Hotel Management, Reputation Management, Building and retaining Customer Loyalty.

Executive Summary
Since long years, hotels are contributing a lot in building the world’s history by connecting people from various regions. Just capitalizing the matter “Hospitality” Hotel Industry is increasingly becoming one of the magnificent business models around the globe. During the middles ages inns and staging posts were established as rest spots for travellers, while abbeys and cloisters also offered places for tired travellers to spend the night (tourismteacher, 2020).

Introduction
The hotel industry is a sector of the hospitality industry that focuses on providing temporary accommodations, usually for travelers or tourists. The industry includes a variety of accommodation types, such as luxury hotels, resorts, motels, bed and  breakfasts, and hostels. The hotel industry plays an important role in the global economy and society in several ways:
1. Job creation: The hotel industry is a significant employer, creating jobs in a variety of roles from front desk staff to housekeeping, food and beverage, maintenance, and management. It provides employment opportunities for people of various skill levels and backgrounds.
2. Economic growth: The hotel industry contributes to economic growth through generating revenue from tourism and business travel. It also supports local businesses by creating demand for services such as transportation, entertainment, and restaurants.
3. Hospitality and tourism: The hotel industry is a key component of the hospitality and tourism sector, providing temporary accommodation to travelers and tourists. It enables people to travel and explore different parts of the world, facilitating cultural exchange and education.
4. Social impact: Hotels can have a significant social impact by supporting local communities through job creation and contributing to charitable causes. They can also act as community hubs, providing meeting spaces and hosting events that bring people together.
5. Branding and reputation: Hotels can create a strong brand and reputation through their customer service, amenities, and overall guest experience. This can attract repeat business and positive reviews, which can have a positive impact on the hotel's revenue and profitability.


Reputation Management:
According to kayako Survey,  It;s found that nearly 79% of firms claim to have live chat available has improved sales, income, and customer loyalty, Over 40% of visitors to the same study said they preferred live chat over other forms of support.
Speed, though, is not everything. 95 percent of customers claim they would prefer slower support if it meant better help. Customers do value speedy responses, but providing the appropriate response is more crucial (Jain, 2022). Reputation Mangement is interrelated to the overall status of a Hotel. The mentionable reasons behind the top, Multinational Hotels around the globe are significantly their reputation management. For appearing at the top, they regulated and strengthen each and every steps of Reputaion Mangement. According to TripAdvisor1 “More than 90% of business representatives rated online traveler reviews, repeat business and increased direct bookings as the three most important factors to the future of their business (Came, n.d.).”

1. Reviews: Nowadays, Reviews play a vital role to motivate a tourist to fix the decision for his expected tour! 81% will read reviews before booking a destination to stay. According to TripAdvisor, 72% of respondents read reviews about places before deciding to stay and eat, or things to do.
Other research also reveals that 79% of online travelers tend to read from 6 to 12 reviews on average before they come to the booking decision. These key statistics have proved that review is now a vital part of the global customers’ purchase process (Huynh, 2020).
2. Branding: Through a very simple or triffling way, branding can be done for a             Hotel. For example, many hotels or inns serve a drink to their consumers at their entry to the hotel. This help to generates the attraction of the consumer instantly. When a brand is recognized and trusted to the point that the customer recognizes it and feels a deep psychological bond with it, and brand equity is valuable indeed. 
3. Customer-oriented Service: After checking in to the hotel, the service provided to consumer must be satisfied, flawless. And this matter should be supervised by the managing department with iron hand. Because, a customer is enough to cause great loss to the reputation of a hotel after receiving bad or unsatisfied behaviour.
4. Online awareness: There’s a ton of information available to buyers nowadays. There are reviews, guides, and walk-through videos to help consumers make decisions. Now, everyone‘s reviewing, all the time. Sites like Booking.com, TripAdvisor, and Yelp have made it easy to rate your latest night’s stay. And these reviews are an integral part of the purchase. So, being aware of hotel’s reputation online is very important and mandatory for any type of Hotel brand (Whatman, 2017).

Hotel Standards:
For easy concept, Hotel standard means all types of management of a hotel.  It includes the standard and level of quality at which Manager or its Affiliates have provided the Management Services with respect to the Hotel, and at which similar services have been provided with respect to other properties operated or managed by Manager or its Affiliates, during the Lookback Period (Law Insider, n.d.). The Hotel Marble City has been equipped with all these facilities in all standard rooms.
There are various hotel standards that hotels can use as a benchmark for their operations, including:


