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Executive Summary 
The purpose of this report is to look at hotel standards, hotel reputation management and how hotels build and retain customer loyalty. This report shows the purpose of brand consistency standards and how they function within the hospitality industry. It also covers the fact of different brand standards within different hotels to see if all hotels have or don’t have the same standards. 

According to many TripAdvisor research it shows how reputation management is essential within hotels and businesses and how negative reviews impact massively on a business. Although negative reviews can be turned into something positive it is very important to acknowledge them and give constructive feedback this shows the customer that they are and have been heard. 

Building and retaining customer loyalty is crucial within the hotel industry. Not only does this increase customer loyalty it also increases revenue, brand image, success and much more for the hotel. By giving exceptional service to customers, it is a way to build and maintain positive relationships with the customer and increase revenue as they will become a part of a loyalty programme and keep returning for the services offered by the hotel. 
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Introduction
“The hospitality industry is one of the fastest growing industries in the world and accounts for 10 percent of the worlds GDP, generating good revenue every year” (Hotelierlife, 2020). Thus, in order to gain and keep customers and increase revenue there is a lot hoteliers need to do in order to achieve that. But by having certain standards, managing their reputation effectively and building and maintaining customer loyalty many if not all hotels can thrive immensely. This all plays a huge part in the hotel industry as without this the business will collapse leaving hotels without customers and eventually meaning the doors will have to close. 
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(Bing, 2022).

Hotel Standards

Purpose of brand consistency standards
By having a consistent brand standard customers know what to expect when visiting certain hotels. “It acts as a minimum level of product and service expectations in the eyes of a guest” (Ethospitalityworld.com, 2020). Every detail makes up for hotel’s brand standards, “from the colour palette, uniforms worn by staff to the typeface used in marketing” (artcode 2022). This all plays a huge part in brand consistency and guest experience. The purpose of brand consistency standards in hotels would be that “by ensuring consistency standards in brands it guarantees a reliable customer experience and therefore customers know what to expect every time they visit, which leads to brand loyalty and trust” (trail, 2023). Furthermore “a brand is the identity of a specific product, its service delivery and a sense of consistency” (ETHospitalityworld.com, 2020). Additionally, “when a branded hotel opens its doors, guests from all around the world arrive with an expectation, that the hospitality industry fulfils the promise of that brand in design, in service and customer experience” (todayshotelier, 2023). 

Hotel Standards 
“Hotel standards change according to the type and class of hotel, and will be different depending on what the hotel is trying to achieve” (mews, 2022). For example, Premier Inn being a budget hotel won’t have the same standards as The Ritz Hotel. The Ritz Hotel being an upper scale luxurious hotel offers a very high level of standard. Therefore, customers will know the difference to the standards and know what to expect as they are 2 very different types of hotels with very dissimilar facilities. Premier Inn has very limited facilities but on the other hand The Ritz Hotel has a variety of facilities it all depends what the customer is after and who the hotel wants to attract. Hotel standards can also be seen through hotel star rating systems. Many of these are The Automatic Association (1905), American Automobile Association, Forbes Travel Guide, Australian Auto Clubs and HOTREC - The hotel restaurant association guides (soegjobs, 2022). 
Reputation Management 

Managing hotel reputation effectively
Hotels can manage their reputation effectively by “monitoring and influencing how the hotels are perceived online this involves keeping track of review sites, engaging on social media and much more” (Cvent, 2020). Online reputation management helps hotels and businesses protect their reputation by identifying and managing both positive and negative discussions across the internet. There are a lot of platforms where reviews can be left such as TripAdvisor, Booking.com, Social media platforms like Facebook, Instagram and many more. All of those impact and manage reputation effectively as in this day and age customers prefer to use many of these platforms to book or explore hotels before purchasing/ booking.

