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[bookmark: _Toc129181836]Executive summary
Hotel standards, reputation management, and building customer loyalty are all essential for creating a positive guest experience, maintaining a positive reputation, and driving business growth and success. This report will emphasize the importance of staying up to date with the latest trends in the highly competitive hospitality industry. It will also highlight the purpose of maintaining reputation, the importance of brand consistency and how to retain customer loyalty in the hospitality sector. To avoid being left behind, it is imperative for businesses to keep up with the latest hospitality trends. This will help them provide a competitive advantage by offering unique and innovative experiences that attract and retain customers.
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[bookmark: _Toc129181837]Introduction
In the hospitality industry, keeping up with the latest trends is crucial to staying competitive and ensuring that your business meets the needs and expectations of customers (Barrows, 2008). Three key areas that require attention to succeed in this industry are Hotel Standards, Reputation Management, and Customer Loyalty (Dominici, 2010). For instance, the Ritz-Carlton hotel chain is renowned for its lofty standards of luxury and service, which includes personalized experiences for each guest, such as a welcoming butler service and high-end amenities. Reputation management is also crucial for success in the hospitality industry. A negative review or feedback from a customer can quickly damage a business's reputation and deter potential guests from choosing their property. Building customer loyalty is a key driver of repeat business and long-term success in the hospitality industry. A study by JD Power found that loyal customers spend on average 67% more than new customers. This report will discuss the purpose of brand consistency standards, ways in which hotels can manage their reputation effectively and ways in which hotels build and retain customer loyalty.
[bookmark: _Toc129181838]Hotel standards
Hotel standards are the minimum set of requirements that must be met by hotels to provide a consistent level of quality and service to guests (Wong, 2020). In the hospitality industry, hotel standards are critical for ensuring guest satisfaction, maintaining a positive reputation, and driving business growth. Hotel standards typically cover areas such as cleanliness, safety, comfort, amenities, and service (Rhee, 2015). 
[bookmark: _Toc129181839]Organizations that set and maintain hotel standards
 American Hotel and Lodging Association (AH&LA), the International Organization for Standardization (ISO), and the World Tourism Organization (UNWTO) are the organization that are set for maintaining hotel standards and grading (Wong, 2020). In addition, many countries have their own national or regional hotel associations that set standards and provide accreditation for hotels. Other organizations that play a role in setting hotel standards include travel agencies, review websites, and booking platforms, which provide ratings and reviews based on customer feedback (Kaynama, 2007). 
[bookmark: _Toc129181840]Purpose of brand consistency standards
The purpose of brand consistency is to ensure that a hotel's brand is presented consistently across all touchpoints, including marketing materials, communications, and physical locations (Bengtsson and Venkatraman, 2010). Consistent branding helps to build trust and recognition among customers and can differentiate a hotel from its competitors.
The Ritz-Carlton is an example of a hotel chain that has successfully implemented brand consistency standards. They have a program called the Ritz-Carlton Gold Standard, which is a set of guidelines that outlines the brand's service and operational standards. The program includes training for employees and an evaluation process to ensure compliance with the standards.
In comparison, the Hilton brand also has a set of brand standards known as the Hilton Standards for Hotels.  Not all hotels have the same standards, as standards can vary depending on the hotel's target market, location, and brand. For example, a luxury hotel brand may have higher standards for amenities, service, and design than a budget hotel brand.
[bookmark: _Toc129181841]Reputation management
Reputation management is the process of monitoring and influencing the perception of a business or individual online (Doorley, 2015). In the hospitality industry, reputation management is crucial because a hotel's online reputation can directly impact its bookings and revenue.
[bookmark: _Toc129181842]How can hotels manage their reputation effectively
Managing reputation effectively is crucial for hotels to attract and retain guests. One way to do this is to actively monitor and respond to online reviews and feedback. Hotels can also engage with guests on social media and offer personalized experiences to enhance their reputation.
The Four Seasons Hotels and Resorts is an example of a hotel chain that has successfully managed its reputation. They actively monitor online reviews and respond to feedback and offer personalized experiences such as customized welcome amenities for guests (O'connor, 2010).
In comparison, Wynn Las Vegas has implemented a unique approach to reputation management by offering guests a $5,000 credit if they encounter any service issues during their stay. This approach not only helps to manage the hotel's reputation, but also shows a commitment to guest satisfaction.
