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Executive Summary 
This report addresses three main topics: hotel standards, reputation management and customer loyalty. It explains how hotels can manage the following elements: remaining competitive, addressing reputation issues, building loyalty and retaining customers. Hotel managers must work closely with each department and pay attention to every detail to address all considerations and remain competitive. Feedback and reviews from customers play a part in shaping the hotel’s marketing strategies.
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Introduction
For a hotel to maintain its competitiveness, it must adhere to specific standards. Doing so will attract and retain customers, enhance brand awareness and loyalty, and positively manage its reputation. 
Hotel standards refer to the specific guidelines used to define the quality and level of hotel service. The hotel, industry associations, or government agencies can set hotel standards. They ensure guests receive a consistent and high-quality experience, regardless of their chosen hotel.
Examples of hotel standards include:
Room quality: can include room size, bedding and amenities, such as television and Wi-Fi.
Food and beverage service: this can include expectations for the quality of food and drink, service times, and presentation.
Customer service: can consist of expectations for staff attitude, openness, and knowledge.
Cleaning Standards: frequency of cleaning, use of friendly cleaning products.
Hotel standards are essential for guests and hotel owners, as they help define the quality and level of service guests can expect.

What is the purpose of brand consistency standards?
Brand consistency standards create a powerful brand personality and business identity that help brand messaging, communication, and promises. The purpose of brand consistency is essential in the competitive market because it is easy to get lost as a brand. Creating a recognisable and memorable brand identity helps to distinguish it from its competitors (Kotler, 2001).
Brand consistency is essential to gain customer trust and improve the connection with the brand. A hotel brand must be able to provide consistent service delivery through time and space (Jobber, 2010).
Having consistent brand standards can help to:
Build brand recognition: Consistent use of visual elements, such as logos and colour, helps to build credit and recall of the brand.
Boost brand messaging: Consistent use of messages across all touchpoints helps to reinforce the brand's key messages and values.
Create a strong brand image: this helps to create a strong and recognisable brand image that can help to distinguish the brand from its competitors.

Do all hotels have the same standards?
 Hotel standards can vary widely depending on the type of hotel, its location, and its target market.
Luxury hotels, for example, may have higher standards for room quality, food and beverage service, and guest service. In contrast, budget hotels may have low standards in those areas but offer more affordable prices.
Hotel standards can also vary by region and culture. For example, hotels in some areas may have stricter criteria for hygiene and safety, while hotels in other parts may place more importance on guest service (Lee & Carter, 2012).
It is important to remember that hotel standards are not guaranteed quality. Guests should consider aspects like online reviews, suggestions from friends and family, and personal preferences when choosing a hotel.
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How can hotels manage their reputation effectively?
Hotels can manage their reputation by applying a variety of strategies and best practices. Here are some ways that hotels can manage their reputation:
Monitor online reviews: such as TripAdvisor and Google Reviews, can help hotels understand what guests say about their properties and identify areas for improvement.
Respond to negative reviews: Answering professionally and positively can help mitigate the impact of the negative review.
Provide exceptional customer service: from check-in to check-out, can help to create positive experiences for guests and encourage them to leave positive reviews.
Invest in quality:  whether it is in the rooms, food and beverage offerings, or customer service, it can help to improve the guest experience.
By implementing these strategies, hotels can effectively manage their reputation, build a positive image, and attract and retain guests.

What is the importance of effective guest reviews management?
Effective guest reviews management is essential for hotels for several reasons:
Reputation management: Guest reviews play a significant role in shaping the hotel's online and offline reputation. 
Customer insights: Guest reviews can provide valuable information about guests' experiences and preferences.
Marketing and promotion: Positive guest reviews can be used as a marketing tool to promote the hotel and attract new guests (Jobber, 2010).
Competitive advantage: effective guest reviews management can help hotels differentiate themselves from their competitors and place them as a top choice for guests (Jobber, 2010; Kotler, 2001).
Online visibility: Guest reviews can impact the hotel's visibility on travel platforms like TripAdvisor and Booking.com and improve their rankings.
In conclusion, effective management of guest reviews is essential for hotels as it can help build and maintain a positive reputation, provide valuable customer insights, enhance the guest experience, and promote the hotel to potential guests.

What is the impact of the negative reviews?
Negative reviews can significantly impact a hotel's reputation and bottom line. Here are some ways that negative reviews can impact a hotel:
 Decreased bookings: lost customers over time.
Damage to reputation: making it more difficult for the hotel to attract new guests and retain existing ones.
Reduced online visibility can impact the hotel's visibility on travel platforms like TripAdvisor and Booking.com, potentially leading to lower search rankings.
Negative word-of-mouth: guests may share their negative experiences with friends, family, and colleagues.
Costly to address: resolving the issues that led to them can be time-consuming and expensive for hotels.
It is important to remember that hotels can use negative reviews to identify areas for development and improve the guest experience (Baines et al., 2017).

