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[bookmark: _Toc126715185]Executive summary 
The tourism and hospitality industry has become one emerging industry in the world. In 2017, this industry contributed $8 Trillion to the global economy and was accepted to reach $10 Trillion by 2025. However, during COVID-19, this industry has faced black lashes due to a long-term lockdown, but now it is growing.  Many organisations and individuals are investing & taking initiatives in this sector to gain profits and adopting different strategies to stay competitive in the marketplace. Some offer reasonable service by providing minimum facilities and some offer luxury service. Both types of hotels focus on customer satisfaction, which is a critical issue and ensuring the highest customer satisfaction is the hotel's main goal which is why they try to keep up with trends. Companies adopt different strategies to enhance their service quality and hotel standards. They wanted to create s positive image in the market to gain loyal customers.
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[bookmark: _Toc126715186]Introduction 
The aim of this report is to analyse hotel standards & reputation management for customers loyalty. The hospitality industry is being competitive as it has huge opportunities to earn profits (Camilleri and Camilleri, 2018). Due to rapid globalisation and advanced technology people are travelling from one country to another for different purposes (travel, business, political meeting e.g.) which has positively impacted hotels. When a foreigner will choose hotel, s/he considers the reputation and standards of the hotel from external sources as s/he is unknown of it, until personal experience. Here different travel agencies, previous customers' feedback, and social media comments also influence travellers. To ensure customer loyalty, hotels try to provide a standard quality service that can meet customers' demands (Carvalho and Alves, 2023).
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[bookmark: _Toc126715188]Hotel Standards 
Hotel standards indicate operational and physical standards of hotels that include well-furnished rooms, cleanliness, high service quality, attractive advertising and so on. The main purpose of it is to attract and retain customers from different places (Nasution and Mavondo, 2018). Effective operational professionalism is related to customers' sentiment of familiarity. Appropriate physical condition is related to their comfort and safety. 
Standard is also related to branding. Hotel needs to attract customers so hotel authorities should try to avoid negative associations with it. 
There is a total of seven classes of hotels: one-star, two-star, three stars, four-star, five-star, luxury, mid-range and budget. Based on the types and costs hotels maintain different standards. For example, five-star has a Standalone concierge staff for at least 16 hours a day. For the highest customer satisfaction staff and room ratio is above 2.5 (Carvalho and Alves, 2023). For foreign customers, there is the availability of multilingual staff to ensure effective communication with the customers. They also provide 24-hour reception services, room service, parking, a butler, free morning breakfast, a doorman and so on. Now hotels are adopting digital methods for communicating with customers via apps or websites. 
Marriott International is the largest hotel chain in the world and it is presented in numeric geographical locations (Mazen, 2017). It main the same level of standards everywhere. For excellent operational services, it has staff levelling based on works, effective accounting and fiscal management for monitoring transparency in financial transactions, resident care and health care policies. For the physical quality, it ensures proper electricity, internet, and water supplies in every room. Housekeepers are well-trained to maintain a high level of cleanliness.
Premier Inn is a UK-based hotel chain which is renowned for reasonable service quality. It has also a strong presence in many countries including Qatar, UAE, Germany and Scotland. It also maintains standards in servicing in every operational area, as it provides reasonable services, when it will provide less than minimum service then quality will reduce (Ghandour et al., 2020). However, if they provide more, it will be difficult for Premier Inn to make profits. So they maintain a balanced standard. 
Hilton Hotel Group has also safe and flexible standards to ensure hassle-free customer service (Chen et al., 2018). Customers can customise housekeeping according to their preferences and it also provides local travel tips so that foreigners may feel easier to do their tasks. It has apps for distance booking, queries, and so on. 
In addition, all hotels do not have the same standards but their purpose is customer satisfaction.
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Nowadays reputation and company images are important factors to attract new and retaining customers (Rutherford, 2021). Many ways can help to manage a hotel’s reputation including a strong social media presence, engaging with customers, optimising online search, improving digital marketing and clarifying negative comments. Social media helps to reach a large number of customers beyond geographical locations, however, if a customer experience any negative thing and shares it on social media new customers will always try to skip that particular hotel. It can reduce reputations. 
It is important and valuable to take guests' reviews about their stay, food, housekeeping and so on. Negative feedback can also improve the existing performance of a hotel because sometimes supervisors and employees do not understand guests’ problems as they are not experiencing them (Radojevic et al., 2020).
