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Executive Summary
Managing hotel standard, reputation and customer loyalty is very important in the hospitality industry. This report will analyse how hotels manage these and run a successful business. Various sources have been analysed to gather information for this report. It includes guest reviews, customer loyalty programmes and case studies of different hotels. The positive and negatives impact a review and market trends has will also be discussed in further details. Recommendations will be made to overcome obstacles faced by the hospitality industry. 
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Introduction 
The competition in the hospitality industry is very high, businesses have to keep up with the latest market trends to stay one step ahead of their competitors. To manage customer service standards, it is essential to assess how well the hotel or business is doing in terms of essential guest service objectives like satisfaction and exceeding customer expectations (Chinn, 2022). Important factors to take in to consideration are hotel standards, reputation and customer loyalty. It is crucial to see how hotels manage these and retain their customers. This report will discuss how standards and reputations affect the customer loyalty and the obstacles hoteliers have to face and how they overcome it. 

The purpose of brand consistency standards 
A brand is the image you present to the customer and who you are known to be. It remains the same throughout all platform. As said on the hotel management journal “The integrity of any brand will ride on doing well, what they say and saying it right what they do every day at every point of guest contact” (Fogarcs, 2003). The brand image is reflected from the customer service experiences, the standards set by the hotel and their reputation. The aim of brand consistency is to always deliver messages keeping the core values of the hotel in mind and to remind the customers what the brand is all about. 

Do all hotels have the same standards? 
The standards can differ from one business to another. There are standards set by the government for all accommodations which have to be followed. These standards are used to rate the hotels. In Britain, the rating system is fairly robust, it compromises of common standards, annual inspections and assessments across many areas (Which? 2021). Each hotel also has their own standards which are set to provide great customer service experience. For an example Premier Inn posted on Safety Culture “Our brand is really important. It helps set us apart from the competition. It helps customers know and trust us so they come back and tell others about us.” (2018). Premier Inn is a chain of hotels, the standards have to be consistent in all the hotels within the chain. On the other hand, you have Marriott Bonvoy, they offer different levels of hotels from standard to luxury and therefore they work on flexible standards. They believe that there are some things they can do to improve the productivity of the hotels. It varies a lot by the tier. What is expected at a select service hotel is very different from a beach luxury hotel. They do expect to have re-established in 2022 where they are on the brand standards (Whyte, 2021). An independent hotel will have its own standards too, which will again differ from other hotels. 


How can hotels manage their reputation effectively? 
The reputation of a hotel reflects on the brand image. By managing the reputation effectively, they can save the brand image and how it is perceived by people and potential customers. Back in the days it used to focus on public relations and word of mouth but since the digital market has taken over, people are now focusing on online reviews. A recent “Review Trackers Survey discovered that 94% of customers claim that a bad review has convinced them to avoid a business.” (Karahanian, 2022). Keeping on top of reviews is very important for all hotels. This can be done by focusing on receiving good reviews, staying active on social media, engaging with customers in real time and avoiding negative reviews from customers. 

Importance of effective guest reviews management 
A guest review can not only drive customers towards a business but it can also drive them away from a business. It was reported on Insight magazine that consumers are now paying more and more attention to user-generated content online and a hotel’s position in the market in comparison to their competitors, it can have a significant impact on the demand for bookings (Martin- Rios, 2018). Therefore, managing the reviews is very important. Positive reviews should be acknowledged and any negative reviews should be dealt with in a professional manner. Guests use various sites to read reviews, “81% of online customers still read reviews on TripAdvisor, Google, Booking.com, and other trusted sites before booking a room in a hotel” (eZee, 2023). Hotels should focus on these websites and manage their profiles to make sure they are keeping on top of all reviews. The reviews will help them make improvement and listen to guest needs. 

Impact of negative reviews
Negative reviews from customers can affect the brand reputation badly and weaken the reliability of the hotels values (Tas, 2021). It is very important to deal with these negative reviews efficiently and professionally to avoid damage to the hotels. If they are not managed correctly, then hotels can lose out on customers, which will lead to a loss in business. It will also make it difficult to retain existing customers if the customer service received is not consistent. 

How can hotels build and retain customer loyalty?
Customer loyalty is a keepsake for all businesses, they are long lasting and guaranteed income. If a guest feels like they are part of your family within the business and have a sense of belonging, it will make them very happy. A high-valued customer will help your hotel retain them. (Mirani, 2021). There are many ways to offer loyalty such as rewarding customers with discounts on frequent visit and membership programmes to become part of the hotel. By promoting rewards schemes, it will attract more and more customers because they will be receiving more for their money. Marriott hotel offers a membership where you can earn points with bookings and stays, these points can be redeemed on various activities and food (Marriot, 2023). The membership is also tiered and as you get promoted, the benefits get better.  

What is the purpose of this? 
When a loyalty programme is done well, it will make a difference to the guest experience and this will be noticed by not only the guests but also others around them (Hotelier, 2012). This will help the hotel retain the customers and promote at the same time. It is highly likely that a valuable customer will always share their experiences with others and recommend to friends and family. The Operto magazine published that a “5% increase in customer retention can mean a 25% increase in profits?” (2022). Meaning, by retaining just 5 loyal customers out of the next 100 could mean an impressive increase in revenue. 

Recommendations for hotels regarding market trends
According to the Booking.com Sustainable Travel Report 2022, “78% of global travelers intend to stay in a sustainable property at least once in the coming year.” (Press Reader, 2023). This year you should expect to see more sustainable practices within the hospitality industry due to the increase in customer demands. The digital market demand is also evolving, customers are wanting more contactless services since the pandemic and better digital gadgets in hotels. 

What are the obstacles facing certain businesses?
There are many challenges faced by hotels and other businesses. The market trend plays a vital role in this, customer demands are changing with the evolving economy. The increased millennial customer base is also influencing customer expectations. Social media platforms and technologies are making changes in their day-to-day life, customers prefer a more experiential offering from the hospitality industry (ClassEQ, 2022). The current economy including inflation and increase in price is also having an effect on businesses because adhering to competitive pricing is proving difficult with the energy price increase. 
 


Conclusion
The link between a hotel’s standard, reputation and customer loyalty is connected, they go hand in hand. In order to meet the hotels standard, it is very important provide excellent customer service, going above and beyond and exceeding their expectations. The hospitality service industry has a higher need to improve its quality of service to satisfy the customers and to build a long-term relationship (Ghandour et al, 2015). This will reflect on customer loyalty when they return for more and review their outstanding experiences online. When you have a good review online, your reputation will be high and it will reflect on the hotel’s standards.  
 





















Recommendations
The future is dependent on the economy, market trends and customer needs. Hoteliers need to keep up with the market trends and improve the service provided to customers. The customer needs evolve according to the new trends and it becomes demanding. Competitors will jump on to the new trends so businesses need to try and get there before them and be the first to put it out there to their customers. 
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