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1. Executive summary

The hospitality industry is a competitive market that requires businesses to stay abreast of the most recent trends and adapt to shifting consumer preferences. This report focuses on the most important factors hotels must consider to remain competitive such as hotel standards, reputation management, and customer loyalty (O’Fallon and Rutherford, 2010). Hotel standards are essential for delivering a consistent and high-quality experience to guests, and reputation management is necessary for attracting and retaining customers. Creating customer loyalty through personalised services and a pleasant guest experience is also crucial. The report suggests establishing brand guidelines, monitoring, and responding to guest feedback, offering personalised services, and adopting new technologies in order to meet customers' evolving needs.
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Hotel standards, reputation management, building and retaining customer loyalty.


2. Introduction
The hospitality sector is a broad and diverse industry that comprises businesses such as hotels, restaurants, bars, cafes, and other hospitality services that provide accommodation, food, and beverage services to customers (O’Fallon and Rutherford, 2010). In  recent years have been a lot of changes in the hospitality sector, with new trends emerging and changing consumer preferences. In order to remain relevant and offer the best possible guest experience, hotels must adapt to these changes (Wood, 2015). Moreover,  in order for hotels to stay competitive, they must take into account three crucial factors such as hotel standards, reputation management, and client loyalty.

3. Main Findings

3.1 Hotel Standards

The set of guidelines and expectations that hotels must adhere to in order to provide guests with a consistent and high-quality experience is known as hotel standards. In addition to cleanliness, safety and security, customer service, and amenities, hotel standards encompass a vast array of factors. These standards are essential for ensuring that guests have a pleasant stay, and they help hotels establish customer trust and loyalty. According to Walker (2013), hotel standards are essential for maintaining brand cohesion across multiple locations and properties that belong to the same brand. When a customer chooses a hotel based on its brand, he or she anticipates a certain level of service and amenities at all properties. If a hotel fails to meet these standards, it can harm the reputation of the brand and result in a loss of business. In addition, the standards of a hotel vary based on its location, category, and target market. Because their guests expect a higher level of service and amenities, luxury hotels, for instance, have higher standards than budget hotels. However, there are certain fundamental requirements that all hotels, regardless of category, must meet. For instance, cleanliness is an essential standard for ensuring the comfort and safety of guests. Hotels are required to maintain high standards of cleanliness in all areas of the property, including guest rooms, common areas, and food service areas (Narangajavana and Hu, 2008).  Also, safety and security are another essential element of hotel standards. During their stay, guests must feel safe and secure, and hotels must take precautions to ensure their safety. This involves the installation of fire alarms and sprinkler systems, the provision of emergency exits, and the presence of security personnel. In addition, hotels are required to train their staff to respond to emergencies and inform guests of emergency procedures. Additionally, customer service is an essential aspect of hotel standards. Guests anticipate receiving courteous and attentive service from check-in to check-out. Hotels must ensure that their staff is well-trained in customer service and can respond quickly and effectively to guests' needs and requests. This includes assisting with luggage, recommending restaurants, and handling any problems that may arise during the stay. Finally, hotel amenities are an essential component of standardisation (Chung Wang, Wang and Tai, 2016). Based on the hotels category and price point, guests expect a certain level of amenities. For instance, upscale hotels such as Ritz -Carlton may provide spa services, fitness centres, and fine-dining restaurants. Budget hotels such as Ibis Budget, on the other hand, may provide complimentary Wi-Fi and continental breakfast.  However, regardless of  the hotels category, the offered amenities must be of high quality and meet the expectations of the guests.

