with the stakeholders-
holders, campaigns supported by  the company (including establishing their own
foundations or sponsorships, and donating money to charity) and corporate programs
"corporate citizenship. (Kadieva, 2017)
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Hotels should examine the following guidelines to stay updated with market trends:
Implement innovative technologies such as smartphone check-ins, smart room features, and personalised guest experiences. In order to attract environmentally conscious guests, use eco-friendly practises. Improve guest engagement by creating true connections with them through personalised experiences and proactive communication. In the hotel industry, there are numerous operational issues. Reservations management, guest service, all front-office operations, maintaining cleanliness in hotel rooms and grounds, and more. However, hotel departments frequently fail to complete all jobs in a timely manner, resulting in chaos and client displeasure. (Mistry, 2022)

Prioritise employee training: Invest in extensive training programmes to help employees develop their abilities and have a better grasp of service excellence.
Among the challenges that hotels may face in reacting to market trends are:
Budget constraints: Implementing new technology or initiatives frequently necessitates financial commitment, which might be difficult for some hotels, especially smaller ones.
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Customers reviews replies 

1 Star Review	3 Star Review	4 Star Review	0.34	0.32	0.3	


Luxury VS Economy 

Luxury Hotels	2020	0.56999999999999995	Economy Hotels	2020	0.11799999999999999	
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