[bookmark: _n1pqqxs26vc]Programme: International Hotel Management
[bookmark: _a5u3hy3u372j]Module: Hospitality and Guest Services
[bookmark: _a96oqvbp3s9n]Module Code: BMIH4003 
[bookmark: _z2hq2l4khg7o]Assignment Title: Assignment 2-Hotel standards, reputation management, building and retaining customer loyalty
[bookmark: _lf22l6inzx0n]Student Name: Syeda Shibli Begum
[bookmark: _ohvtyom33jw4]Student ID: 2209479



Executive Summary
The hospitality industry is among the fastest-growing industries in the world. To maintain its competitive position within the hospitality industry, it is essential to focus on customer loyalty, reputation management and hotel standards. The concerned report is focussed on the same. The report will provide an in-depth understanding of brand consistency standards as well as its purpose. It will also provide an in-depth understanding of how reputation is managed effectively by hotels. In addition to this, the report will also give a detailed understanding of how hotels may retain and build customer loyalty. Recommendations regarding market trends will also be discussed. Examples and related data from the hospitality industry will also be provided which will be helpful in gaining an in-depth understanding. 
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[bookmark: _ntstrvgpeoxn][bookmark: _Toc128884715]1. Introduction
Management of guests and hospitality services are liabilities for handling and managing customers as well as other operations of the hotel. As the competition within the industry of hospitality is fierce, it is essential for hotels to keep up with the emerging market trends of hospitality to safeguard their competitive position in the market. To ensure its competitive position it is essential for hotels to focus on hotel standards, customer loyalty and reputation management which may assist the organisation to grow and thrive. The report will be covering these three topics in-depth which will assist in furnishing a detailed vision of the report. 
[bookmark: _lin6xw8n0s1x][bookmark: _c1jt5l3wlr3i][bookmark: _Toc128884716]2. Purpose of Brand Consistency Standards
Brand consistency can be referred to as being identifiable, communicating standards and establishing trust. With the assistance of brand consistency, one may:
· Enhance the trust and loyalty of the customers: Efficacious branding may give personality to the organisation making the consumers wish to interact with the business. 
· Establish brand authority: By increasing the authority of the brand, the brand may become a leader within the industry. 
· Stand distinctively from the competition: Brand consistency may differentiate a specific brand from rivals within the industry and furnish emotional reasons for customers to opt for the brand. 
Brand consistency is essential because it may lead to the recognition of the brand. When consumers are able to identify the brand as well as have positive links with it, the consumers are more likely to make decisions of purchase as well as commit to the firm for longer-term. When brand consistency is created, the firm may reinforce qualities the clients may cite recommending the brand to followers of social media or friends (Mailchimp, 2022).  For example, in Family-friendly inexpensive eats and fast food restaurants, McDonald’s is easily identifiable by the yellow and red colour scheme of the brand as well as the popular golden arches. In case the brand alters its logo or brand name it may be difficult for the customers to recognise the brand. 
[bookmark: _dg8kbabfq6el][bookmark: _Toc128884717]2.1 Standards of Hotels
Hotel standards depict both physical as well as operational standards. Examples of physical standards include advertising, amenities provided to customers, staffing and so on whereas example of physical standards comprises leased personal property, utility and condition of the fixtures, the quality and so on. Hotel standards may alter according to the hotel class and type and may differentiate itself on what the business is trying to attain as well as the distinctive value proposition of the hotel. In chain hotel cases, standardisation is the most essential element. 
[bookmark: _sf3jh67gti2k][bookmark: _Toc128884718]3. Ways of Effective Reputation Management by Hotels
In the current digital era, the reputation of the property is no longer limited to communication and offline sharing. Opinions regarding the destination are expansively spread throughout digital platforms like reviews or booking sites which most internet users may approach for varied regions. Some of the tips for managing the hotel's reputation effectively are as follows: 
· Responding to reviews on every channel
· Using Online Reputation Management tools
· Encouraging customers for providing reviews
· Boosting up the review management of the hotel
· Personalising responses to the reviewers and so on. 
[bookmark: _dvmd3yp3dyq6][bookmark: _Toc128884719]3.1 Impact of Effective Guest Reviews Management
Hotels which encourage reviews of the guests basically increase their ratings on websites such as TripAdvisor as well as improvise revenue and sales. According to TripAdvisor data, hotels which encourage and respond to the review of guests making use of Revinate Surveys have seen a significant rise in their ratings in comparison to their competitive rivals (Browning et al., 2019.). Ordinarily, positive reviews tend for prompting guests to give rise to emotional trust as well as excel trust and confidence in the product. It may have a solid persuasive impact. 
