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1. Introduction:
Hotels are a crucial part of the hospitality industry, and as such, they need to maintain certain standards to ensure that their guests are satisfied and happy. In this report, the subjects discussed are the importance of hotel standards, reputation management, and building and retaining customer loyalty. The aim of this report is to outline the norms and guidelines within the hospitality industry, including reputation management and strategies for building and maintaining customer loyalty. Additionally, it will explore how prominent hotel chains are able to retain their customers.

2. Hotel Standards:
Hotel standards refer to the set of guidelines and procedures that hotels follow to maintain consistency in the quality of service, amenities, and facilities they provide to their guests. These standards can be set by industry associations or regulatory bodies and are designed to ensure that hotels meet certain requirements in terms of cleanliness, safety, comfort, and customer service. To maintain these standards, hotels should implement regular training programs for their staff, conduct regular audits, and gather feedback from guests to improve their services continually.
		An eloquent example comes from Ritz-Carlton, a sub brand of Marriott International, one of the most luxury hotel chain, that is using Gold Standards. Those include The Credo, Motto, Three Steps of Service, Service Values, The 6th Diamond, The Employee Promise.          ( Ritz-Carlton, 2023)

2.1 The purpose of brand consistency standards:
		Brand consistency standards are guidelines that ensure that a brand is presented in a uniform and consistent manner across all channels and touchpoints. The purpose of these standards is to maintain the integrity and coherence of a brand's visual and messaging identity, and to help consumers recognize and remember the brand more easily.
		“Brand consistency ensures that all aspects of a brand -- from the messaging and visuals to the customer experience -- are aligned and cohesive. This consistency builds trust with customers and establishes brand recognition, making it easier for customers to identify and connect with the brand.” (Walter and Gioglio, 2014, p. 99)
	Here are a few reasons why brand consistency standards are crucial in the hospitality industry: 
· Establishing brand identity: Brand consistency standards help establish a clear brand identity that customers can recognize and connect with. By consistently presenting a brand's logo, color scheme, messaging, and overall aesthetic, customers can easily identify the brand and develop trust in it. 
"Brand consistency is key. It’s the way you create trust with your customers” (Miller, 2017, p. 39)
· Ensuring a consistent customer experience: Consistent brand standards help ensure that customers have a similar experience at each location or touchpoint, regardless of where they are. This creates a sense of familiarity and comfort for customers, which can help build loyalty to the brand. 
· Maintaining quality standards: Consistent brand standards also help maintain quality standards across all locations. By establishing clear guidelines for things like service standards, product offerings, and operational procedures, brands can ensure that customers receive the same level of quality and service at each location. 

2.2 Hotels with different standards:

Authentic hotel rating systems around the world: ( Soegjobs, 2022)
· AA – Automobile Association  was founded in 1905 and rates Hotels from a Star category of 1-5 and is a British firm.
· AAA- American Automobile Association rate by diamonds and it is the most popular star rating Association in North America and especially in the USA. 
· Forbes Travel Guide – The star rating system by Forbes has a legacy of over 5 decades.
· Australian Auto Clubs- Clubs like RAA, NRMA etc. rate all lodging properties in Australia under the brand of Australian Auto Clubs. 
· HOTREC – The Hotel, restaurant association guides the star rating systems of over two dozen organizations in Europe.



3. Reputation Management:
		“ Reputation management is the practice of understanding, shaping, and influencing the perceptions of an individual or organization with regard to a particular object or set of objects based on the credible and verifiable facts and the reliable narratives that others tell about them." (Doorley and Garcia, 2015, p.7)
Guest reviews can have a significant impact on a business's reputation, both positively and negatively. Positive reviews can attract new customers, while negative reviews can deter potential customers. Responding to reviews, both positive and negative, can demonstrate that a business values customer feedback and is committed to addressing any concerns. ( Gartner, 2023)

3.1   How hotels manage their reputation effectively:
		Premier Inn, like any other hotel chain, manages its reputation effectively through various strategies, including:
· Guest Feedback: Premier Inn actively solicits feedback from its guests, both during and after their stay. This feedback is used to identify areas for improvement and to address any issues that arise. ( PremierInn, 2023)
· Social Media Monitoring: Premier Inn actively monitors social media channels for any mentions of its brand. This allows them to quickly respond to any negative comments or complaints and to engage with satisfied customers. ( Facebook, 2023)
· Consistent Standards: Premier Inn maintains consistent standards across its properties, ensuring that guests receive the same high-quality experience at every location. This helps to build trust and loyalty among customers. ( PremierInn, 2023)
· Crisis Management: Premier Inn has a comprehensive crisis management plan in place, which includes protocols for dealing with any potential issues that could damage the hotel's reputation. This allows them to quickly and effectively respond to any crises and minimize any negative impact on their brand.

