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EXECUTIVE SUMMARY:


Guest services experience is critical in industry because of high pressure as well as competitive in hospitality industry. The main aim of organization is to satisfy the customer needs in order to survive in the market share. Following report has discussed three main topics that is Hotel standards, reputation management and customer loyalty. In context of Hilton, the report covers aim of brand standards and how they can manage their reputation effectively. Moreover, report also illustrated how hotel can retain and build customer loyal.   
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INTRODUCTION

Hospitality and guest service management have obligation for handling as well as managing customers and other hotel operations in defined manner. Every hotel have to maintain standards such as train staff, clean guest room, use innovative and unique clearing produces, clean amenities and many more (Mariani, and Borghi 2021). Hilton is multinational hospitality organization, located in McLean, Virginia, United States. The organization offer quality services to the customers. The report will be going to discuss the main purpose of the brand standards, how the hotel handle their reputation efficiently. Along with this the report also explain how the business retain and build customer loyalty and its main motive. Moreover, report will recommend some strategies which help business to attract more customers.  
MAIN BODY

Brand standards


Brand consistency is organization's ability to handle or maintain positioning as well as communication's in line with the element and values which makes up its individuality. In branding work, Hilton is always looking to develop their brand image by actions that explore components that make their brand up (Zhang, and Xu, 2021). Brand standards are quick reference guide to brand, offering guidance and direction to make sure that branding is consistent all over the world. The manager also make sure that all tasks and responsibility are executed in an efficient way. The manager plays a major role to increase customer engagement along with satisfaction. Thus, customers are satisfied with the hotel services then they become loyal customer. Hilton's standards as they are passionate more about the delivering exceptional experience of guest. Hilton also do right thing, all time, they are leader in hospitality industry. Apart from this the teamwork of the organization is help business to achieve its objective on time.  With the help of brand standard the organization can create loyal customers. However, compliance with the brand standards help business prevent or detect violation of rules, that protect organization from lawsuits and fines (Teoh, Wang, and Kwek, 2019). 


The brand standards for hotels change as per their types as well as class of hotel. It will be different depending on the brand aim or what they are trying to achiever and hotel Unique value proposition.  Even standardization is important elements, its means that no matter which of the hotels a guest decide stay, they need to know properly what to expect. With the proper management of command, management style of Hilton have to make effective communication so the information is flow in defined manner so this also influence the management style. If, staff work in proper manner then it gives positive impact on the hotel services, and satisfying the customer needs and requirements. Even the hotel standards operating procedures protects Hilton staff, its guests and business simply by structuring the organization operations for accuracy, safety, efficiency and constancy (Islam and Kirillova 2020). The standards of Hilton is to make the customer satisfied by offering the proper services to them in effective manner.  
Different ways that hotel manages its reputation and importance of effective guest review management.  


Hotel reputation management is about influencing as well as monitoring how business is perceived online. However, it also involves keeping track of the business review sites, engaging and posting on social media platforms, optimizing business site for search and many more. Hilton has good reputation, as they have positive review from customers by which they will survive in the market for long term (Kang, Legendre and Cartier 2019). As the Hilton have team work skills, so they are able to recruit the best candidate and this also give impact on the employees as in such environment they feel communicated and supported. Thus, this give impact on the staff and motivate them to work in effective way, so they perform well in organization. It also found that sound reputation of business will have impact on the organization occupancy level in long run. Thus, hotel reputation management is very important for each and every business for the overall growth of organization. Hilton is ranked 84 at the global level, it defined that the organization is performed good in the work (Lai, 2019).  However, in recent years Hilton hotel have been faced competitive threat. So for solving this issue the Hilton use application and make easy for their guest to check in services, unlock their door all in one place, and select their room and so on (Mun, and et.al., 2022.). However, with the Hilton application guest can order their own item ahead of time, so they are ready when they arrive. 
Ways that hotel manages its reputation 

The hotel can stay active on social media and connect with people, so it helps hotel to build relationship with the guest (Putra, and et.al., 2022.). The Hotel can also use social media to know about the need or requirements of the customers, so they can offer services according to their requirements. However, with effective sguest review management the Hilton increases booking and traffic and also make guests feel confidence about their decision to stay at business establishment. Guest review management also help Hilton to know that customers are satisfied with the services or not. Thus, main aim of any hotel to satisfy the need of the customers, so they will give positive review and it helps organization to get new customer as well  (Ristova, and Dimitrov, 2019).  Review management also boos credibility of hotel. However, if there is negative review then it give negative impact on the hotel. But, Hilton focus on negative feedback of customer as well and address their issue positive so it also gives a good impact on customers. The Premier Inn is the biggest competitor of Hilton, and they also maintain brand reputation in positive manner. 
Evaluate the way in which hotel can retain and built customer loyalty.


Customer plays a very important role in hospitality industry as well, so the hotel have to focus on guest needs and want to make their business successful (Latif, Pérez, and Sahibzada, 2020.). Hotel loyalty programme also allow customers to earn points as they stay as well as spend money at organization property. Premier Inn use the strategies where they understand the motive behind the booking, so they will offers services for same. So this strategy influence customer, for example, if guest stay at hotel, and they come for visiting purpose. Thus, the Premier Inn offer taxi facility so the customer not face any issue in visiting different place.  However, the Hilton also offer same services and with this they also offer different discount and coupons for repeat customers (Fernández‐Gámez, and et.al., 2020). Therefore, the Hilton is able to attract more customers in effective way. Even the Hilton also get feedback from customers to future stays, so the organization know the customers is satisfied with the service or not. If not then Hotel can make them satisfied, this give impact on making them loyal customers. By this way Hilton retain and build customer loyalty.  Build loyal customer help business in improving their position in marketplace. If the organization able to retain their customers then it gives positive impact on their revenues (Customer Retention Strategies, 2022). Loyalty program main aim is to attract as well as retain business at their properties. And it helps business to run long term (Taufik, and et.al., 2022). 

Recommendation

· The hotel have to make their services as per the customers needs and want. The hotel also make sure they follow all the market trends and taste and preferences of the customers (Rahi, Ammara and Qazi 2021). Due to Covid 19 people are more health conscious so the Hilton must follow all the safety needs and offer fresh food and clean rooms to the customers. 

· Every organisation must be result oriented in order to remain competitive within market. Therefore, management team of Hilton need to consider employee training at top priority by which employees can enhance their knowledge as well as improvises their work pattern. It will help hotel in reducing staff shortage problem or even able to generate maximum organization revenues (Dewnarain,  Ramkissoon, and Mavondo, 2019). 

· The Hilton also focuses on other strategies to attract more customers, as the Premier Inn use competitive pricing strategy  to gain more customers. So the Hilton also focus on their pricing strategy to gain attract more customers (Hamid, and et.al., 2021). As hotel use premium pricing, so they have to make changes and adopt other one. 

CONCLUSION


From the above report it has been concluded that brand reputation is very important and it gives big impact on the organization success. The above report discussed the main aim of brand standard and how organization can manage their reputation. Along with this the report also illustrated some importance  of effective guest reviews management. Moreover, the report also explained the different way to build and retain customers loyalty and a recommendation to the organization.  
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