Customer’s Loyalty:
Customer loyalty is very essential for Hotel industry. Sufficient customer’s loyalty is a great measure for hotels progress. These help to increase organic profits. They play  vital role in term of hotel’s indirect marketing and publicity.
    Here some reasons why customer loyalty is essential:
1. Repeat customers spend more than first-time customers. They have a way higher average order value that increases with the duration they have been doing business with a brand. 
2. . Loyal customers produce higher conversion rates. Existing customers have way higher conversion rates than new ones. The average conversion rate of a loyal customer is 60% to 70%, while that of a new one is 5% to 20%
3. It boosts profits. To enjoy better profits, brands need to foster customer loyalty. Business profits go up by 25% to 95% when customer retention rates are increased by only 5%.
4. Retaining an existing customer is cheaper than acquiring a new one. It is cheaper to keep an existing customer than to bring a new one on board (SendPulse, 2020). 
The purpose of brand consistency:
As per the data published by Staitsta, according to American Customer Satisfaction Index(ACSI) 2022, The Marriot Hotel Company scored 78 out of 100 and reached the pinnacle position. The Hilton Hotel & resort earned the second position scoring 76 out of 100 (Staista, 2022). Though their is a slight difference of score between this two brands but there are similarities of services and it’s standard the provide to consumers like ensuring customer’s satisfaction, providing with sutainable services. Strategic marketing components. 

The importance of effective guest reviews management: 
The reviews from the guests can be both negative or positive but the hotel may use it in strategic way. From negative review, the hotel can find out the flaws and improve and from positive reviews they get motivation and rhythm to develop more. It’s a known fact that people are more likely to book a room in a hotel that has a large number of reviews. A lack of hotel reviews, or bad ones, can mean that people are less likely to want to stay in your hotel altogether. It’s also important to get this feedback for your hotel staff too, so you can reflect on and improve your guest’s experience in future. So, whether they’re referencing Google, or Expedia, make sure you establish your property’s presence well online (Jeffery, n.d.). 
Clients trust online reviews and review management software is one of the most powerful tools that can help you with:
1. Boosting credibility
2. Generating leads (increase sales and revenue)
3. Saving costs on traditional marketing methods such as paid ads (hello, search engine results)
4. Speaking directly to the consumer
5. Conducting market research (petts, 2022)


The impact of negative reviews: Customers are the sould source of success for all types of Businesses. Again a customer is enough to make irrevocable loss to a emerging industry. And hotel business is none a exception. Customer’s review and their negativity can cause devastating loss to Hotel’s status. A study of fashion purchases from e-commerce marketing platform Yotpo found that when looking at reviews (1.3 million of them in this case), a majority of the negative ones contained the word “disappointed” or “disappointment.” In fact, those terms were mentioned 20,000 times, while the word “bad” was present in just 7,500 of the negative reviews (Reputation X, 2021). Forbes reports that 94% of consumers avoid a company with bad reviews (McCambridge, 2019) .

The way hotels can build, retain customer’s loyalty and its purpose:
According to the system and infra-structure of Hotel Industry, Customer Loyalty is a very important asset for the Hotel’s authority. Customer Loyalty means the regular preference of a customer to a hotel. Customer Loyalty helps a hotel to gain organic profit. According to the modern system of Hotel Business, management can set up some marketing strategies that can be classified into types of Customer Loyalty. 
1. Points Programs: With a points program, a customer will spend money upfront to reap rewards in the future. Points programs can be great for getting tons of guests to sign up, though when it comes to increasing engagement, the value and differentiation factors are daily low.
2. Tiered Loyalty Programs: Tiered loyalty programs are wonderful for increasing your member engagement; they make guests feel as if they’ve entered a more exclusive program. When it comes to traditional points programs, which are non-tiered, all guests or customers get the same thing. With tiered loyalty programs, it becomes a thing of status. 
3. Premium Loyalty Programs: Premium loyalty programs are great for higher-end hospitality establishments that are looking increase customer retention. These kinds of programs are fee-based, meaning they require members to make upfront payments in order to reap instant benefits (Frank DePino, 2022) . 

The obstacles faced in Hotel businesses:
1. Change in technology: The advancements in technology are altering every aspect of our daily lives. Gone are the days when guests used to wait for hours or a day to receive answers to any query. 
2. Excellent service: Every hotel guest expects good customer service but today’s hoteliers must exceed expectations by being more than just good – they need to be excellent. A hotel is judged by the quality of the service delivered. Highly skilled and attentive staff, a personal touch, respect, and the ability to make a guest’s stay as comfortable and as relaxing as possible are all equally important to succeed. 
3. Online reputation Challenge: Today, internet-savvy visitors look for the brand reputation first before booking a hotel room. But, maintaining an online reputation is another big challenge that hotels often face. Creating a sustainable website, ensuring its security and others are a great task to do. (Top hotel management college in Hyderabad, 2021).
4.  Sustainability: Sustainability is a mandatory fact in the competitive field of Hotel Business. In fact, the World Tourism Organization is deeply committed to sustainable tourism. Smart hoteliers realize that corporate responsibility programmes can help to win customers and trust, whilst benefiting employees, the environment and earnings. 

My recommendations for hotels regarding market trends:
This age is well-known as the extreme age of Technology. As per it, according to my opinion, The vast industry of hotels should also brought under the light of technology. Technology can be attached with all types of interactions with consumers, receiving feedback providing with smart services, give customer the feel of a smart home. Overall, in this age, reaching the pinnacle position is not easy. Improving and applying sustainable marketing strategies can be the best way for hotels.
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