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Executive Summary


The hospitality industry is highly competitive, with businesses needing to keep up with the latest trends in hospitality to avoid being left behind. This report focuses on three essential topics in the industry, namely hotel standards, reputation management, and customer loyalty. The purpose of this report is to highlight the importance of maintaining high standards in the industry and managing a hotel's reputation effectively, while also retaining customer loyalty. This report aims to answer questions such as the purpose of brand consistency standards, how hotels manage their reputation effectively, the importance of effective guest reviews management, how hotels can build and retain customer loyalty, and the obstacles facing certain businesses.
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Introduction


Because of the fast-paced nature and constant evolution of the hospitality sector, it is essential for companies to stay current on the most recent fashions and technological advances (Bieger & Wittmer, 2019). In an industry where new hotels and services are constantly being introduced, it is essential to maintain high standards and reputation while also successfully keeping loyal customers. This research will present ideas for companies to help them overcome any issues they may have in the areas of customer loyalty, reputation management, and hotel standards. Additionally, this paper will cover the necessity of maintaining high hotel standards.

Main Findings

2.1 Hotel Standards

In the hospitality sector, adhering to brand consistency guidelines is vital to ensuring that clients have a uniform experience throughout all of the properties that are operated by the same brand (Kandampully, Zhang, & Bilgihan, 2015). These standards are intended to provide consumers a feeling of familiarity and comfort, which may contribute to the development of trust and loyalty on the part of the customer base. It is not the case that all hotels adhere to the same standards, since they may change according to the kind of hotel, its location, and the clientele that it serves. However, in order to maintain high standards in areas such as cleanliness, customer service, and facilities, every hotel should make every effort possible.

It is essential that hotels adhere to certain standards in order to provide visitors with an experience that is comparable across all of the properties owned by the same brand. For instance, Marriott International, which is one of the biggest hotel chains in the world, requires all of its individual hotels to comply to a predetermined set of brand standards. These criteria include a wide range of topics, including but not limited to the design of guest rooms and bathrooms, hotel amenities, dining choices, and staff education. By adhering to these standards, Marriott is able to give its customers with an enjoyable and satisfying experience no matter which of its properties they choose to book their accommodations at. This helps to establish confidence and loyalty among consumers, who may be more inclined to pick a Marriott facility over one that is owned by a rival that does not have as stringent standards in place.

2.2 Reputation Management 

Management of one's reputation is of the utmost importance in the hospitality sector, since potential guests place a significant amount of stock in testimonials and personal recommendations when selecting a hotel (Ladhari, 2009). Hotels may efficiently manage their reputations by monitoring customer reviews, swiftly reacting to such reviews, giving incentives for customers to leave favourable evaluations, and ensuring that they regularly give high-quality service to their guests. It is also crucial to have effective management of guest reviews, as this may assist to discover areas for development and handle any problems that consumers may have had while they were staying at the establishment (Harrington, Ottenbacher, & Bowie, 2018).

A hotel's image may be severely damaged by unfavourable evaluations, which may discourage prospective guests from making a reservation at the establishment (Xiang, Du, Ma, & Fan, 2017). Hotels have an obligation to swiftly react to bad reviews, take appropriate action to resolve any faults, and, where appropriate, give compensation or incentives to consumers. Management of one's reputation is of the utmost importance in the hospitality sector, since potential guests often base their decisions on customer testimonials and personal recommendations. The Ritz-Carlton, which has a dedicated social media staff that monitors and reacts to customer reviews and comments, is an example of a hotel that does a good job of managing its reputation. Other hotels may learn from this example (Holmes, 2020).


2.3 Customer Loyalty 

Loyalty from customers is essential in the hotel sector since it may contribute to the development of a steady client base and improve the amount of repeat business (Kim, Lee, & Kim, 2016). Building customer loyalty and retaining existing customers may be accomplished by hotels via the provision of high-quality services, the provision of incentives such loyalty programmes and discounts, and the facilitation of memorable experiences for guests throughout their stays. The goal of developing loyal clients is to entice existing guests to return to the establishment and to suggest it to others.

