


Executive Summary
The purpose of this report is the analysis and evaluate how the hospitality industry and businesses need to keep up with the latest trend of keeping behind and staying in business, by ensuring how to deliver the customer experience people want and expect.
The report focuses on three topics, Hotel Standards, Reputation Management, and Customer Loyalty to examine the internal and external factors of addressing these topics.
In the process, the report has case studies of hotel examples from Sheraton Hotel & resorts, Aloft Hotels, Marriott International, The Ritz-Carlton, and Kimpton Hotels and Restaurants to address the three topics.
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1. Introduction 
This report will include findings and a discussion of hotel standards, reputation management, and customer loyalty within the hotel industry. Using various hotel case studies, this can be compared among the hotels of the standard and services used. 
This can be through analysing branding, addressing guest reviews, and how to build and retaining customer loyalty. This topic is very important to know and understand how to keep up to date with trends and keep pace with the hotel industry.  



2. The findings of hotel standards reputation management, building and retaining customer loyalty

2.1	Hotel Standards
All hotels will run well if all systems are kept in working order and all standards are maintained on a daily basis. Keeping an eye on maintaining and enhancing standards might be difficult.
A training programme designed exclusively for your hotel or team may be quite successful in regaining concentration, instilling new motivation in your employees, and maintaining the highest standards of a smoothly and efficiently operating hotel (poloandtweed.com, 2018).	
2.1.1	Brand Consistency
According to Jones, your company's brand is its complete identity and personality. Nowadays having so much competition these days, firms must go above and beyond to adopt and enhance themselves. To do this, you must invest in order to create a fantastic brand that will attract and hold people's attention. By having the right messaging and brand, you can acquire some control over how people understand your company, so don't overlook it (2021).
2.1.1.1	Marriott International Branding
An article by Edmunson, Global Brand Officer of Mariott International, contributed to the expansion of the brand development portfolio. This was the concept of having a variety of brands, which allowed owners to personalise the hotel experience and thrill their visitors when they travelled, to make sure they had options that would satisfy the purpose and demands of customers. This is the process of adopting  innovation, designing, implementing, and auditing brand standards in hotels. Designers may ensure a memorable guest experience whether you stay in a full-service hotel or a longer-stay select-service property with the support of stakeholders, owners, operators, guests, and coworkers. These changes are implemented and refined as a result of research obtained from social media and other sources.
Below are some examples of changes within some of the Marriott International Brands.	
a) Aloft Hotels
Aloft Hotel and the design team made improvements to ensure that they were creating a hotel that would appeal to musicians. When the public spaces were used as live-music venues more than the guestrooms. In the dedicated area for live performances, Aloft Hotels provide high-voltage outlets for musical instruments as well as soft sofa seats with clear sightlines.	
b) Sheraton Hotels and Resorts
Based on market behaviour, the Sheraton Hotels brand was rethinking the guest experience. They are aware that people work in community settings where eating is less formal and tied to other activities, and when beverage and social environments are also present. This was done through redesigning public spaces, adding information about products and services, and improving the sense of community. In most public places, meeting rooms, bar ideas that prioritise coffee and drinks, and a digital ordering experience for food and beverages are included (2020). 

	2.1.2	Visual Identity
Hotel chain standardisation is a vital approach for attracting and retaining guests, as it inspires a sense of familiarity, which leads to loyalty.
[bookmark: _Hlk127638758]		2.1.2.1	Kimpton Hotels and Restaurants
The US hotel company has more than 65 locations across the country, but its major aim is to have the same sort of décor in each location. This is true regardless of the variances between hotels, evoking brand power (Post, 2021).


