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Introduction:
This report will look at three main areas of the hotel industry which are, Hotel Standards, Reputation management and customer loyalty. Why they are important and vital for the longevity of a brand, while also ensuring customer satisfaction and loyalty. The report will also look at the ever changing trends and changing consumer behaviours .

Hotel standards:
Many hotels have implemented new service standards and new protection measures since the pandemic. An example of that is Accor hotels which launched their cleaning standard certificate which sets sanitary standards for Accor hotels and Marriott launched a similar internal policy called the ‘Global Cleanliness Council (Chan, Goa and McGinley, 2021).Covid-19 has also changed consumer buying behaviour as more consumers look to take part in sustainability through their hotel choice and compare hotels(Kim and Han, 2022).The Hospitality industry  is a very competitive market and a vital part in tourism , in order to meet their business targets ,the industry will look to digitalising and also match other businesses in regards to their eco-friendly policies as well as being environmentally conscious (Duric and Potočnik Topler, 2021).
Hotel standards have changed as technology dependence became the norm after Covid-19 so hotel industry can survive, examples of these are, facial AI check in and out service, contactless payment, digital marketing through apps where you can customise music etc (Lau, 2020). As a result, hotel employees will be trained to use new technology to meet customer expectations and satisfaction. Not all hotels have the same standards, policies as not all hotels are competing for the same demographic of consumers. For example, Travelodge main targeted consumers are those who are working class and budget conscious (Travelodge, 2020). While Marriott Hotel main targeted consumers are those with more disposable income and who want every detail taken care of and an unforgettable experience (Marriott International, 2022). Most hotel policies, standards are designed with increased productivity in mind whether it be technology, human resources, or material resources (V Tesone, 2023).



Reputation management:
With more consumers relying on, online review websites like TripAdvisor, where consumers can interact instantly and sharing experiences that will affect their buying decision (Kim and Velthuis, 2021).Hotel and hospitality industry are forced to recognised these online platforms as it may hinder or boost business(Kim and Velthuis, 2021).A reputation can be destroyed by either competitors , dissatisfied employees or clients with just a few clicks and with mounting unregulated online review sites,  this can be challenging for businesses  (Ayman and Kaya, 2020).On a  positive outlook businesses will have access to all information and can there for decide their course of action. It is not important how a company perceive itself but rather how the public perceive the company as a certain image good or bad cannot be bought, but rather earned or deserved (Ayman and Kaya, 2020). A recent study on electronic word of mouth (eWOM) shows that hotels that offer unique digital communication systems are at a more competitive advantage, while also basing decisions using data collected through questionnaires, surveys stc(Mathews et al., 2021). Online review sites also help companies and brands to rectify any areas that they are failing. An example of this is during Covid-19 the most discussed topic where cleanliness, slow booking experience and finally how the hotel responded to pandemic (Mehta, Kumar and Ramkumar, 2021).In an ideal world of business there would only be positive reviews but that is not realistic. The availability of both negative and positive reviews is more credible in the eyes of consumers (Fan et al., 2021).
Customer Loyalty:
Hospitality and tourism are reliant on consumers purchasing their products and brand loyalty is something they all strive to achieve. A recent example would be covid19 in which hygiene was crucial deciding factor for consumers, this had lead consumers in booking or buying products on the perception of high hygiene standards (Yu, Seo and Hyun, 2021).There are a number of factors that influence customer loyalty which are,brand image whether consumers can connect , service level ,whether consumers trust the company have their best interests and finally the price they are wiling to exchange for experience (Shamsudin, Aisyah Esa and Mohd Ali, 2019).Having said that consumers can demand good deals , reward points and anything that is free that they can get on top of their deal , let it be free amenity use like gym , free breakfast, wi-fi etc as this  will increase consumer satisfaction and in the long run create loyal customers (Koo, Yu and Han, 2020).Not all consumers will require the same level of service and not all consumer identify with a generic brand, there  are different types of hotels that cater to different demographic. An example will be Moxy hotel that cater to the younger generation who prefer the casual experience without the strict formalities (Moxy Hotel, 2019).Also loyal consumers are not likely be swayed by high price or product price change and can be excellent free marketing by word of mouth and in the long run, loyal consumer will be reliable profit for brands (Górska-Warsewicz and Kulykovets, 2020).Brands are unable to retain customer by simply having wide range of products and also  attracting new customers is expensive(Arslan, 2020).

Conclusion:
In preparation for this report and the research that has bee done, it is evidently clear that consumer’s needs, desires, and behaviours have dramatically changed over time. Consumer buying behaviour is influenced in whether the brand encompasses a consumer own belief or not. Whether a brand has a web site is not even a option as more brands adapt the digitalised way of doing business to keep up with trends and times (Lim et al., 2019).

Recommendations:
Although technology has helped business survive the pandemic and a digitalised way of life will be the norm in the future. There are still some consumer demographics who have not adapted to this new way of life and who will be left behind, which is profit lost if they are not catered too. Also, a push to have more regulations for online review websites to reduce false negative reviews that can have negative impact on a business. Also increased investigation and strengthening digital payment, bookings ect as the world goes online so do the criminals (Obendiek and Seidl, 2023). By having information and more reassurance for the demographic who are digitally cautious, there will be more customer and revenue.
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