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Executive Summary

This paper will look at and analyze the different ways that leading hotel brands manage their reputations, put in place hotel standards, and build customer loyalty in the hospitality industry. The fact that these companies use so many different methods show how important these factors are for success in the industry. Marriott International is a well-known hotel chain that has hotels in more than 120 countries. To do this, it uses a variety of methods. Notably, Marriott has a comprehensive loyalty program that rewards customers for coming back with discounts, special offers, and other perks. Together, these findings show how important hotel standards, reputation management, and customer loyalty are to the success of the hospitality industry. Leading brands like Marriott International, Hilton, and Hyatt use different strategies to show this.
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Introduction

[image: ]According to Fong and Liu (2017), the hospitality sector is a market worth multiple billions of dollars that is made up of a business environment that is both dynamic and very competitive. The ability of a hotel to bring in more clients and keep them coming back for longer is essential to the establishment's financial health. The hospitality sector has always depended on great hotel standards, room amenities, and service quality to attract new consumers. Nevertheless, the current world of hospitality is far more complicated and demanding than it was in the past. Hotel owners and operators must now struggle with a number of challenges, including the increasing significance of reputation management, client loyalty, and the differentiation of hotel brands. In this paper, we explore several examples of leading hotel brands and the various approaches they take to reputation management, customer loyalty, and hotel standards within the context of the hospitality industry. Specifically, we focus on how these factors interact with one another to create a complex dynamic. (Kaufmann, Audretsch, 2002)


Background

Authors Chathoth and Ungson (2016), show that the hospitality sector is made up of a diverse and ever-expanding variety of venues, ranging from conventional and inexpensive motels to five-star resorts and everything in between. This industry is mostly driven by the needs of consumers, and as a result, many hotels are concentrating their efforts on elevating their hotel standards, delivering excellent customer service, and expanding their variety of onsite facilities in order to bring in more clients. According to Harrington and Cham (2016), in today's world, the management of a hotel's reputation has also emerged as an essential component to the success of many lodging establishments. This involves making continual strategic efforts to monitor and maintain a favorable public image in order to increase customer loyalty and appeal to a greater number of prospective visitors.

Hotel Standards
[image: Setting The Standard: 10 Guidelines From The Hospitality Sector To Get Your  Enterprise Ahead | Entrepreneur]In the study conducted by authors Jones, Hillier and Comfort (2013) show that standards of hotels are an essential component of the hospitality sector. They are also the foundation upon which a positive reputation and a devoted clientele may be built. As a result of this, the majority of the industry's most successful hotel brands make it a priority to provide guests with the highest possible level of service at each of their properties. This includes offering rooms that are spotlessly clean and up-to-date, as well as a wide range of amenities and a staff that is both Large hotel chains like Marriott International, for example, require all of their connected properties to comply with a variety of stringent standards and procedures. Due to article written by Jones (2018), one of these is a review process that is intended to guarantee that the brand as a whole maintains a consistent level of quality. These guidelines were developed to improve the overall experience for customers and to make sure that visitors had a good time throughout their stay.

[image: 4 Reputation Management Tips for Crisis Communication Pros]Reputation management
The maintenance of one's reputation is becoming an increasingly vital component of success in the contemporary hospitality industry. Hotels have realized that how the general public views their brands is a significant contributor to their overall performance, and as a result, many of the industry's most successful hotels have put plans in place to ensure that they continue to project a positive image. (Pritchard, 2019) These techniques can involve regularly monitoring consumer feedback and providing a public response to concerns, engaging in proactive public relations initiatives, and harnessing social media to build a favorable attitude. It is through actions such as these that hotels are able to create excellent customer connections and loyalty, as well as increase their attractiveness to a greater number of prospective customers. (Pritchard, 2019)

Customer Loyalty

[image: Customer Loyalty: 10 ways to build customer loyalty and how to measure it]
Authors Ye, Law, and Gu, (2011), came to the conclusion that the success of any hotel company is directly correlated to the level of loyalty shown by its patrons. Because of the intense competition that exists in the current hospitality industry, it is necessary for hotels to cultivate and sustain healthy connections with the patrons who have already patronized them in order to both increase the number of new visitors and keep the number of existing guests. As a result of this, a lot of different hotel chains have started implementing loyalty programs, which provide clients constant value by giving them discounts, unique deals, and many other kinds of incentives. In addition, hotels have grown very skilled at leveraging technology to customize the experience they provide for consumers and guarantee that they give priority to the needs of their current customers rather than those of new customers.





