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Executive Summary
This report analyses how hotels maintain their standards and manage their reputations. It includes case studies and articles from different sources, which have been studied and referenced throughout the report to find facts and information on how hotels deal with difficult situations and customer loyalty. Guest reviews have been examined from feedback sites to find out what impact it has on hotels and how they manage these reviews. It also reports on what obstacles hotels have to face and how they overcome it. Recommendations are also made for a better future for hoteliers. 
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Introduction  
The hospitality industry is evolving very rapidly, it is very competitive and keeping up with the trends is becoming very difficult but, to maintain the standards and reputation, they have to keep up with the market demand to avoid being left behind. The hotels standards are what makes the hotel stand in its position in the market. Reputation management is significant in the hotel business because it’s a key way of improving your revenue by earning the trust of potential customers and retaining relationships with past clients (Lacalle, 2021). By earning trust of customers, you will not only maintain a long term relationship but also receive customer royalty in return. This report will analyse how hotels maintain the standards, reputation and customer loyalty.  

Purpose of brand consistency standards
The brand consistency is when a hotel maintains a constant, dependable audience perception by holding the same visuals, values, and messaging throughout its products and services (Umesi, 2022). The standards of your hotel is already set by your brand, by keeping it consistent throughout, customers will be able to recognize the brand and are more likely to purchase your services knowing you are associated with the brand. 

Do all hotels have the same standards? 
Hotels have to follow the accommodations standards set by the government which can be found on Gov.UK. With that also comes additional hotels standards which are set by the business itself to provide an adequate service. There are many different standards in the hospitality industry, it depends on the different types of hotels. “Some chain hotels are part of a larger ownership group, while other chain hotels have independent owners but follow the same brand standards” (Hollander, 2022). A chain hotel such as Marriott has their own standards, all hotels within the chain will have to maintain the same standards set by Marriott’s business conduct guide (Marriott, 2013). On the other hand, you have independent hotels such as the Grand Hotel Birmingham. They don’t have to follow a specific standard set by someone else, they can create their own standards which will reflect on the service they provide.  

Manage their reputation effectively
Reputation is all about how your hotel is perceived in the customer’s eye. Hotels can manage their reputations by staying on top of it. The reputation can make a significant difference in how your hotel performs against your competitors (Boley, 2020). To manage this effectively the hoteliers should focus on market trends, Good and bad reviews, staying active on social media, focusing on digital marketing and avoiding negative news on the market. When a hotel has a bad reputation, it is usually because the standards have not been met. It usually comes hand in hand. India times reported “49% of customers demand a minimum four-star rating before choosing a hotel” (Goswami, 2021). The ratings of the hotels reflect on the reputation of the hotel. 

Importance of effective guest reviews management 
Guest reviews can have positive and negative impact on your hotel. It is very important to manage these reviews effectively and ensure they have been addressed professionally. A hotel management response can lead to higher ratings for properties and create substantive reviews even on the negative ones (Hoisington, 2017). These reviews allow hoteliers to understand what the customers want and improve on the service provided. The online platforms make it easier to respond to reviews and received feedback on guest experiences. It is also a great platform to get a positive message across to millions of people around the globe. An article on Smart Hotels states “many people are often a bit skeptical about the credibility of a product or service. Reviews help bookers to confirm (or disprove) that credibility, so that they can make a well-considered decision whether or not to book a room” (Meirmete, 2020).


Impact of negative reviews
Negative reviews have a huge impact on the reputation of a hotel. Customer end up question the quality and standards of the hotel. However, a good response to negative feedback can sometimes work wonders. A study from Spiegel Research shows a good case on how negative online reviews can be embraced. Below are some other ways that this feedback can work in your favor:
· 68% of consumers put more trust in reviews when there is a mixture of positive and negative feedback.
· 95% of consumers become suspicious about fake reviews if there are no negative reviews.
· 92% of consumers will hesitate to purchase an item with no listed reviews.
· 82% of consumers specifically seek out negative reviews before purchasing.
· 72% of B2B buyers report that negative reviews provide insight and depth into a product.
(Dorfman, 2023)
By keeping a strong eye on review management, negative reviews can be identified quickly and respond efficiently. 





Build and retain customer loyalty
Customer loyalty is very important for all hotels and businesses. This will not only provide customers with benefits but also retain the customers and create a long-term relationship between the hotels and their guests. Some of the most important customer loyalty factors include guest benefits, value discounts, club membership and enhanced, customized experiences (DePino, 2023). Marriott hotel offers a loyalty program to their club card members called ‘The Gold Standard’ for experience. The program allows customers to enjoy many benefits and the tiered membership allows customers to receive much more if they keep returning. (Mizerak, 2022) A customer will only return if they keep receiving the same standard of service every time, so when a guest joins these programs, it shows they are happy with the services they are receiving. 

Purpose of Customer Loyalty
The purpose of customer loyalty comes down to one significant point. Retaining customers, building a long-term relationship, which in return means more money for the hotel. An article by Thought Leadership, stated “Loyal customers are worth their literal weight in gold because they’ve reached a level of trust, familiarity, and affinity for your brand that transcends mere pricing and brand positioning” (2019). A hotel will run out of money if they didn’t have loyal customers. 

Market Trends
Market trends are constantly changing and customers’ needs are becoming more demanding. The one thing that is common within hotels and hospitality marketing trends is that they are focusing extensively on how to address consumer needs (eHotelier, 2021). The changes in the market trends will have effect on the hotel standards because further measure may need to be taken. For instance, since the pandemic all hotels have had to take extra measures to ensure cleanliness, contact free and safety of all guest.   


Obstacles faced by certain businesses
There are many obstacles faced by businesses on a daily basis. All hotelier should remember that all industries are becoming more and more complex, they are driven by the rise of data and advanced digital technologies, changes in demographics and customer preferences and demands, and lately, factors that are impacting the global economy, such as energy price increase, inflation, and supply chain gridlock. (Landman, 2023). Hotels should always look for ways to upgrade and invest in the business to stay one step ahead of the competitors. 

Conclusion 
It is very clear that hotel standards, reputation and loyalty go hand in hand. Managing these efficiently is very important to run a successful hotel. These can change very quickly if the correct procedure is not carried out. Staff should be trained well on the standards set by the hotels so that they can provide adequate service. The reputation of the hotel is in their own hands and therefore exceeding customer satisfaction is very important and will have a positive impact on the business. 

Recommendations 
Following market trends and listening to customer needs will allow you to improve your service. Sometimes it works in the businesses interest to reduce prices in order to retain customer loyalty, especially given the current economy. The digital market is very popular therefore keeping up with the digital platform will provide you with more information on what is the current requirement. Make changes to meet these requirements will put you a step ahead of the competitors. 
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