The hotel sector is very competitive, and as a result, firms operating within it are required to uphold rigorous standards and protect their brand in order to win and keep loyal customers (Bieger & Wittmer, 2019). The success of every hotel depends on meeting certain brand consistency requirements, maintaining a positive reputation, and maintaining client loyalty. The successful management of guest reviews, fast answers to bad reviews, and the provision of incentives for favourable evaluations may all contribute to the development of a hotel's reputation. Building customer loyalty requires delivering services of a high standard, presenting consumers with opportunities to save money via loyalty programmes and discounts, and working to ensure that customers have an experience during their stay that will stick in their minds.

Customers are provided with a feeling of familiarity and comfort, which may contribute to the development of trust and loyalty when brand consistency criteria are adhered to. One hotel chain that places a strong emphasis on maintaining brand consistency is Marriott International. The company provides its various hotel brands with a set of criteria to follow in order to maintain uniformity across all of its facilities (Marriott International, 2021).


Conclusion

The hospitality industry is very competitive, and as a result, firms operating in this sector are required to uphold rigorous standards and a stellar reputation while also fostering enduring relationships with their patrons. The success of every hotel depends on meeting certain brand consistency requirements, maintaining a positive reputation, and maintaining client loyalty. The successful management of guest reviews, fast answers to bad reviews, and the provision of incentives for favourable evaluations may all contribute to the development of a hotel's reputation. Building customer loyalty requires delivering services of a high standard, presenting consumers with opportunities to save money via loyalty programmes and discounts, and working to ensure that customers have an experience during their stay that will stick in their minds.


Recommendations

Hotels should make it a priority to maintain excellent standards in all areas, including tidiness, attention to guests' needs, and provision of services (Bucuresti & Sandu, 2014). They should also monitor customer evaluations and swiftly reply to them, provide incentives for favourable ratings, and take necessary action to remedy any difficulties that consumers may have had while they were staying at the establishment. Hotels need to ensure that their guests have an enjoyable and memorable experience while they are staying there in order to cultivate and maintain customer loyalty. In addition, hotels may encourage customer loyalty by implementing reward programmes and providing discounts (Kotler & Keller, 2016).
In addition, hotels should stay abreast of market trends, such as the increased need for environmentally responsible and sustainable business practises in the hospitality sector. Customers who are concerned about the environment are more likely to stay at a hotel that provides sustainable services and procedures. This may also help a hotel's image (Chathoth, Altinay, & Okumus, 2013).
On the other hand, the hotel business is confronted with challenges, such as intensifying competition and the influence that the COVID-19 epidemic has had on the tourism sector. During these trying times, hotels should adjust to the shifting tastes of their customers and take precautions to safeguard the health and safety of their visitors (Singh & Gursoy, 2020).
In general, in the very competitive hospitality sector, it is crucial for the success of any hotel to maintain high standards, efficiently manage reputation, and establish client loyalty.
Recommendations Hotels should make it a priority to maintain excellent standards in all areas, including tidiness, attention to guests' needs, and provision of services (Ladhari, 2009). They should also monitor customer evaluations and swiftly reply to them, provide incentives for favourable ratings, and take necessary action to remedy any difficulties that consumers may have had while they were staying at the establishment. Hotels should provide services of a high quality, give clients with incentives such as loyalty programmes and discounts, and make every effort to ensure that customers have memorable experiences throughout their stays in order to cultivate and maintain customer loyalty.
In addition, hotels should stay abreast of market trends, such as the increased need for environmentally responsible and sustainable business practises in the hospitality sector. Consumers that are environmentally concerned are more likely to stay at a hotel that offers sustainable services and practises, which in turn improves the hotel's image and increases the likelihood that customers will return and refer the hotel to others (Kandampully, 2016).
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