[bookmark: _Toc129181843]Importance of effective guest reviews management
Effective guest reviews management is important because it directly impacts a hotel's online reputation, bookings, and revenue (Kim, 2015). According to a study by TripAdvisor, 93% of travellers worldwide say online reviews have an impact on their booking decisions. By proactively addressing issues and concerns raised in guest reviews, hotels can improve their online reputation and attract more guests.
[bookmark: _Toc129181844]Impact of negative reviews
Negative reviews can have a significant impact on a hotel's online reputation, bookings, and revenue (Vermeulen, 2009). According to a study by Trust You, 81% of travellers read online reviews before booking a hotel, and a single negative review can cost a hotel up to 30 bookings. 
[bookmark: _Toc129181845]Building and retaining customer loyalty
Building and retaining customer loyalty is essential for hotels to maintain a sustainable business and increase revenue (IŠORAITĖ, 2009). Loyalty can be built through exceptional customer service, personalized experiences, loyalty programs, and a strong brand reputation.
[bookmark: _Toc129181846]How can hotels build and retain customer loyalty
 Hotels can build and retain customer loyalty by providing exceptional customer service, personalized experiences, loyalty programs, and social responsibility initiatives. Offering exclusive rewards and rewards to loyal customers can also help to build and retain loyalty (Thomas, 2017).
Marriott International is an example of a hotel chain that has successfully built and retained customer loyalty through their Marriott Bonvoy loyalty program. The program offers exclusive rewards, benefits, and rewards to members who book directly with Marriott. Marriott also offers personalized experiences to members, such as customized room preferences and exclusive events.
In comparison, Hilton also has a loyalty program called Hilton Honours, which offers similar benefits and rewards to its members. Hilton has also implemented social responsibility initiatives, such as their "Travel with Purpose" program, which aims to promote sustainability and social responsibility throughout their operations.
[bookmark: _Toc129181847]Purpose of building and retaining customer loyalty
The purpose of building and retaining customer loyalty in the hotel industry is to create a base of repeat customers who will continue to choose the hotel over its competitors. Loyalty programs and personalized experiences can help to create an emotional connection with guests and enhance their overall experience, which in turn can lead to increased customer loyalty.
Hyatt Hotels Corporation is an example of a hotel chain that has successfully built and retained customer loyalty through their World of Hyatt loyalty program. The program offers a range of benefits, including exclusive room rates, free nights, and access to unique experiences. Hyatt also offers personalized experiences to members, such as customized room preferences and personalized service from hotel staff.
AccorHotels has implemented a loyalty program called Le Club AccorHotels, which offers similar benefits and rewards to its members (Yoo, 2018). AccorHotels also offers personalized experiences to members, such as customized room preferences and exclusive access to events.
[bookmark: _Toc129181848]Conclusion
Maintaining high hotel standards is crucial to providing guests with a positive experience and ensuring repeat business. By adhering to industry standards and guidelines, hotels can create a consistent and reliable experience for their guests. Reputation management is also vital, as negative reviews can significantly impact on a hotel's reputation and bottom line. Effective guest review management can help hotels respond to negative feedback and address guest concerns. Building and retaining customer loyalty is essential for long-term success, and loyalty programs can be an effective way to reward guests and encourage repeat visits. By prioritizing these areas, hotels can create a competitive edge and establish a loyal customer base, leading to increased revenue and profitability.
[bookmark: _Toc129181849]Recommendations
To stay competitive in the hospitality industry, hotels must adapt to changing market trends. Monitor market trends: By keeping up to date with industry trends and consumer preferences, hotels can identify areas where they need to adapt or innovate to remain competitive. Embrace technology: Technology is rapidly changing the hospitality industry, and hotels that embrace it can gain a competitive advantage. focus on sustainability: With increased awareness of environmental issues, hotels can appeal to guests by adopting sustainable practices and promoting eco-friendliness and Enhance safety and hygiene: In the wake of the COVID-19 pandemic, hotels must prioritize safety and hygiene measures to reassure guests and regain their trust. Those are recommendations that a hotel can investigate to overcome these challenges, hotels must be innovative, adaptable, and strategic in their approach to marketing and operations.
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