Plum beach Hotel Dubai is a low-priced hotel in Dubai and most of Dubai’s hotels are very expensive. It knows that there is a large group of customers who desire a reasonable price. Hotel authority has enhanced a strong social media position for that, it always asks for customer feedback manually and digitally. It helps them to increase their visibility and improve customer contact; it has a positive impact on reputation management. 
Premier Inn is the strongest hotel chain in the world and every year it invests a lot of money in social media and digital marketing to ensure a strong position in the market. It helps them to monitor customers' demands and complains. It makes many important decisions through it. 
Hotel Marriot International maintain its worldwide reputation through innovation, corporate social responsibility (CSR), quality of management and so on. This company has a well-organised CSR team which has built a positive image and reputation of them in the market (Madar, 2017).  EVEN Hotels and Hilton both have the highest engagement with customers via different digital devices for managing a positive reputation.
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Customer loyalty indicates an emotional relationship between customers and the company; which drives a customer to buy products or services of a company repeatedly (Evanschitzky et al., 2019). Organisations ensure customers' loyalty by providing service according to their needs and acceptations (Bowen and McCain,, 2019). In this competitive business world, it has become one of the most important things to gain a competitive advantage and sustain in the market successfully.
Hotels offer different types of facilities, gifts or discounts so that customer purchases their service repeatedly. Hilton Hotels is conducting excellent work for retaining and gaining new customers. It has a brand loyalty program with over 60 million members. It offers many benefits of joining it, such as members can book rooms via the app, check in and out, unlock rooms staying from away, ordering meals according to their time flexibility and unlocking room using digital keys. This system helps front desk staff to focus on more valuable face-to-face interaction in offline communication. It has also an Honors program, which helps collect points and money or pool points with other guests. Recently Hilton has added a new feature which will help guests to see or track the progress of their room service (Bharwani and Mathews, 2022). Guests face many problems when they arrive at any new location, for their comfort this hotel has partnered with Uber to give them recommendations about different places (eating, shopping e.g.). 
Hotel Premier Inn also have many features to enable a strong relationship with the customers. Such as Chatbot service to provide an instant answer to customers' queries about their services (Huang et al., 2022). It has helped this company to ensure an effective communication.
Hotel Intercontinental Group has a customer loyalty program called “IHG ONE REWARDS” (Quek, 2019). It helps them to earn points based on their stay, travel, shop or eat in the hotel. Through this program, they stay connected with customers. 
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The hotel industry is facing many challenges such as the unavailability of underqualified employees, complicated payment processes in some hotels, poor quality housekeeping, negative online reputation, ineffective operations and more demanding guests and so on (Higgins-Desbiolles, 2020). There are some recommendations for them-
1. Advanced technology is playing a vital role here, even almost every hotel has a website, social media site and so on, but none of them are effective. Authorities are not upgrading them with the change. To solve this issue, the hotel needs to adapt and upgrade itself with the latest technology. Now in many hotels, there are smart rooms 
2. Hotels must train their employees so that they can gain enhance their existing qualities. Without skilled and experienced employees it is impossible to gain success in any field. So, they keep the budget for it.
3. Now digital technology has made it easier to stay connected with guests. But too much connectivity may disturb customers so hotels should aware of it. Customer care should avoid sending unnecessary and irrelevant e-mails or messages.  
4. It is easy and quick to get an online reputation, and even easier to lose it with one single mistake.  Generally, when a company loses its reputation or image it is difficult to get it like before. To solve this problem, an organization must make every decision carefully. For negative comments, they must clarify the issue immediately to solve it. 
5. An ineffective operational process can also negatively impact an organization. To enhance it, hotels have to use the correct dataset for the project process. After calculating the performance data authorities have set a goal. Then implementation process and ensure effective communication with them. As discussed before, communication is an important thing, by creating open lines can solve this issue. When an organization reduce production, the first activity encourages the employee to increase it and stay focused on service. 
[bookmark: _Toc126715192]Conclusion
Despite many challenges, it is a growing industry and many economies in the world are dependent on it. Many third-world countries are also adopting this industry, to strengthen their economy. There are many countries that do not have natural resources but the technology they have changed their tourism. However, hotels should maintain a quality standard for their customer's satisfaction. Here maintaining a positive reputation are also important to attract new customers. 
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