2.2	Reputation Management
Monitoring and influencing how hotels are viewed online are the main objectives of hotel reputation management. It comprises a variety of tasks, like as keeping an eye on review websites, replying and commenting on social media, and optimising your website for search engines. Keeping your hotel's online reputation is crucial to the business overall, because this can significantly impact how it performs in contrast to its rivals (Boley, 2020).	
A study was done, and 49% of customers, according to Goswami's post, want at least a four-star rating for a hotel. The profit of a hotel can be dramatically impacted by a single unfavourable comment or review. More than professional opinions, travellers rely on online evaluations and social media. Many hotels offer websites where guests may easily rate their most recent stay (2021).	
[bookmark: _Hlk127653229]2.2.1	Marriott International Online Reputation Management
Marriott International M Live is a platform where the M Live team traces the number of hot global subjects. This allows you to target individuals, such as a traveller who tweeted a question about hotels in Nashville, Tennessee. M Live advised a hotel and provided information on nightlife to make their visit even more enjoyable (Shashtri, 2021).	
[bookmark: _Hlk127653282]		2.2.2	How to manage Negative Reviews
There is no way to please everyone, however, the rooms are clean, how polite the staff is, or how nice the facilities are. The bad reviews mostly submitted by do so because they believe they did not get what they paid for. Even if the hotel tries to remedy the problem, people may feel trapped, so they rage online.
• Create a visible presence on social media sites.
• Get and improve your review platform profiles
• Establish a travel blog under your hotel's name;
• Construct and optimise review pages on your website (Morch, 2020).				
2.2.2.1	Sheraton Hotel Fallsview Hotel
On the 14th of February, a tourist wrote a one-star review, stating that there was no power, no water, and the staff was unresponsive, among other issues. With this, the response team apologised and stated that they will address the complaints in the future to improve services (Tripadvisor, 2023a). Another review on the same day, 14th February 2023, provided a 5-star rating, stating that the personnel was nice. The response team stated that they appreciated the review and would forward it to the staff (TripAdvisor, 2023b).  This can be analysed when they realise that some simply wish to paint the hotels in a negative way, knowing that it is not true because there cannot be a circumstance on the same day where there is no electricity in the property and another visitor has not noted this. 
	


2.3	Customer Loyalty
Customer retention is one of the most difficult difficulties a company confronts, aside from obtaining new customers. Establishing a long-term relationship, understanding clients' goals and expectations, and communicating are all approaches to generate customer loyalty in your organisation. Customers value being regarded as a priority, and if you can make them feel that way, you will be far ahead of the competition. (Katz, 2022)
[bookmark: _Hlk127695763]2.3.1	Perks of Customer Loyalty
Many elements, such as services, efficiency, product quality, and so on, influence a customer's decision to use the same company's services again and again	
a) saves costs on marketing your brand
b) It is considerably easier to forecast a company's growth based on customer loyalty levels.
c) Keeping former consumers can enhance your company's profits, and returning customers are also more inclined to spend more.
d) When a customer is pleased with your company's services, they are more inclined to recommend them to others (Tarawade, 2021). 

[bookmark: _Hlk127695803]2.3.2	Ritz-Carlton customer retention
The Ritz-Carlton maintains exceptionally high standards for client services, including WOW customer service moments such as Chef's mother-in-law flying down eggs and milk from 1680 kilometres away for a youngster who was allergic (who was not an employer). They have all of the history and service components on their website. They also have gold standards for their motto, credo, twelve service values, three service steps, and employee promise (The Ritz-Carlton, 2019). Another well-known aspect of Ritz-service Carlton's guarantee is that they empower their personnel to spend up to $2,000 each incident, per guest, fixing or satisfied issues without extra clearance (Richardson, 2015).	
[bookmark: _Hlk127695890]2.3.3	Marriott loyalty program
A loyalty program at Marriott International is a basic strategy that encompasses several aspects of the customer journey. This extends loyalty-focused experiences beyond booking by collaborating with worldwide partners in entertainment, sports, and cuisine. The Moments platform delivers new and more unique ways to travel every year. Almost 110 million loyalty members have enrolled in the program. (Solis, 2018).
		2.3.4	Analysis
As can be seen, both hotel brands place an emphasis on providing excellent customer service through service culture, WOW moments, and other alternatives to please guests. This encourages them to return and take something with them that makes them smile.	(40)



3	Conclusion
The key lesson learned is that all parts of the hotel division need to be addressed in order to maintain, establish, and retain clients. From making the internet reservation to entering the hotel, staying there, and leaving. By employing and training staff to high standards and providing incentives to keep staff satisfied, they will believe the hotel they work at is their own, which will lead to customers who are pleased and safe to stay and return.



4	Recommendations
The following factors contribute to the hotel industry's ability to stay up with the competition and address customers: 
· A website that is routinely updated, attractive, and contains history and details about the hotel brand.
· Providing and establishing WOW moments, as well as handling client complaints or difficulties.
· Reacting to both positive and negative evaluations so that other customers are not put off by negative feedback.
· Educating employees to the best of their abilities in order to establish excellent standards of customer service.
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