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Executive summary

The hospitality industry is a vast and diverse sector that encompasses a wide range of businesses offering lodging, foodservice, and travel-related recreation services. From small bed and breakfasts to large hotel chains, this industry plays a critical role in the global economy, providing jobs and contributing significantly to local and national economies. However, this industry is also highly competitive, and businesses must constantly strive to provide exceptional service and experiences to their guests to remain successful. In this context, hotel standards, reputation management, and customer loyalty are essential factors for businesses seeking to enhance their operations and increase revenue and profitability. This article highlights the importance of hotel standards, reputation management, and customer loyalty in the highly competitive hospitality industry. The Ritz-Carlton hotel chain is cited as an example of a business that upholds strict standards by implementing a set of service standards that emphasise personalised service and anticipating guests' needs. The Mandarin Oriental and Ace Hotel chains are also cited for their effective reputation management, while the Hilton Honors and Marriott Bonvoy programmes are cited for their successful customer loyalty initiatives. To remain competitive, hotels and hospitality businesses must implement these strategies, such as clear and consistent brand standards, effective reputation management, personalised loyalty programmes, and employee training and empowerment. These recommendations can contribute to a positive guest experience, foster customer loyalty, and ultimately increase revenue and profitability.
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Hotel standards, reputation management, building and retaining customer loyalty.

1. Introduction
Stingam and Partlow (2016) claim that businesses that offer lodging and foodservice are typically referred to as being in the hospitality industry. The lodging, foodservice, and travel-related recreation sectors make up the hospitality industry. Inns, bed and breakfasts, resorts, hotels, and motels make up the majority of the lodging or accommodation sector. Furthermore,  the hospitality industry is extremely competitive, with hotels constantly striving to provide guests with exceptional service and experiences. In this context, hotel success is contingent upon hotel standards, reputation management, and customer loyalty. Hence in this report will be investigated hotel standards, reputation management, and customer loyalty in the highly competitive hospitality industry.

2. Main Findings

2.1. Hotel standards

Hotel standards are crucial for ensuring that guests enjoy a consistent and high-quality stay. According to a study by Kaur and Kumar (2020), a hotel's service quality has a substantial effect on customer satisfaction and loyalty. The Ritz-Carlton hotel chain is an example of a hotel that upholds strict standards. All employees across all Ritz-Carlton properties adhere to a clearly defined set of service standards known as the "Gold Standards." These standards encompass every aspect of the guest experience, from greeting guests upon arrival to ensuring that their preferences are noted and adhered to throughout their stay (Ritz Carlton, 2019). The Gold Standards also emphasise the importance of personalised service by encouraging employees to anticipate and exceed guests' expectations whenever possible. As a result, the Ritz-Carlton has consistently ranked highly in customer satisfaction surveys and has a reputation for providing a luxurious and memorable guest experience. Furthermore, the Ritz- Carlton approach to maintaining high standards is supported by the "service profit chain" theory, which posits that satisfied and loyal employees lead to satisfied and loyal customers, in the long run resulting in enhanced financial performance (Michelli, 2022).  By emphasising the significance of personalised service and employee autonomy, the Ritz-Carlton is able to establish a positive work environment that attracts and retains top talent. This, in turn, motivates employees to provide outstanding service and exceed guests' expectations (Paraskevas and Altinay, 2013).  Consequently, guests have a memorable and enjoyable experience and are more likely to return and recommend the hotel to others, which increases the hotel's revenue and profitability. In addition, the Gold Standards emphasise anticipating guests' needs and providing personalised service, which is supported by the notion of "customer experience management." According to this theory, providing guests with a personalised and memorable experience is essential for fostering loyalty and positive word-of-mouth, which ultimately results in increased revenue and profitability for the business (Walker, 2013).  By prioritising personalised service and training employees to anticipate guests' needs, the Ritz-Carlton is able to provide a distinctive and memorable experience that distinguishes it from competitors and increases customer satisfaction and loyalty. Thus, by prioritising employee happiness and empowerment, providing personalised service, and anticipating guests' needs, the Ritz-Carlton is able to create a positive and memorable guest experience that results in increased revenue and profitability.