Importance of effective guest reviews management
It is very important to effectively manage guest reviews as this indicates that time and effort has been put in to look at the customer’s feedback. Guest reviews also impact purchase decisions such as bookings etc. According to TripAdvisor “96% of their users consider reading reviews important when planning trips and booking hotels” (TripAdvisor, 2023). Also, it is very important to review both positive and negative reviews alike and not disregard any negative reviews but to look at them both in a similar manner and respond effectively. According to TripAdvisor “65% agree that they are more likely to book a hotel that responds to traveller reviews, versus one that doesn’t and that 85% of users agree that a thoughtful response to a bad review will improve their impression of the hotel” (TripAdvisor, 2023). Therefore, by responding effectively to guest reviews it can increase customer loyalty as well as revenue. 

Impact of negative reviews
Negative reviews can damage hospitality business reputation immensely. “One negative review can undo all the hard work of a hotels team and overshadow positive feedback. Plus, negative reviews can be seen by thousands of potential customers if they go viral which can have a long-term impact on a business and its success” (whittakersystem, 2022). There are many reasons why a negative review may be left such as “receiving bad service, cleanliness, errors in billing or the room just not being up to its standards” (mews, 2022). All of this impact massively and can lead to negative reviews being left or even spoken about from a customer to other people who may never want to use that certain hotel. This would then lead to loss of customers as well as reputation and revenue loss. However negative reviews can always be turned around and turned into something positive by establishing and identifying what happened and what went wrong and by trying to amend that this shows that customer feedback is important and valued. 

















Customer Loyalty

Building and retaining customer loyalty 
Hotels can build and retain customer loyalty by “exceeding guest expectations, providing excellent customer service, building relationships with frequent travellers, understanding what guests want from a hotel and providing guests with a personal experience” (cvent, 2021). Customer loyalty is the probability that the existing and previous customers continue purchasing from the same company. It is also very important for hotels to retain both existing and new customers and this can be done by having loyalty programmes for customers especially those returning customers. This can vary from having special offers, offering multi purchase deals, maintaining overall low prices and much more. Furthermore, by implementing a rewards/ loyalty programme “has proven benefits, according to research 68% of regular customers will participate if a loyalty programme is offered, customers who enrol in these programmes will more likely spend more money in the company as they have established a relationship and receive perks in exchange for their business” (forbes, 2022). 

There are many excellent loyalty programmes such as World of Hyatt, Hilton Honors, Marriott Bonvoy, IHG rewards and many more (Travel + Leisure, 2022). For example, members of Marriott Bonvoy “can earn 10 points per dollar at most hotels, and award nights range from 5,000 to 100,000 points each, depending on the hotel” (Travel + Leisure, 2022). Hilton Honors member can “receive exclusive perks when they stay at more than 7,000 of their hotels around the world including amazing resorts, luxury and boutique hotels” (Hilton Honors, 2023). 

Therefore, the purpose of having all these loyalty programmes is the increase of customer returns, increased revenue, establishing and maintaining positive relationships with customers, increased brand name, image and also improve position in the market. 
Conclusion
To conclude this report there are many things hotels need to consider and look at to maintain revenue, customers, and altogether keep their business afloat. Tourism is very popular and it is important for hotels to give correct service and acknowledgment. There are many travellers now that use hotels for different reasons for example, business travellers, honeymooners, customers who like to post on social media and much more. As nearly everything is based online and social media now therefore it is essential that hotels provide and create great customer service so that no negative reviews are left which will jeopardise their business. 


Recommendations

Recommendations for hotels regarding market trends 
Since Covid-19 and the pandemic life a lot of changes have happened which have affected the hospitality industry immensely. “The hospitality industry saw major advances in digital and touchless hotel technology” (Cvent, 2022). A lot of market trends right now are related to social media and the internet; therefore, it is very important to maximise the revenue by looking and targeting potential customers through online platforms and social media. “In 2022, over 68% of all sales in travel and tourism were made online, with hotels shifting their advertising budgets to digital marketing channels” (Cloudbeds, 2023). Currently advertising is a huge market trend and hoteliers need to focus on this to attract more customers and keep existing customers. 
 
Obstacles facing certain businesses 
There are many obstacles that hotels are facing but a few of the most challenged ones include “underqualified staff, housekeeping, payments, online reputation, operations and ever-more demanding guests” (mews, 2021). 
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