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INTRODUCTION
 
One of the most important aspects of the tourism sector is hotel management. The operation of the hotels is described in this report such as the management system. While assessing hotel management, many factors must be considered. Many components of hotel administration are discussed in this report such as the importance of Hotel Management, reputation Management and Customer Loyalty, along with examples. 


FINDINGS
 
Hotel standards
 
Brand consistency refers to a company's ability to maintain communication and branding in line with its principles and the elements that define its identity. A brand's characteristic qualities are determined through brand consistency. How a brand interacts and communicates with its customers depends on the consistency that has been upheld in terms of brand management. (Colateral, n.d). 
 
Brand consistency is important in the management of hotels and the tourism industry. The quality of the services and goods offered to customers determines how successfully the hotel industry operates. The hotel will be able to guarantee solid, steady support from the clients if it can give the customers good service (Tepeci, 1999). Also, clients will keep using their services, which ultimately develops the idea of branding. Every hotel must be evaluated, maintained, and managed in agreement with brand consistency requirements for customers to choose them and for the hotels to continue making sales (Siteminder, 2023). 

The requirements for hotels vary based on the type and class of hotel, as well as the specific goals and value proposition of your particular company. Standards is one of the most important aspects in the case of chain hotels (Mews, 2022). 
 
Every hotel has their own standards, and this differs from brand to brand. A customer expects a certain level of standard to a particular hotel that he/she has chosen. These values are achieved by looking at certain activities such as, design, facilities, incentives, and service which will help to promote and contribute to keeping that level of standard up (Mews, 2022).


Reputation Management

Guest reviews in the hotel industry might vary from one another. It's crucial to first understand the review system. Customer satisfaction is mostly determined by this. Every hotel offers a particular service to its clients, and afterward, it seeks feedback on those services from those clients. One of the most crucial elements for a business' success is customer happiness. A hotel must therefore consider its rating systems and adjust its services as necessary. Sometimes, these reviews might be misleading. There are many web technologies that allow for the posting of fraud reviews. Customers and the hotel may both experience issues because of this. Thus, the review system has both advantages and disadvantages. The significance of this is that hotels can use the negative feedback to make improvements to their procedures while maintaining the successful ones (Tefara and Govender, 2015).  

The hotels are required to set up a specific service that will benefit both the establishment and the clients. Because the services that are developed or upgraded are based on the customer reviews, the requirements and desires of the consumer are prioritised in this step. Customer condition evaluation is crucial since it enables the business to identify the models and tactics that should be used to increase customer engagement. In this situation, getting ready to use social media might occasionally be helpful. The hotel and tourism industries have seen improved services because to social media marketing. With the use of social media marketing, people can learn about a certain collection of services and hotels that are offered in a specific location (Dwivedi et Al, 2021). 

The impact of negative reviews can be quite harmful to a hotel business. Customers can become disappointed with hotels when they are unable to meet their needs sometimes. The hotel's administration needs to pay attention to the guest's suggestions. The hotel management must apologise to the customer and explain why it happened when the consumer expresses his feelings about a service he did not appreciate (Yumpingo, 2021).

With regards to the reviews management, a hotel must put a plan into action to manage its reputation effectively. In hotel management, implementation comes after planning. To achieve the best results, each hotel must put the proper plans into practise. The Edgbaston Park Hotel is renowned for its well-executed ideas, and its patrons are delighted with the assistance they receive (University of Birmingham, 2023). Social media can be used to carry out various plans as well. The hotels have been able to boost their productivity and activity with the aid of the plans' execution. 
 

Customer loyalty
 
One of the most crucial components of every organisation is its commitment to its customers. Consumer loyalty is influenced by the kind of services offered to the clientele (Jasinskas et Al, 2016). The sales staff interacts with customers on behalf of hotel management when providing a service to them. Employees are expected to provide both positive and negative opinions of the services being decided during communication, and the hotel is expected to make any required changes in response to the reviews. For instance, if a hotel room's shower is at a low standard, the guests will not want to use it. Therefore, this demonstrates the importance of consumer loyalty. Now, a variety of factors can be used to develop this client relationship. Loyalty must first be developed to be maintained. The development and maintenance of loyalty will be made possible by this. In the example I mentioned above, if the hotel room showers were of a good or even a high standard, customer loyalty can be maintained. An upgrade of the shower to satisfy the needs, encourages the loyalty of the customer by returning. When it comes to customer loyalty issues, hotel location, and service quality, hotel owners and management should be aware of how to improve hotel guests' satisfaction and lead them to a very high level of loyalty visitors (Wangchan and Worapishet, 2019). 

Another important element in every hotel or tourism organisation is customer choice (Mim and Ferdous, n.d). The services offered to the clients enable the hotel industries to function. If the services are good, the clients will be happy, and they will return repeatedly (Reve chat, n.d). This boosts a hotel's ability to retain customers. On the other side, if a hotel doesn't offer its guests the services they need, they will not be happy and will not stay there again (Oktadiana and Kurnia, 2011). 

Hotels must therefore pay attention to what their guests like and dislike and adjust their services and offerings accordingly. Customers' experiences must be documented and taken into consideration so that hotel management can comprehend client preferences and make alterations to plans in accordance with them. Every hotel must have a system in place that allows it to track customer behaviour and make good use of data (Amadeus Hospitality, 2023). 


CONCLUSIONS
 
To conclude, hotel management is one of the most crucial facets of the tourism industry. How hotels are run is explained by their management system. A variety of elements must be considered while evaluating hotel management. In this report, various aspects of hotel management are covered along with examples. Everything in this report indicates that standards, reputation and customer loyalty are very important in the hotel industry, these are a few key factors which can determine the success of that hotel brand.