[bookmark: _o17hseqj9rzs][bookmark: _Toc128884720]3.2 Impact of Negative Reviews
If the online presence of a hotel is dominated by negative reviews the booking numbers as well as the revenue of the overall business may fall down. As per the study by the University of Worms in Germany and the ITB approx. 34% of users of the internet may refrain from booking if more negative reviews are found in comparison to positive reviews by the customer about a hotel on online platforms. Approx. 19% of users would share their findings with others. It is basically assumed that a hotel risks losing approx. 20% of its bookings because of negative reviews (‌Rose and Blodgett, 2016). 
[bookmark: _e1kev43j2k9h][bookmark: _Toc128884721]4. Ways of Building and Retaining Customer Loyalty
Customer loyalty can be referred to as the commitment of customers towards a specific brand. Loyal consumers always opt for the specific brand over the competition set may be due to the unbeatable selection of products, the excellent service of the brand or other ways the brand differentiates itself. Hotels which are capable of retaining, attracting, satisfying and maintaining consumers are more triumphant (JT Ripton, 2021). Hospitality and ambience are the two worthy indicators for the satisfaction of the customers. A brand may establish and retain customer loyalty by communicating organisational values, furnishing exceptional services to the customers, activating loyalists for assisting through word of mouth, asking for feedback, improving continually, connecting in a deeper way and so on. 
[bookmark: _qz84zrrb79nd][bookmark: _Toc128884722]4.1 Purpose of Building and Retaining Customer Loyalty
Loyal customers are ordinarily more likely to purchase services or products from the same store or brand again and again in comparison to new consumers. Significance of the loyalty of a customer to a business includes but is not limited to retention and acquisitions of the customers, opportunities for up/cross-selling, repeated business, lessening the cost for marketing, minimise cost for service, improvise the image of the brand, forecast accuracy, stand distinctive in the competition and get quality and honest feedback. 
· Acquiring new consumers is approximately four times costlier in comparison to retaining them. 
· A slight increase of approx. 4% in the rate of customer retention may exceed the profit of the business by approx. 25% to approx. 90%. 
· The average lost customer value is approx. $ 240 globally (Peek, 2021). 
The above stats depict why retaining customers is essential for business. Loyal consumers basically adhere to a specific business and purchase more services and products. In addition to this, they also speak about the business which may assist the business in generating leads. 
[bookmark: _9wsqnby6ixo5][bookmark: _Toc128884723]5. Recommendations for Hotels Regarding Market Trends 300
Competition has been a prime challenge for individual hotels within the hospitality and hotel industry. One of the key market trends for hotels is the excellent requirements for highlighting the measures of hygiene and safety within the context of marketing and communication with guests. Travelers currently necessitate reassurance that the hygiene standards of the property are up to the mark. Highlighting safety and hygiene standards may assist in encouraging the booking decisions of the customers. Concerning the services of the customers is also an important element within the hotel industry. Providing flexible options for reservations and cancellations for the customers may assist the hotel in acquiring potential customers and retaining existing customers. Hotels can improvise the experience of the customers in varied ways. They may deliver outstanding services to the customers, offer distinctive features within the rooms of the hotel and furnish superior facilities ranges for guests. Customers seek to have higher expectations from online services. Chatbots can be used to improvise the satisfaction and experience of the guests. The Metaverse may furnish various distinctive opportunities for hotel marketing and may assist to deliver offerings. Some of the other marketing trends which are essential for the hospitality industry include but are not limited to video marketing, personalisation marketing, user-generated content, augmented reality, influencer marketing and Artificial Intelligence. These market trends may assist hotels to grow and thrive in the modern era. 
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Through the completion of the report, it can be said that maintaining reputation, standards and customer loyalty is essential for hotels for staying competitive within the industry. The report has provided an in-depth vision to hotel standards as well as the significance of brand consistency. It has also presented a detailed understanding of ways of efficacious reputation management by hotels. It has also presented a better understanding of the significance of efficacious management of guest reviews and the effect of negative reviews on the business. In addition to this, the purpose and the ways of retaining and constructing customer loyalty have given a better understanding of the significance of customer loyalty for the business. The recommendations have provided a detailed understanding of the latest market trends within the hospitality industry. The report can be helpful for business lead
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