2.2. Reputation management
The hotel and hospitality industry relies heavily on reputation management. Guests nowadays  have more power than ever to share their experiences with the world, thanks to the rise of online review platforms such as TripAdvisor and Yelp. As a result, in order to maintain a positive image and attract new guests, hotels must be proactive in managing their reputation (Kim and Han, 2010). For instance, The Mandarin Oriental hotel chain is an example of effective reputation management. The Mandarin Oriental takes a comprehensive approach to reputation management, including monitoring and responding to guest reviews, regularly updating its social media channels, and hosting customer engagement events. The hotel also prioritises sustainability and social responsibility, which has contributed to the establishment of a positive brand image and the development of trust among guests (Tesone, 2014). As a result, the Mandarin Oriental consistently ranks high in customer satisfaction surveys and has a devoted following. Additionally, another example is the Ace Hotel chain, which has a strong social media presence and a distinct brand identity. To foster a sense of community and encourage engagement, the Ace Hotel encourages guests to share their experiences on social media, using hashtags such as #acehotels and #acepeople. The hotel also hosts events and works with local artists and businesses, which has contributed to the establishment of a distinct and authentic brand image (Fawaz, 2015).  As a result, the Ace Hotel has a solid reputation and a devoted fan base. The importance of effective reputation management, on the other hand, can be seen in the case of the Union Street Guest House in Hudson, New York. The hotel received negative publicity in 2014 after it was revealed that the hotel's online policy stated that guests would be charged $500 for every negative review posted online by them or their guests. This policy was widely panned, resulting in negative feedback and a drop in customer satisfaction (www.tripadvisor.co.uk, n.d.). The hotel, on the other hand, was able to address the issue and change its policy, eventually improving its reputation and regaining customer trust. Finally, effective reputation management is critical for hotels in order to maintain a positive image and attract new customers. Hotels can establish a positive brand image and build trust with their customers by monitoring and responding to guest reviews, maintaining a strong social media presence, and prioritising sustainability and social responsibility. To maintain a positive image and remain competitive in the hospitality industry, hotels must prioritise reputation management and continuously evaluate and improve their operations (O’Fallon and Rutherford, 2010).

2.3. Customer loyalty
At the same time, customer loyalty is essential in the hospitality industries. Customers who are loyal to a hotel are more likely to return, recommend it to others, and leave positive reviews, resulting in increased revenue and profitability for the business (Hardjono and San, 2017). For instance, the Hilton Honors programme is an example of an effective customer loyalty programme. Members of the Hilton Honors programme receive a variety of benefits, including exclusive rates, free Wi-Fi, and points that can be redeemed for free stays or other rewards. Members can also get personalised travel planning and earn points through partner programmes like car rentals and credit cards (www.hilton.com, 2022). As a result, the Hilton Honors programme has a dedicated following, with members accounting for a sizable portion of the hotels revenue. Another example is the Marriott Bonvoy programme, which provides benefits comparable to the Hilton Honors programme. Furthermore, the Marriott Bonvoy programme features a tiered system that rewards members for their loyalty with increased benefits and perks as they advance through the tiers. Members can earn points by staying at hotels, participating in partner programmes, and using their credit cards, which can then be redeemed for free stays or other rewards (Piramnayagam and Seal, 2022).  As a result, the Marriott Bonvoy programme has a devoted following and is well-known for offering personalised service and exclusive experiences to its members. However, a negative approach to  customer loyalty, can be seen in the case of the Airbnb platform. Unlike traditional hotels, Airbnb does not have a loyalty programme, which has made customer retention and brand loyalty difficult. As a result, Airbnb has introduced new features and offerings, such as Airbnb Experiences and Airbnb Plus, to incentivize customers to return and provide positive reviews. While these initiatives have been successful in attracting new customers, Airbnb still faces challenges in building long-term customer loyalty. Hence, maintaining a positive image, attracting new customers, and increasing revenue and profitability are all dependent on customer loyalty (Jiang and Lyu, 2020).  Effective loyalty programmes, such as those provided by Hilton and Marriott, can encourage customers to return and provide positive feedback, resulting in increased revenue and profitability. Businesses that do not prioritise customer loyalty, such as Airbnb, may struggle to retain customers and build brand loyalty. To remain competitive in the industry, hotels and hospitality businesses must prioritise customer loyalty and constantly evaluate and improve their loyalty programmes. 

3. Conclusion
To summarise, the hospitality industry is extremely competitive, and hotels must strive to provide exceptional service and experiences to their guests in order to remain successful. This article discussed the significance of hotel standards, reputation management, and customer loyalty, using examples and case studies from the industry to back up the discussion. High standards are required to provide guests with a consistent and high-quality stay, and hotels like the Ritz-Carlton demonstrate this approach by implementing a clearly defined set of service standards that emphasise personalised service and anticipating guests' needs. As the Mandarin Oriental and Ace Hotel chains have demonstrated, effective reputation management is critical for maintaining a positive image and building customer trust. Finally, customer loyalty is critical for developing brand loyalty and attracting repeat business, and loyalty programmes like Hilton Honors and Marriott Bonvoy can incentivize customers to return and leave positive reviews. Businesses, such as Airbnb, that do not prioritise customer loyalty may struggle to retain customers and build brand loyalty. To remain competitive and successful in the industry, hotels and hospitality businesses must constantly evaluate and improve their standards, reputation management, and loyalty programmes.

4. Recommendations 
Hotels can improve their standards, reputation, and customer loyalty by implementing these recommendations, resulting in increased revenue and profitability:
· Set clear and consistent brand standards across all properties to ensure guests have a consistent experience and receive high-quality service (Heppell, 2015).
· Prioritize effective reputation management by tracking and responding to guest reviews on a regular basis, maintaining a strong social media presence, and emphasising sustainability and social responsibility (Wood, 2015).
· Create a customer loyalty programme with personalised rewards and benefits to encourage customers to return and provide positive feedback (Walker, 2013).
· Invest in employee training and empowerment so that they can provide personalised service and anticipate the needs of their guests, which can contribute to a positive guest experience and foster loyalty (People 1st , 2017).
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