RECOMMENDATIONS

The number of hotels and businesses is growing, which is creating competition in the hospitality and tourism sectors. In order to improve and perform better over the long term, every hotel strives to make their services and products better than those of the competition. Targeting new audiences and energising the existing audience can be done in a variety of ways. With the aid of novel activities and acts, the new audience can be drawn in. These actions may be appealing marketing tactics. To draw clients to the hotel and encourage them to begin using its services, its benefits must be emphasised (Oerservices, n.d).

According to Hotel Tech Report (2023), many of the most recent hospitality marketing trends revolve around fulfilling changing customer wants and preferences, such as the desire for unique and personalised experiences and the use of technology to improve the visitor experience.

Therefore, I strongly agree with Oerservices and the Hotel Tech Report that keeping up to date with market trends is key in achieving a high and successful performance within the hotel industry.
















REFERENCES

Amadeus Hospitality (2023) The ultimate guide to elevating guest satisfaction Available at: https://www.amadeus-hospitality.com/guest-satisfaction/ (Accessed: 3rd March 2023). 
 
Colateral (n.d) Brand consistency: Strategies to align every touch point. Available at: https://colateral.io/en/the-importance-of-branding-consistency/ (Accessed: 3rd March 2023). 
 
Dwivedi, Y.K., Ismagilova, E., Hughes, D.L., Carlson, J.,  Filieri, R., Jacobson, J.,  Jain, V., Karjaluoto, H., Kefi, H., Krishen, A.S., Kumar, V., Rahman, M.M., Raman, R., Rauschnabel, P.A., Rowley, J., Salo, J., Iran, G.A., and Wang, Y. (2021) Science Direct: Setting the future of digital and social media marketing research: Perspectives and research propositions International Journal of Information Management. 59. Available at: https://www.sciencedirect.com/science/article/pii/S0268401220308082 (Accessed: 28th February 2023).  

Hotel Tech Report (2023) 60 Must Watch Hospitality Marketing Trends For 2023 Available at: https://hoteltechreport.com/news/hospitality-marketing#:~:text=Many%20of%20the%20latest%20hospitality,to%20enhance%20the%20guest%20experience. (Accessed: 20 May 2023).
 
Jasinskas, E., Streimkiene, D., Svagzdiene, B., and Simanavicius, A. (2016) Impact of hotel service quality on the loyalty of customers, Economic Research, 29 (1), pp. 559-572. Available at: http://dx.doi.org/10.1080/1331677X.2016.1177465 (Accessed: 24th February 2023). 

Mews (2022) Mews Blog – what are the main six standards for hotel chains? Available at: https://www.mews.com/en/blog/standards-for-hotel-chains#:~:text=The%20standards%20for%20hotels%20change,of%20the%20most%20important%20elements (Accessed: 20 May 2023). 
 Mim, S.J., and Ferdous, M.A. (n.d) Factors Influencing Customers Satisfaction in Hospitality Industry: Fine Dining Restaurants University of Gavle: Faculty of Education and Business Studies Available at: https://www.diva-portal.org/smash/get/diva2:1530554/FULLTEXT01.pdf (Accessed: 28th February 2023). 
 
Oerservices (n.d) Promotion: Integrated Marketing Communication (IMC). Available at: https://courses.lumenlearning.com/suny-hccc-introbusiness/chapter/promotion-integrated-marketing-communication-imc/ (Accessed: 22nd February 2023). 

Oktadiana, H., and Kurnia, A. (2011) How Customers Choose Hotels Binus Business Review.  2 (1), pp. 510-517. Available at: https://media.neliti.com/media/publications/167887-EN-how-customers-choose-hotels.pdf (Accessed: 3rd March 2023).  
 
Reve chat (n.d) Customer service in the hotel industry Available at: https://www.revechat.com/blog/customer-service-in-hotel-industry/amp/ (Accessed: 24th February 2023). 

SiteMinder (2023) Hotel revenue management: Strategies to boost topline revenue Available at: https://www.siteminder.com/r/hotel-revenue-management-strategies/ (Accessed: 27th February 2023). 
 
Tefera, O., and Govender, K. (2015) Hotel Grading, Service Quality, Satisfaction and Loyalty - Proposing a Theoretical Model and Relationship. African Journal of Hospitality, Tourism and Leisure, 4 (special edition). Available at: http://www.ajhtl.com/uploads/7/1/6/3/7163688/article_8_vol_4_(special_edition_2015).pdf (Accessed: 3rd March 2023). 

Tepeci, M. (1999) Increasing brand loyalty in the hospitality industry. International Journal of Contemporary Hospitality Management 11(5) pp.223-230. Available at: https://www.researchgate.net/publication/235317920_Increasing_brand_loyalty_in_the_hospitality_industry (Accessed: 3rd March 2023). 
 
University of Birmingham (2023) Edgbaston Park Hotel Available at: https://www.edgbastonparkhotel.com/?cn-reloaded=1 (Accessed: 22nd February 2023). 

Wangchan, R., and Worapishet, T. (2019) Factors Influencing Customer Loyalty in Hotel Business: Case Study of Five-Star Hotels in Bangkok, Thailand Asian Administration and Management Review, 2 (1), pp. 88-89 Available at: https://deliverypdf.ssrn.com/delivery.php?ID=928082082020092064079013070067026112025034090043062053107092001090006127068110021078110007008044037025023021121113095122070015023074045075046075078074088091073072084014089041093019094029068097002028105018115070104069068097010107065066116097076087068029&EXT=pdf&INDEX=TRUE (Accessed: 20 May 2023).

Yumpingo (2021) Understanding the Customer Experience in the Hospitality Industry Available at: https://yumpingo.com/technology/understanding-the-customer-experience-in-the-hospitality-industry/ (Accessed: 22nd February 2023). 
 
 
 

2

