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Summary

[bookmark: _Int_FaJjFPQe]This Report discusses the importance of hotel standards in ensuring high levels of guest satisfaction, and the impact of reputation management and customer loyalty programs in the hotel industry. The Ritz-Carlton's Gold Standards system is highlighted as an effective approach to maintaining high hotel standards, while Peninsula Hotels is cited as an example of the importance of attention to detail and positive reviews in building a formidable reputation. Digitalization is noted as a key trend in the industry, and the effectiveness of loyalty programs, such as Hilton Honors, is discussed.
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hotel standards play a crucial role in ensuring elevated levels of guest satisfaction. Meeting or exceeding guest expectations leads to positive experiences, repeat business, and positive reviews. Therefore, hotels should prioritize maintaining ambitious standards and providing exceptional service quality to attract and retain customers in a competitive industry (Johnston, 2012). Reviews management has become increasingly important as well for the hospitality industry in recent years, with many hotels adopting modern technologies to improve guest experiences and operational efficiency (Sathiaraj and Thampi (2021), and the impact of digitalization on hotel operations and guest experiences, reviews and loyalty Sigala and Gretzel (2020).
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Hotel standards are crucial for ensuring an important level of guest satisfaction. Guests have certain expectations when they stay at a hotel, and these expectations are based on the reputation and standards of the hotel. If a hotel does not meet these standards, it can lead to a negative guest experience and a loss of revenue. Hotel Standards have a significant impact on guest satisfaction. When a hotel meets or exceeds guest expectations, it leads to a positive guest experience and increases the likelihood of repeat business and positive reviews, Guest satisfaction is the key to success in the hospitality industry, and hotels that meet or exceed guest expectations are more likely to be successful (Johnston, 2012).
Bitner, Booms, and Tetreault (1990) proposed a framework for diagnosing favorable and unfavourable incidents in service encounters. According to their model, service encounters can be evaluated based on three dimensions: 
1.  Outcome of the encounter
2.  Behaviour of the service provider
3.  Physical environment in which the encounter takes place.
 These dimensions can be used to diagnose favorable and unfavourable service encounters, which can have a significant impact on customer satisfaction and loyalty. The authors argued that understanding these dimensions can help service providers to improve customer experiences and customer loyalty.
According to a case study on the company's approach to hotel standards (Kwortnik, 2016), Ritz-Carlton has a system in place known as the "Gold Standards," which are a set of 20 key service behaviour that every employee must follow. These Gold Standards include greeting guests by name, using proper etiquette when answering the phone, and resolving guest issues in a timely manner. The Gold Standards system has been extremely effective in ensuring a prominent level of guest satisfaction at Ritz-Carlton hotels notes that "The Gold Standards have helped Ritz-Carlton achieve a high level of consistency in service delivery across all of their properties, leading to a reputation for excellence and repeat business. 
One example of the impact of the Gold Standards is the case of a guest who left a valuable item in their room after checking out. The Ritz-Carlton staff went beyond to retrieve the item and return it to the guest in a timely manner, leading to a positive guest experience and a loyal customer for the hotel.
 Another example of great standard is mentioned about Zhang and Ye (2020) note that "Peninsula Hotels has a reputation for providing highly personalized service, which includes everything from greeting guests by name to providing customized amenities and services, this personalized approach has helped the hotel chain stand out in a crowded marketplace and attract a loyal following of guests.