3.2 Reputation Management
Reputation management is a crucial aspect of the hospitality industry, as it is instrumental in attracting and retaining customers. Reputation management is the process of monitoring, influencing, and controlling how customers and the general public perceive a hotel. A positive reputation can result in an increase in bookings, whereas a negative reputation can harm a hotel's brand and result in a decline in business. According to Tesone (2014), reputation management is crucial in the hospitality industry because guests rely heavily on online reviews and word-of-mouth referrals when selecting a hotel. Therefore, hotels must actively manage their reputation by monitoring guest feedback and reviews and responding to them. Effective guest review management is an important aspect of reputation management. These reviews can significantly affect a hotel's reputation. Therefore, hotels must monitor these reviews and respond to any issues or complaints in a prompt and professional manner. According to Johnston et al. (2012), responding to negative reviews demonstrates a hotel's concern for its guests and willingness to resolve any issues that may arise. Negative reviews can have a substantial impact on a hotel's reputation, and hotels must take measures to mitigate this effect. Moreover, hotels can utilise social media and other channels to promote positive reviews and highlight their strengths. Crisis management, which refers to the process of responding to negative events or incidents that can harm a hotel's reputation, is also a component of reputation management. According to O'Fallon and Rutherford (2010), hotels must have a crisis management plan to respond swiftly and effectively to any potential incidents, such as natural disasters, accidents, and security breaches. In addition,  the influence of social media is a significant difficulty for hotels in managing their reputations. According to Wood (2015), social media has transformed the way guests interact with hotels, and it is become increasingly common for guests to share their experiences on Twitter and Instagram. This can be both positive and negative for hotels, as social media can increase exposure and positive reviews while also amplifying negative ones. To manage their social media reputation, hotels must actively monitor and respond to posts and comments. According to the International Journal of Hospitality Management (2017), hotels can use social listening tools to monitor brand mentions on social media and promptly respond to any negative comments. However, brand consistency is another important aspect of reputation management. Tesone (2014) defines brand consistency as the degree to which a hotel's brand is presented consistently across all touchpoints, including the website, social media, and physical properties. A consistent brand image can help a hotel differentiate itself from its competitors by fostering guest trust and recognition. For hotels to maintain brand consistency, they must establish brand guidelines and train all employees on them. In addition, hotels must monitor and update their brand image on a regular basis to ensure that it remains relevant and appealing to their target audience. In addition, reputation management includes the management of online travel agency (OTA) listings. According to Management Today (2019), hotels must ensure that their information on OTA websites such as Expedia and Booking.com is accurate and up to date, as inaccurate information can result in negative reviews and lost business.
3.3 Customer loyalty
Important to the success of hotels in the hospitality industry is customer loyalty. Through word-of-mouth recommendations, loyal customers can provide hotels with a steady flow of business and help build a positive reputation. Therefore, hotels must implement various strategies, such as loyalty programmes and personalised services, to build and maintain customer loyalty. Moreover, customer loyalty, according to O'Fallon and Rutherford (2010), is the likelihood that a customer will continue to use a hotel's services or recommend them to others. Hotels frequently use loyalty programmes to cultivate customer loyalty. Customers who utilise the hotels services frequently are rewarded with points or free nights through these programmes. According to the International Journal of Hospitality Management (2015), loyalty programmes can increase customer satisfaction because they reward customers with tangible benefits for their loyalty. However, loyalty programmes are insufficient to build customer loyalty on their own. According to Tesone (2014), hotels must also offer individualised services that cater to the specific needs and preferences of each guest. Using customer data, hotels can personalise services such as room preferences, food and beverage preferences, and activity suggestions. Similarly, creating a positive and memorable guest experience is integral to building customer loyalty. According to Johnston et al. (2012), hotels must provide guests with an environment that exceeds their expectations for comfort and friendliness. This may involve providing upscale bedding, spa services, and dining options. The provision of superior customer service is a further tactic hotel can use to foster customer loyalty. According to the International Journal of Contemporary Hospitality Management (2016), hotels must train their staff to provide guests with efficient and friendly service. In addition, hotels must promptly and professionally address any issues or complaints that may arise. In addition to adapting to changing customer preferences and market trends, building customer loyalty also requires a company to be flexible. According to the International Journal of Hospitality Management (2017), hotels must continuously innovate and enhance their services to meet their customers' changing demands. This may involve adopting new technologies, offering new services, or creating distinctive experiences that set the hotel apart from its rivals.

4. Conclusion
In conclusion, the hospitality industry is a highly competitive market that requires businesses to remain relevant and attract customers by keeping up with the latest trends. Hotels must consider hotel standards, reputation management, and customer loyalty in order to maintain a competitive advantage. Hotels can establish customer trust and loyalty, which is crucial to their success in the hospitality industry, by providing superior services, preserving a positive reputation, and cultivating customer loyalty. Hotels must adapt to changing customer preferences and market trends in order to provide the best possible experience for their guests.

5. Recommendations 

5.1. Hotels should establish brand guidelines and train all employees to maintain brand consistency across all touchpoints, including their physical properties, website, and social media channels (Tesone, 2014). 

5.2. To effectively manage their reputation, hotels must regularly monitor and respond to guest feedback and reviews on social media and OTA websites (Johnston, Clark and Shulver, 2012). 

5.3. To cultivate customer loyalty, personalised services that cater to the specific needs and preferences of each guest must be provided (Wood, 2015).

5.4. To meet the evolving needs of their customers, hotels must adopt new technologies, provide new services, and design novel experiences (Tesone, 2014). 
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