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[bookmark: _Toc137496381][bookmark: _Toc137496462]** Executive summary**
The service culture, hotel standards, and reputation management are the three key components for success in the hotel industry that are examined in this paper. To provide a constant customer experience and promote brand loyalty and trust, it highlights the significance of upholding strict standards for brand consistency. To properly manage their online reputation and respond to consumer criticism, hotels must understand the importance of reputation management, which is also highlighted in the research. The concept of service culture and its significance in the hotel industry are also covered in the research. Finally, advice is provided on how hotels might adjust to market shifts and the difficulties faced by businesses. The report's overall conclusion is that the hotel industry must constantly develop and adapt to meet the demands and expectations of its customers. By concentrating on these three areas, elements, hotels can position themselves for success in a dynamic and competitive market.
[bookmark: _Toc137494513][bookmark: _Toc137495800][bookmark: _Toc137496382][bookmark: _Toc137496463]**Introduction**

The hospitality sector is continually changing and adapting to satisfy the demands and expectations of its clients. Three crucial elements that are crucial for success in the hotel sector will be examined in this report: service culture, hotel standards, and reputation management. Additionally, the goal of brand consistency requirements, the significance of efficient guest review management, and the influence of bad reviews will all be covered. The idea of service culture will also be covered, along with how it varies from corporate culture and why it is significant in the hotel sector. Finally, suggestions for hotels regarding market trends and challenges faced by specific industries will be given.



[bookmark: _Toc137494514][bookmark: _Toc137495801][bookmark: _Toc137496383][bookmark: _Toc137496464]**Main Findings**

[bookmark: _Toc137494515][bookmark: _Toc137495802][bookmark: _Toc137496384][bookmark: _Toc137496465]*Hotel Standards*

   By upholding high standards, hotels can ensure a consistent customer experience, encourage brand loyalty and trust, and stay ahead of their competitors. Brand standards can include various components such as amenities, visual identity, reward programs, and online customer reviews. For instance, the American hotel company Kimpton Hotels & Restaurants has more than 65 establishments across the nation, each with a distinct design philosophy that guarantees the accurate physical representation of their brand (FINE, n.d.). 
       Other examples of brand standards in the hotel industry is standardized service, where hotels strive to offer an identical standard of service across all of their locations, and operational standards, which specify how something will operate and enable hotels to implement innovation at scale, this can take into account factors like the density, age, and size of the pillows in the guestrooms or the location of electrical outlets (Giroti, 2020). However, not every hotel adheres to the same standards, as factors such as the hotel’s target market, location, and brand positioning can affect them. For example, a premium hotel may have higher requirements than a budget hotel. Standards can also differ between countries, with some setting their rate according to a single public norm while others may have different systems. Hotels must ensure that guests are aware of their standards, so they know what to expect.


*Reputation Management*
For hotels to effectively control their online perception, reputation management is crucial. Hotels may efficiently manage their reputation by keeping an eye on customer reviews posted on independent websites, putting strategies in place to encourage positive evaluations and discourage unfavourable ones, and properly responding to reviews after they are posted. Using digital communications technology, hotels can also adopt a pro-active strategy for reputation management by catching guest requests and reviews as they emerge. By doing this, they could control their reputation rather than letting independent review websites define them. To effectively handle any difficulties or worries that guests may have, hotels must manage their guest reviews. Negative reviews can significantly harm a hotel’s revenue; with just one bad review, a hotel runs the danger of losing up to 22% of its clients. This number increases noticeably when multiple unfavourable reviews are published on several portals, and it can cause a hotel to lose up to 70% of its prospective customers. Negative evaluations should be taken seriously by hotels, and any faults or complaints should be addressed, the efforts of a hotel's staff can be undone by one unfavourable review, which can also overwhelm favourable comments. Additionally, if a bad review goes viral or is prominently displayed on a review website, it may be read by thousands or even millions of potential customers. These words could affect the success of a property in the long run (Whittaker System. 2018).


[bookmark: _Toc137494516][bookmark: _Toc137495803][bookmark: _Toc137496385][bookmark: _Toc137496466]*Service Culture*

