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1. Introduction:
		The purpose of this report is to present the standards in the field of hospitality, reputation management, building and retaining customer loyalty and how the big hotel chains keep their customers. There are presented the strategies used and the methods of customer loyalty, which are the most frequently encountered methods and their main purpose, some strategies that hotels can use to maintain a positive reputation, the significance of efficient guest feedback handling and the consequences of critical feedback.

2. Hotel Standards:
		Hotel standards refer to the level of quality that a hotel aims to achieve in terms of the services and amenities it provides. These standards can cover various aspects of a hotel, including cleanliness, comfort, safety, staff professionalism, and guest satisfaction. Hotels often have their own internal standards, and they may also be subject to external standards set by regulatory bodies or industry associations.
		A good example is Ritz-Carlton, a luxury brand of Marriott International, one of the most famous hotel chain, that acts according to their Gold Standards, that includes The Credo, Motto, Three Steps of Service, Service Values, The 6th Diamond, The Employee Promise.( Ritz-Carlton, 2023)
		“The New Gold Standard is primarily intended to help managers, owners, and leaders understand the driving principles, processes and practices that have generated unusual staff loyalty, world-class customer engagement, and significant brand equity for Ritz-Carlton.” ( The New Gold Standard, p.22) 
		Another example comes from the category of 3-star hotels, more accessible to a wider category of people, but which have operating standards as well. Premier inn works according to the Premier Inn CleanProtect policy of rigorous, daily cleaning method.  The promise seeks to give customers extra peace of mind so they can always book and stay with confidence. 
( Premier Inn, 2023)



2.1 The purpose of brand consistency:
[bookmark: _Hlk129115901][bookmark: _Hlk129115918]		Brand consistency is critical for hospitality businesses because it helps to establish and reinforce their brand identity, which in turn can increase customer loyalty and brand recognition. "Brand consistency is key. It’s the way you create trust with your customers. It’s also the way you avoid confusing them. When you’re consistent, people know what to expect. They know what you stand for. And that makes it easier for them to choose you over your competitors." (Miller, 2017, p. 39) 
		Specific benefits of brand consistency in the hospitality industry: 
· Establishes trust: Consistent branding creates a sense of reliability and trust among customers. They know what to expect from the brand and can rely on the same level of quality and service every time they engage with it. 
· Increases brand recognition: Consistent branding helps customers recognize the brand more easily. A consistent visual identity, messaging, and tone across all touchpoints (e.g., website, social media, advertising, physical space) make it easier for customers to remember the brand. 
“ Brand recognition is important because it makes the buying process easier for consumers by providing them with a shorthand way of identifying products that meet their needs" (Armstrong and Kotler, 2017, p. 420).
· Builds brand equity: Brand consistency can help build brand equity by establishing a strong and recognizable brand identity that resonates with customers. This can lead to increased brand value and competitive advantage in the marketplace.
“Brands with high equity command higher prices and generate more profits and customer loyalty than their competitors." (Kotler & Keller, 2021, p. 239)

2.2  Hotels with different standards:
	Trustworthy hotel classification systems worldwide:
1. AA – Automobile Association  was founded in 1905 and rates Hotels from a Star category of 1-5 and is a British firm.
2. AAA- American Automobile Association rate by diamonds and it is the most popular star rating Association in North America and especially in the USA. 
3. Forbes Travel Guide – The star rating system by Forbes has a legacy of over 5 decades.
4. Australian Auto Clubs- Clubs like RAA, NRMA etc. rate all lodging properties in Australia under the brand of Australian Auto Clubs. 
5. HOTREC – The Hotel, restaurant association guides the star rating systems of over two dozen organizations in Europe.
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Fig.1. Summary of AAA Diamond Rating Guidelines. ( Walker, J. p.68)

3. Reputation Management:
		Reputation management refers to the process of monitoring and managing a company's reputation, particularly online. In the context of hotels, reputation management involves monitoring reviews and feedback on various platforms such as online travel agencies, social media, and review sites, and responding appropriately to address any negative feedback. It also involves actively seeking out and encouraging positive reviews to build and maintain a positive reputation.

