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Executive Summary
[bookmark: _Toc968039590]Hotels standards allude to a set of guidelines that hotels need to follow to assure a consistent level of quality and service. Reputation management, on the other hand, is the procedure of monitoring and responding to both, online and offline comments in order to main a positive image in the eyes of the customers. This includes responding to positive and negative reviews. Building and retaining customer loyalty includes creating a positive experience for customers by providing good qualify service, personalised attention and loyalty programs. This could comprise offering services, such as offering free night stays, complementary lunch, etc. Overall, maintains high hotel standards as well as reputation management are essential for building and retaining consumer loyalty. By continuously providing outstanding service and addressing customer issues quickly and effectively, hotels could establish a positive reputation that motivates guests to come back and suggest the hotel to everyone their know.





 




Table of Contents
Introduction	4
Brand consistency standards ..................................................................................... 4
Reputation Management	4
Retaining customer loyalty 	5
Obstacles the hotel industry is currently facing	6
Conclusion	6
Recommendations 	7
References	8














[bookmark: _Toc1595103877]Introduction 
Hotels are an important element of the hospitality sector and they play a substantial part in shaping the experiences of travellers. Maintaining high hotel standards and assuring a positive reputation is crucial to attracting as well as retaining guests. In the present highly competitive market, hotels need to concentrate on customer satisfaction, engagement, and loyalty to stay ahead of their competitors in the long run.
Brand consistency standards
The purpose of brand consistency standards is to assure that every customer touch point of a brand is represented consistently and recognisably across different locations and platforms. This consistency assists with creating a substantial brand identity as well as improves the reputation of the brand. By keeping consistency in their message, they could set their brand apart from their competitors, which is extremely beneficial inside a highly in a highly competitive market (Poelmans, 2019). 
All hotels tend to not have the same consistency standards, as every hotel brand might have its own distinctive uniqueness, target market, and values. Nonetheless, inside a hotel brand, each hotel needs to comply with the same standards to main consistency. For example, Marriott International has an extensive set of guidelines that covers everything from, logo use to and design of the rooms. Marriott’s standards are persistently applied across its numerous hotel brands, like Ritz-Carlton, Marriott Hotels, and Courtyard by Marriott. One more example is the IHG (InterContinental Hotels Group), which has a program named "IHG Brand Standards” to assure persistence across each one of its hotels. This program covers the design of the hotel to how to train their employees (Hollander, 2022). 
[bookmark: _Toc656418643]Reputation Management  
Hotels could manage their reputation efficiently by monitoring and responding to guest reviews (frequently monitoring guest reviews on platforms, such as Yelp and TripAdvisor in order to quickly respond to both, negative and positive reviews) (Goswami, 2021). Proactively addressing problems (involves frequent guest surveys, offering amenities to guests such as complimentary breakfast or lunch, and executing staff training projects to assure a high level of guest service) (Darios, 2022). Lastly, maintaining a high level of customer satisfaction (includes providing outstanding customer service, offering different amenities to guests that satisfy customer demands and creating a pleasant environment. Effective guest reviews management is crucial for maintaining a positive reputation and attracting more guests (Serrano, 2021). As per a questionnaire conducted by TripAdvisor, 95 per cent of guests read reviews online prior to booking a hotel room, and 53 per cent are more probably to book a hotel that responds to the reviews. By responding to both positive and negative reviews and addressing problems, hotels are able to build trust as well as create a positive reputation with possible customers (TripAdvisor, 2019).
Negative reviews could have a substantial effect on the reputation of the hotel. One research discovered that a one-star rating increase in a hotel’s Yelp rating resulted in a 5 to 9 per cent boost in earnings. On the contrary, negative reviews could result in reduced bookings and revenues. Thus, hotels need to address negative reviews efficiently and as soon as possible. For example, Ritz-Carlton is a luxury hotel chain that is famous for its extraordinary guest service, and this reputation is usually reflected in the reviews provided by the guests. It monitors guest reviews across different platforms and responds instantly to both, negative and positive reviews. On the other hand, the Union Street Guest House in Hudson got a lot of negative attention once it was disclosed that the hotel charged guests 500 dollars for giving negative reviews about the hotel on platforms, such as Yelp. This particular incident emphasised the significance of ethical practices as well as transparency in reputation management. 
