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Most hotels do not care about its image among their own internal clients while
the customers are dealing with these staff. This study aims to identify the extent
of the application of reputation management at five-star hotels in Cairo and to
achieve competitive advantage for these hotels by measuring a variety of
variables associated with the concepts such as the reputation management and
the mental image.

The study uses the descriptive analytical approach and relies on the
questionnaire which was distributed to a sample of hotels' staff at Cairo through
the stratified random sampling.
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