3.1 Manage the reputation hotel effectively:
		"The modern practice of reputation management requires a deep understanding of the organization's purpose and values, its stakeholders and their expectations, and the issues and risks that can affect the organization's reputation. It requires careful listening, effective communication, and a willingness to learn and adapt. It also requires a commitment to ethical behavior and the courage to do what is right, even when it is difficult or unpopular." (Doorley and Garcia, 2015, p. 3)
		Managing the reputation of a hotel effectively is crucial for maintaining and attracting customers. 
		Crowne Plaza is a hotel chain owned by InterContinental Hotels Group (IHG) and manages its reputation in various ways. Some of the strategies and tactics they use:
· Customer Service: Crowne Plaza is known for its exceptional customer service, and they make sure that their staff is well-trained and equipped to provide excellent service to their guests. They also encourage their staff to go above and beyond to make sure that their guests have a great experience. 
· Online Reviews: Crowne Plaza closely monitors online reviews on platforms such as TripAdvisor, Yelp, and Google reviews. They respond promptly to any negative feedback and work to resolve any issues that guests may have experienced during their stay. 
· Social Media: Crowne Plaza maintains an active presence on social media platforms such as Facebook, Twitter, and Instagram. They use these platforms to engage with their customers, respond to queries, and share updates about their hotels. ( Facebook, 2023)
· Loyalty Program: Crowne Plaza has a loyalty program called IHG Rewards Club, which rewards guests for their loyalty with perks such as free room upgrades, early check-in, and late check-out. 
· Brand Standards: Crowne Plaza has strict brand standards that all its hotels must adhere to. These standards cover everything from the quality of the bedding to the cleanliness of the hotel rooms. 

3.2 Effective guest reviews management importance:
		According to Ford and Sturman (2017), Reputation management refers to the process of monitoring and influencing how a company or organization is perceived by its stakeholders, such as customers, employees, shareholders, and the general public. It involves actively seeking out feedback, reviews, and other forms of customer input to identify areas where the company may need to improve, as well as responding promptly and appropriately to any negative feedback or complaints.
		Customer Feedback: Guest reviews provide valuable feedback for businesses, as they can help identify areas where improvements need to be made. By monitoring and analyzing reviews, businesses can identify patterns in guest feedback and address any issues raised.

3.3 Negative reviews impact:
		Hotels frequently receive customer feedback. One type of feedback concentrates on the negative aspects of a service experience.
		"Negative reviews on websites such as TripAdvisor can have a significant impact on a hotel's business, particularly for small hotels that rely heavily on online reviews and word-of-mouth recommendations.” (Baumol & Blinder, 2015, p. 268) 
	Some examples of bad reviews:
		Premier Inn London New Southgate Hotel:
	“Stayed here for 2 nights. No cooked breakfast available on either morning and the choice of continental was dismal. The offering of fruit consisted of 4 oranges that must have been there for at least a month. I was refused a table when the restaurant was EMPTY as they didn't want to get too busy.” ( Tripadvisor, 2023) 
		London Marriott Hotel County Hall:
	“ The location of the hotel is excellent, the building is beautiful and heritage, but the services are less than expected. The breakfast is very ordinary and there are no options … It is preferable that I develop the hotel in a manner worthy of the building.” ( Tripadvisor, 2023)

4. Customer Loyalty:
4.1 Loyalty programmes:
		Building and retaining customer loyalty is essential for hotels to maintain a steady flow of business. One way to build customer loyalty is to offer personalized experiences, such as room upgrades or customized amenities. Hotels can also offer loyalty programs that reward guests for their loyalty with perks like free nights or discounts.
		Loyalty Program: Crowne Plaza has a loyalty program called IHG Rewards Club, which rewards guests for their loyalty with perks such as free room upgrades, early check-in, and late check-out. This program helps to build brand loyalty and positive word-of-mouth. (IHG, 2023)
[bookmark: _Hlk129115249]		Earning points: Members earn 10 points for every U.S. dollar spent on room rates, dining, and spa services at participating Ritz-Carlton hotels ( Ritz-Carlton, 2023)

5. Conclusion:
		In conclusion, hotel standards, reputation management, and building and retaining customer loyalty are critical areas for hotels to focus on. Maintaining high standards, managing their reputation, and building customer loyalty can help hotels attract and retain guests, maintain a positive reputation, and ultimately, increase their revenue. By prioritizing these areas, hotels can set themselves apart from their competition and provide exceptional experiences for their guests.
6. Recommendation
		Any hotel should have their own policies so they can effectively manage their reputation and provide guests with exceptional experiences that lead to positive reviews and repeat business. Hotels can manage their reputation by responding promptly and professionally to customer feedback, addressing any issues or complaints, and actively engaging with their guests on social media platforms. Hotels can retain customer loyalty by offering loyalty programs that reward guests for their repeat business and providing special offers and promotions to encourage guests to return.
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