Retaining customer loyalty
Hotels could build and retain customer loyalty using several techniques, like loyalty programmes, personalised services, extraordinary customer experiences and engagement on different social media platforms. The purpose of building customer loyalty is to get more positive reviews and increase the hotel’s revenue (Kandampully and Suhartanto, 2000). One of the most efficient methods for building customer loyalty is through creating customer loyalty programmes. These types of programs usually give discounts, rewards, and special benefits to guests who repeatedly stay at their hotel and utilise its services. For instance, Marriott Bonvoy has perhaps the biggest hotel loyalty programmes that offer guests access to unique experiences, free night stay at the hotel, and additional benefits. The loyalty program has more than 140 million members globally and has been recognised for assisting Marriott with maintaining its position as perhaps the top hotel brand across the globe. A few other case study examples of hotels that have efficiently built as well as retained consumer loyalty using their loyalty programs: Hilton Honors and Kimpton Karma. Hilton Honors have a customer loyalty program that is offered by both, Hilton Hotels and Resorts that permits their members to earn points for staying at their hotels and different activities, which could be redeemed for upgrading their room or staying at the hotel for a night for free and different benefits. The loyalty program has more than 100 million members all across the world and has been recognised for offering a broad range of rewards. Kimpton Karma, on the other hand, has a customer loyalty program that is offered by Kimpton Hotels and Restaurants that rewards customers with personalised experiences as well as perks, like dress drinks and complimentary room updates. This program has been recognised for assisting Kimpton with building a strong loyal consumer base and improving its position within the hotel industry (Mest, 2018).
Obstacles the hotel industry is currently facing
A few of the obstacles that certain industries, like the hospitality industry, is presenting facing are increasing competition, economic uncertainties, and labour shortages. As the hospitality sector is growing, hotels are experiencing increased competition from new players that are entering or have already entered the market, comprising different accommodation providers, like Airbnb. Economic conditions also could have a substantial effect on the hospitality sector, with economic recessions resulting in reduced occupancy as well as travel rates (Riaz, 2022). Lastly, the hospitality sector has been finding it difficult to retain competent employees, resulting in a shortage of experienced and skilled workers. 
Conclusion
In conclusion, hotel standards, reputation management, and customer loyalty are crucial components of running a successful business. A hotel that maintains good quality service, cleanliness as well as amenities is more probably going to attract and retain guests, resulting in enhanced brand reputation and boost revenue in the long term. Effective reputation management is also necessary for hotels to maintain a positive image in front of their customers and possible consumers. This comprises, responding to both negative and positive reviews, maintaining a high level of consumer satisfaction, and addressing customer issues. Moreover, customer loyalty is a main driver of success within the hospitality sector. Loyalty programs are an effective way to incentivise customers to continue selecting a particular hotel brand over its competitors. Loyal guests are more probably to recommend the hotel to loved ones and close friends and leave positive reviews, which could further assist with improving the overall reputation of the hotel and increasing revenue. 
Recommendations 
A few recommendations for hotels in regard to market trends are: 
· Adopting technology – With a rise in technological advancements, hotels ought to utilise new platforms and tools that could improve their client experience. For instance, enforcing mobile check-in or contactless options and in-room amenities, such as automation and labour management technology could provide a seamless experience to the guests, making their stay at the hotel more pleasant and convenient (Hollander, 2022).
· Offering personalised experiences – Guests want a special and personalised experience, and hotels ought to meet their individual needs. This could comprise providing customised room services, personalised greetings, etc (Verot, 2022).
· Adapting to changing customer requirements – Hotels should stay informed about changing customer preferences as well as wants. This could comprise offering new services, like fitness centres, swimming pools, healthy food, and drink options, etc. 
· Sustainability – More voyagers are becoming conscious of the environment, and hotels could attract these consumers by adopting sustainable practices, like decreasing the consumption of water and energy, utilizing environmentally-friendly products, etc (Belton, 2022).
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