3.2  The importance of effective guest reviews management:
		Effective guest review management can also lead to increased guest loyalty. When guests feel that their feedback is heard and acted upon, they are more likely to return to the business in the future and recommend it to others. Overall, effective guest review management is a critical component of a successful hospitality business. By listening to customer feedback, addressing issues, and fostering positive relationships with guests, businesses can improve their reputation, attract new customers, and increase guest loyalty.

3.3  The impact of negative reviews:
			Negative reviews can have a significant impact on the hospitality industry. In today's digital age, potential customers rely heavily on reviews from past guests when deciding where to stay or dine. Negative reviews can discourage potential customers from choosing a particular establishment, leading to a loss of business and revenue.
			"Negative reviews can be devastating to a business. They can reduce sales, damage a company's reputation, and dissuade potential customers from doing business with the company. In fact, studies have shown that negative reviews can have a greater impact on sales than positive reviews." (Meerman Scott, 2017, p. 69)
Therefore, it is crucial for businesses in the hospitality industry to take negative reviews seriously and address them promptly and professionally. Responding to negative reviews with empathy and a willingness to resolve any issues can show potential customers that the business values their feedback and is committed to providing a positive guest experience. Some examples of bad reviews:
“ I stayed at this hotel for one night in May and was so excited to visit the beach before finishing my trip. The original room I booked unfortunately smelled awful, strong damp smell like mold and mildew. I had to move to another room and didn’t get to check in until 6pm. . It seemed fine initially but then discovered the new room’s AC was broken and they had to spend 45 mins at 9:30pm fixing it…” ( Tripadvisor, 2023)
“ Terrible room! It was far too small for two people. Don't bring anything that needs hanging up as the wardrobe isn't long enough to put a suit in” ( Tripadvisor, 2023)

4. Customer Loyalty:
4.1 Purpose of loyalty programmes:
		Loyalty programs can take many forms, including point systems, tiered rewards, exclusive promotions, personalized offers, and more. These programs often use data analytics to track customer behavior and preferences, allowing companies to tailor their rewards and offers to individual customers. Loyalty programs can also provide valuable insights into customer behavior and preferences, which can help businesses improve their products, services, and marketing strategies. By rewarding customers for their loyalty, businesses can create a positive brand image and increase customer satisfaction, which can lead to increased sales and revenue over time.
		Examples of loyalty programmes :
		Hilton Honors has a member card, where members can receive exclusive perks when they stay at one of the 7,000 hotels around the world — including gorgeous resorts, luxury and boutique hotels. Every time a member choose to stay at Hilton Honors, they earn Points on the stays and turn them into free nights, travel with exclusive partners, and others. ( Hilton, 2023)
		Another exemple comes from Marriott Bonvoy. They offers different types of member cards: Silver Elite, Gold Elite, Platinum Elite, Titanium Elite, Ambassador Elite with a lot of benefits depending on the frequently of staying at one of Marriott property. ( Marriott, 2023)
		Earning points at Ritz-Carlton: Members earn 10 points for every U.S. dollar spent on room rates, dining, and spa services. ( Ritz-Carlton, 2023)

5. Conclusion/recommendations:
		Recommendations for hotels regarding reputation management, building and retaing customer loyalty are to respond promptly and effectively to online reviews, engage with customers on social media platforms such as Facebook, Twitter, and Instagram, collect and use guest data to personalize the guest experience, offer a loyalty program that rewards guests for their repeat business. This can include perks such as free room upgrades, complimentary breakfast, or discounted rates.
		Overall, increasing brand recognition requires a multi-faceted approach that involves creating a consistent brand identity, producing valuable content, engaging with customers, and using various marketing channels to reach a wider audience.
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