How can hotels build and retain customer loyalty? 

Building and retaining customer loyalty is most important for hotels because it can cause repeat sales and increased revenue over time. Attracting new customers can be expensive. In contrast, retaining an existing customer is much cheaper (Merlo, 2020). Hotels can use a few approaches to build and maintain customer loyalty (McDaniel et al., 2013).
Provide excellent guest service: from check-in to check-out, the hotel staff can help create unique experiences for guests and inspire them to return.
Build relationships with guests: through loyalty programs, customised service, or other initiatives (McCabe, 2009) 
Seek feedback:  feedback from guests through surveys or in-person interactions can help to improve guest satisfaction.
Respond to negative feedback: professional and constructive manner can help to resolve any issues and prove the hotel's commitment to guest satisfaction.
Offer rewards and incentives: such as loyalty program points, special offers, and discounts. 
Maintain high quality: room quality, food and beverage offerings, and customer service. 
Hotels can build and maintain customer loyalty and create good guest experiences using these approaches.

Loyalty programme for hotels.

A loyalty program for hotels is a program that rewards guests for repeat stays at the hotel. The hotel industry is very competitive, and the loyalty program can be less effective (Strong, 2014).
Here are some common aspects of a hotel loyalty program:
Earning points: points for staying at the hotel, booking through the hotel's website, or referring friends. 
[bookmark: _Hlk128775931]Tier system: guests can progress to higher tiers by earning more points or staying more nights. Higher levels may offer more benefits and rewards.
Personalised offers and promotions include special rates, early check-in, or late check-out.
Member-only events include wine tastings, cocktail parties, or other experiences.
Partner benefits: such as airlines or rental car companies.
The guests become loyal to the brand when offered rewards and benefits.



Purpose of the loyalty programme

The purpose of this is to boost repeat business. By offering rewards and benefits, a loyalty program can help to differentiate a brand from its competitors and increase revenue (Merlo, 2020).
Here are some key benefits of a loyalty program:
Increased customer loyalty: encourage guests to remain loyal to the brand and choose it over its competitors.
Increased customer engagement: this can inspire the guest to engage more with the brand (Strong, 2014).
Customer insights: A loyalty program can provide valuable data about consumer behaviour, permitting the brand to make informed decisions about its offerings and marketing strategies (Kotler, 2001).
A loyalty program aims to stimulate customer loyalty.

Recommendation for the hotels regarding market trends
Here are some recommendations for hotels regarding market trends:
Health and Safety: with the ongoing COVID-19 pandemic, hotels must underline their health and safety measures, such as cleaning protocols and contactless check-in and check-out.
Focus on sustainability: guests are looking increasingly for eco-friendly and sustainable options. Hotels can respond to this trend by integrating sustainable practices, such as energy-efficient lighting and water conservation.
Offer unique and customised experiences: hotels can respond by offering packages, personalised service and outstanding amenities (Hudson & Hudson, 2013).
Incorporate technology: this is an essential role in the hospitality industry, and hotels can react to this trend by offering contactless room keys and other technology.
Provide flexible cancellation policies with the insecurity and volatility caused by the COVID-19 pandemic. This makes the guests feel more comfortable with their travel plans (George, 2021).
By answering market trends, hotels can improve the guest experience, stay competitive, and increase their attractiveness to guests. It is vital for hotels to monitor market trends and adapt their contributions as essential to continue to be appropriate and competitive.

What are the main obstacles businesses face?
There are many obstacles that businesses may face, cyclical and market conditions to high-tech innovations and competition.
Economic predictability: such as changes in interest rates, inflation, or consumer spending patterns, can impact business revenue and profitability.
Competition from established players and new entrants can make it difficult for businesses to maintain market share and profitability.
Technological advancements: can disrupt traditional business models, create new competitors, and increase the need for businesses to invest in technology to remain competitive (George, 2021).
Regulation and compliance: such as changes in tax laws, labour laws, or environmental regulations, can increase the cost of doing business and create challenges for companies.
Access to capital:  such as loans, investment, or funding, can be challenging for businesses.
Talent acquisition and retention: can be challenging for businesses, especially in industries with high demand for skilled workers.
Supply chain disruptions: such as natural disasters, political instability, or unexpected changes in demand, can impact a business's ability to produce and distribute its products or services.
These are just a few of the many obstacles that businesses may face, and the specific challenges a company faces can vary depending on its industry, size, and location. By anticipating and preparing for these obstacles, businesses can increase their chances of success and resilience in adversity.
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