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[bookmark: _Toc126969198]Executive Summary 
The hospitality business is a sizable subset of the broader service sector. It may be broken down into four primary subsets, which are the food and beverage industry, the travel and tourist industry, the hotel industry, and the leisure industry. When individuals are planning a vacation, one of the first things they consider is where they will stay and how comfortable it will be. Customers do not have a difficult time locating a standard hotel in modern times as a result of the abundance of websites and vlogs that are accessible on social media. Nevertheless, it is essential for management to maintain the hotel's quality, keep the loyalty of customers, and manage the reputation of the establishment. In this article, all the factors will be thoroughly discussed and will provide few suggestions how to improve customer satisfaction.
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In this contemporary world, one of the most significant subsectors of the broader service industry is the hotel business. In many luxury hotels, they try to provide exclusive packages and top-notch quality to achieve high standards. Being exclusive and refined while still spoiling your visitors is an essential component of the luxury experience (Peterhans, 2010). It is very crucial for the design and the service to adhere to these ideals. On the other side, reputation or customer feedback is another key source which holds up the hotel industry’s success. According to many businesses’ analyst, a hotel's ability to influence sales and, ultimately, revenue, depends on how well its brand is perceived by potential guests (Lacalle, 2021).  In addition, the hotel's prosperity is directly tied to its digital reputation. Staying ahead of the competition in the hotel industry has necessitated the adoption of a broad range of marketing tactics, most notably in the field of managing customer relationships (Chetty, 2020). The hotel industry is facing increased competition, oversaturation in certain service areas, and busier, more sophisticated clients (Peterhans, 2010). Loyalty programs are an effective way to learn about the demographics and customer preferences of a certain market. This study will investigate some important concerns about the standards of hotels, the management of their reputations, and the loyalty of its customers. It will present a few instances and draw comparisons between three of the top hotels in the world. The evaluations and rankings provided by the customers served as the basis for the formulation of recommendations for managerial enhancements. 
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In the hospitality industry, nothing is more important than the contentment and enjoyment of one's customers. Customers who are already satisfied are searching for an experience that will stick with them and dynamic service in the areas that matter (Belcher, 2018). Customers want to feel as if their business is valued in a variety of ways, including getting prompt service and having normal procedures bent to their liking, such as extending a guest's check-out time at a hotel or personalizing a menu item in a restaurant. There are many studies that witness to the fact that the characteristics of a hotel are predictors of the level of client satisfaction. According to the findings of Li et al. (2020), the level of customer satisfaction is dependent on the performance of many service qualities. However, maintaining a standard consistency in terms of providing unique architectural appearance, managing customer reviews, customer loyalty is must thing for a hotel to achieve its success. 
[bookmark: _Toc126969202]2.1 Unique Architectural Appearance
The standard of the hotel might vary depending on a number of different criteria. Some hotels have a strong emphasis on having a unique appearance; for instance, hotels in Dubai and Nepal have been created in a very creative manner, and they have preserved a unique architectural aspect that is compatible with their hotel brand (Vink, 2017). According to hotel management analytics company STR, Dubai had the highest hotel occupancy rate in the first quarter of 2022 at 82%, leading London (56%), New York (55.3%), and Paris (51.2%) (Kamel, 2023). However, comparing in China hotel industry, they mainly focus on customer comfort and give attention on customer budget and the hotel star classification helps divide the hotel industry into distinct niches, reflects the level of service given by a provider, and gives potential guests an idea of what to expect from their stay (Yang, Xia and Cheng, 2017). 
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In hotel and hospitality industry customer feedback is the most essential component for business growth. While reputation management is crucial to the success of businesses in every sector today, its influence in the hospitality sector cannot be overstated. Many guests now pre-book their hotel rooms after reading online comments, ratings, and other reviews (Goswami, 2020). When clients are satisfied, they are more likely to return and even recommend the service to others. Recent TripAdvisor polls indicated that the vast majority of respondents read reviews before making selections about where to stay, dine, and what to do, with that percentage jumping to 81% for hotel bookings (Huynh, 2020). Almost eight out of ten TripAdvisor customers prefer to book a hotel with a higher bubble rating when choosing between two otherwise equivalent hotels, and 52% of users say they would never book a hotel with no reviews (Huynh, 2020). It's not easy to manage a hotel. Modern consumers may find an abundance of resources to aid them in their purchasing decisions. According to Jack Yu, the CEO of the organization, many of the clientele of the business have achieved success by providing prompt responses to irate feedback (Whatman, 2017). The administration of a reputable hotel pays special attention to review websites where guests share their experiences with the hotel's rooms, services, meals, and amenities as well as the convenience of its location and transportation options. 
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Hotel loyalty programs are an excellent strategy for retaining repeat business. According to research published by Harvard Business Review, acquiring a new client might cost anywhere from $5 to $25 for every retained customer. For example, Hotel Mariott has several loyalty programs for their customers. When a member first joins, they are considered a "Member," but as they accrue more nights at Marriott hotels, they are promoted to one of five different Elite levels (Hotel Mariott, 2021). On the other hand, InterContinental offers various loyalty program starts from ‘Club’ to ‘Diamond Elite’ for their loyal customers (Sciberras, 2022). Loyalty from consumers may be seen as a measurement of the continuing connection that exists between the brand and the customer (Tas, 2021). In other words, brand loyalty exists when consumers consistently pick for a certain product above others.
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It can be stated that, hotel and hospitality industry are most growing industry in recent era. Throughout the course of this paper, it has not only highlighted the significance of managing one's reputation, but have also provided an overview of some of the strategies that can be used to make the procedure more efficient. First and foremost, in reputation management is delivering exceptional results. Maintaining a favorable brand image in both digital and physical spaces is simpler if the quality of service is high. Therefore, it is essential to bring employees on board, and to train them to deal with issues as they emerge throughout the visitor's stay, in order to lessen the likelihood of guest complaints.
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The management of a hotel comes with a lot of challenges. There are so many things that a manager should maintain to achieve success. Here are few recommendations for hotel industry:
Provide training to personal: The administration of the hotel should give their staff with high-quality training in the latest technological developments. In recent years, individuals have been using websites, Facebook groups, and other forms of social media to make hotel reservations, provide suggestions, and post comments (Nintex, 2017). The workforce of the hotel should at all times be prepared to answer questions from guests.
Give extra focus on social media sites: As mentioned before, the primary focus should be on review sites, particularly those that allow customers to make reservations. Travel websites are always springing up to compete with the likes of Booking.com and Expedia. Management should have a fair level of sway over these online forums.
Response to negative comments: Along with positive comments management should response to negative comments. It builds trust among the customers and by receiving criticism, hotel management can understand their lacking and will work on that. 
Monitor the competitors’ steps: Management should always do an open analysis for their competitors like which influencers they are hiring, which publication they are posting and which social media strategy they are implementing for their development (Whatman, 2017). 
Asking for customer feedback: Hotel management should ask hotel review from the customer after their staying in the hotel. Manager should encourage customers to give reviews about what they feel about their services. 
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