In the hotel industry, service culture is crucial because it is the primary variable that results in excellent service. A company with a service culture is one whose mission and operational procedures are centred on fulfilling the needs of the client first and foremost. The focus of each employee's duties should be on providing the best experience and most value to the client. Employees are encouraged to put the requirements of the client first through a strong service culture.
Service culture differs from corporate culture. Service culture is specifically focused on serving the customer like Ritz-Carlton their brand tagline is: “We are Ladies and Gentlemen serving Ladies and Gentleman” (The Ritz-Carlton Leadership Center. (n.d.).) Ritz-Carlton is the epitome of great service. Employees are empowered by their culture to provide the greatest possible customer service. Employees experience a sense of control as a result of this sense of empowerment
On the other hand, Corporate culture is the collection of principles, attitudes, and conduct that defines how Marriott International's management and staff interact. Putting people first, achieving excellence, embracing change, acting with integrity, and serving the world are among Marriott's fundamental values. Every action they do demonstrates their commitment to the customer, and their reputation for providing exceptional customer service stems from the founder's original vision for his company: "good food and good service at a fair price." (Marriott, n.d) .With new brands, new worldwide locations, and new guest experiences.
Rosewood Hotel Group is another example, their mission is to foster creativity, improve people's lives, and explore unexplored territory. They put their heart and instinct into perfecting and elevating their industry. Ownership, enthusiasm, and teamwork are among their values. They take great pride in what they do and are excited about it (Rosewood Hotel Group, n.d).  Businesses may ensure that their customers come first in all aspects of operations by establishing a service culture. Since the demands of its customers are given first priority in the hotel and tourism industries, this type of service culture is essential. Customers that experience exceptional customer service are more likely to stick with the company and refer it to others.
 Although corporate culture can affect service culture, these two do not necessarily intersect.

[bookmark: _Toc137494517][bookmark: _Toc137495804][bookmark: _Toc137496386][bookmark: _Toc137496467]**Obstacles**
The hotel sector has various operating difficulties. Along with managing all front-desk tasks, handling reservations, looking after visitors, keeping the rooms and grounds pristine, and more. But frequently, hotel departments don't complete all of their jobs at once, which leaves customers confused and dissatisfied. Another issue facing hotels is that they must be able to provide unique experiences as experience-based tourism grows in popularity. However, some hotels have experienced difficulties in finding qualified personnel and accommodating modern visitors. One example is the Paris j’Adore Hotel & Spa. Another issue is the importance of housekeeping, where first impressions can make or break a guest’s experience. Finding trained personnel to perform full cleaning and pay attention to details has been a challenge for many hotels. 
The hospitality sector had problems with the housekeeping. Many hotels were forced to restrict housekeeping services during the pandemic to preserve money during a long period of low demand and minimize interaction between strangers. For instance, Marriott's rules differ according to the hotel, but, cleaning is only provided upon request, and all rooms are cleaned automatically every sixth night (French, S. 2022). Most Hilton's hotels no longer receive daily cleanings by default unless requested (CBS News, 2022), at Walt Disney World the service came to light housekeeping every other day (Caldwell, L. 2022).
[bookmark: _Toc137494518]Cutbacks may frequently be made more for financial reasons than for safety. Hotel industry has been particularly badly struck by the national labour and material deficit. A 79% price increase for cleaning and housekeeping materials was reported by hotels. These service cuts aren't necessarily a good thing. "Guests don't want to have to ask every time they need their trash emptied or dirty towels replaced," said D. Taylor, the international president of Unite Here, a union for U.S. and Canadian hospitality workers, in a prepared statement. (S. French 2022)







[bookmark: _Toc137495805][bookmark: _Toc137496387][bookmark: _Toc137496468]**Conclusion**

In conclusion, this report has examined three crucial elements for success in the hotel sector: service culture, hotel standards, and reputation management. It has been shown that maintaining high standards for brand consistency is essential for hotels to ensure a consistent customer experience and foster brand loyalty and trust. Reputation management is also crucial for hotels to effectively control their online perception and respond to customer feedback. The report has also covered the idea of service culture and its significance in the hotel sector. Finally, suggestions have been given for hotels to adapt to market trends and challenges faced by specific industries. Overall, the hospitality sector must continually change and adapt to satisfy the demands and expectations of its clients. By focusing on these three elements, hotels can position themselves for success in a dynamic and competitive market.
[bookmark: _Toc137494519][bookmark: _Toc137495806][bookmark: _Toc137496388][bookmark: _Toc137496469]Recomandations
1. Stay up-to-date with market trends: Hotels should keep an eye on market trends in order to stay competitive. This includes trends such as high-tech facilities, sustainable practices, alternative accommodation options, and incorporating experiences into hotel stays
2. Address staffing challenges: Staffing shortages are a major challenge facing many hotels. Hotels should invest in training and development programs to attract and retain top talent.
3. Embrace technology: Technology can help hotels improve their operations and enhance the guest experience. Hotels should invest in technologies such as instant messaging, voice control, artificial intelligence, digital signage, blockchain, chatbots etc., to improve customer experience.
4. [bookmark: _Toc137494520][bookmark: _Toc137495807]Focus on sustainability: Sustainability is becoming increasingly important in the hospitality industry. Hotels should implement sustainable practices in order to attract eco-conscious travellers.
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