[bookmark: _Toc129157085]Reputation Management

According to a case study on the company's reputation (Zhang & Ye, 2020), Peninsula Hotels has built a formidable reputation for providing exceptional service and luxury accommodations.
Another factor in the Peninsula Hotels' reputation is their attention to detail. The case study highlights how the company pays close attention to every aspect of the guest experience, from the quality of the linens to the design of the hotel lobby. This focus on detail has helped Peninsula Hotels create a luxurious and memorable experience for guests.
The reputation of Peninsula Hotels has also been strengthened by positive reviews and ratings from guests, Peninsula Hotels consistently receives high ratings and positive reviews from guests, which has helped to further enhance the company's reputation for luxury and exceptional service. According to Sathiaraj and Thampi (2021), digital transformation is a process of using digital technologies to fundamentally change the way that hospitality organizations operate and deliver value to their customers. Digitalization can also help hotels to collect and analyse data to optimize pricing strategies and improve revenue management. Similarly, Sigala and Gretzel (2020) suggest that digitalization has a significant impact on hotel operations and guest experiences. For example, hotels can use mobile check-in and keyless room entry to improve the guest experience and reduce check-in times. Digitalization can also help hotels to manage their reputation online and respond quickly to guest feedback.
Lee and Lee (2018), they conducted a study to examine the impact of online reviews on hotel booking intentions and perception of trust, with a focus on online review platforms such as TripAdvisor. They found that online reviews had a significant impact on both booking intentions and perception of trust, and that guests were more likely to book a hotel with positive reviews and perceive hotels with more positive reviews as more trustworthy. TripAdvisor (2023) Suggests that hotels should actively monitor and respond to guest reviews to improve their reputation and attract more guests.
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Kandampully et al. (2015) identified several factors that influence customer loyalty in the hospitality industry, including service quality, customer satisfaction, perceived value, trust, and emotional attachment. The authors also suggested that loyalty programs can be an effective tool for increasing customer loyalty, as they provide customers with rewards and incentives for repeat business.
Jones (2019) examined the effectiveness of Hilton Honors program in building customer loyalty in the hotel industry. The article explored the different benefits and benefits offered to members, such as points for every pound spent, access to exclusive rates, room upgrades, and partnerships with other companies. Jones also highlighted the success of the program in terms of member engagement and loyalty, with over 116 million members and loyalty members accounting for over 60% of room nights booked. The study concludes that the Hilton Honors program is a fitting example of how a well-designed loyalty program can help build customer loyalty and retention in the hotel industry. Hilton Honors program and how it helps to build customer loyalty in the hotel industry. Members can earn and redeem points across all Hilton properties, including luxury and budget-friendly brands, and the program also offers elite status levels. The study shows that the program's success can be seen in the elevated level of member engagement and loyalty, as evidenced by the substantial number of members and the percentage of room nights booked by loyalty members.
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In conclusion, the Ritz-Carlton Hotel Company's approach to hotel standards through the Gold Standards system has been highly effective in ensuring an elevated level of guest satisfaction and repeat business. This case study serves as an example of how hotel standards can be implemented and maintained to achieve a reputation for excellence in the hospitality industry. The case study of Peninsula Hotels demonstrates the importance of reputation in the hospitality industry. By focusing on personalized service, attention to detail, and positive guest reviews, the hotel chain has built a powerful reputation for luxury and exceptional service, which has helped to attract and retain loyal guests. With hotels increasingly adopting modern technologies to improve guest experiences and operational efficiency. The studies by Sathiaraj and Thampi (2021) and Sigala and Gretzel (2020) provide valuable insights into the impact of digitalization on the hospitality industry, highlighting the potential benefits of digital transformation for customer engagement, service quality, and revenue management. Digitalization will continue to shape the hospitality industry in the years to come, and hotels must stay up to date with the latest digital technologies to remain competitive. TripAdvisor has become an important player in the travel industry, providing travellers with access to information and reviews on travel-related services. While Trip Advisor it has had a positive impact in many ways, there are also concerns about the accuracy of its reviews and the commission-based revenue model. As the travel industry continues to evolve, it will be interesting to see how TripAdvisor adapts and innovates to stay relevant in a competitive marketplace Lee, K., & Lee, B. (2018).
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Hotels can attract new customers who are looking for unique, personalized, and sustainable travel experiences:
· Flexible Booking Policies: With the uncertainty caused by the pandemic, many travellers are looking for flexible booking policies. Hotels can offer flexible cancellation and refund policies to accommodate the changing travel plans of their guests.
· Technology Integration: Technology plays a vital role in the travel experience, from booking to check-in and beyond. Hotels can integrate technology such as mobile check-in, keyless entry, and mobile concierge services to enhance the guest experience.
· Emphasize Health and Safety: With the ongoing COVID-19 pandemic, travellers are becoming more concerned about their health and safety. Hotels can emphasize their hygiene and sanitation measures to reassure guests that they are taking precautions to protect their health.
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