Top Hotel Brands Analysis
[image: uploads///]The fact that well-known hotel brands use a wide range of strategies shows how important hotel standards, reputation management, and customer loyalty are in the hospitality industry. All these things are taken into account. The great variety of tactics that prominent hotel brands use exemplifies the significance of hotel standards, reputation management, and customer loyalty in the hospitality sector, as shown by the fact that these factors are all taken into consideration. (Kim, 2017)
Marriott International, Hilton, and Hyatt, three of the world's largest hotel chains, employ a variety of approaches:

Marriott International

Marriott International, one of the most well-known hotel chains in the world, may be found in more than 120 countries. The organization has imposed stringent requirements on the hotels with which it is affiliated, and one of these requirements is a stringent review procedure. This process ensures that all hotel venues are up to the standards imposed by the organization. In addition, Marriott has vigorously developed and kept up a variety of tactics for managing its reputation. (Susskind, 2016)
[image: Marriott No. 1 in hotel customer service, according to YouGov data | YouGov]One of these techniques is the use of social media platforms to communicate with consumers. Last but not least, Marriott has introduced a complete loyalty program that awards visitors with discounts, special offers, and other perks in exchange for their continued business. (Kang, Schuett, 2013)



Hilton

Another well-known hotel chain, Hilton, may be found in more than a hundred different countries throughout the world. Along the same lines as Marriott, Hilton has set quality standards for the places it works with, like making sure rooms are clean and employees are trained. (Scott and Horners, 2002)
[image: How Hilton's Growth Strategy Is Delivering Strong Results | Nasdaq]The company also puts a lot of effort into managing its reputation, and it has used a number of different strategies to make sure that negative comments left by customers don't change how the public thinks of its hotels. The company has also started a customer loyalty program that will give customers special deals, unique bundles, and other perks for continuing to do business with them. (Gibbs, 2017)

Hyatt
[image: Diagram, text
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The Hyatt brand is another industry-leading hotel chain that operates around the world. It is well known for its emphasis on providing superior hotel standards and service quality, and it has implemented a number of measures to ensure that guests have a similar experience across all of its affiliated venues. This has helped it earn a reputation for excellence in the hospitality industry. In addition to this, the company takes its reputation management efforts very seriously and has developed a one-of-a-kind social media strategy in order to engage in two-way communication with its clientele. Lastly, Hyatt provides visitors with the opportunity to participate in a loyalty program that awards them with discounts and other incentives. (Ji, 2019)


Conclusion

Author Mason (2017), conclude that the hospitality sector is a highly competitive environment, and the success of any hotel is contingent upon its capacity to attract a greater number of clients and continue to keep them as guests for a longer period of time. Because of this, hotel standards are a vital component of the business, and many of the most successful hotel companies make it a priority to go above and beyond their customers' expectations in this respect. In addition, hotels have used a variety of techniques in order to guarantee that they continue to have a positive public image and to develop the loyalty of their customers. It is clear that hotel standards, reputation management, and customer loyalty play an important role in the success of the hospitality sector when one examines the various approaches taken by leading hotel brands such as Marriott International, Hilton, and Hyatt. These three factors contribute significantly to the success of the hospitality sector.

Recommendations
Marriott
· Emphasize visitor satisfaction and brand credibility via exceptional service.
· Offer a comprehensive loyalty program to attract and retain customers.
· Be up-to-date and invest in new communication and reservation technology to simplify the booking process for tourists and increase company efficiency.
· Use targeted advertising, social media, and promotional events to set your hotel apart from the competition.
· Arrange consumer activities, such as cooking and fitness classes, to increase customer loyalty.
· Collaborate with local restaurants and businesses to increase customer visibility and offer additional services.
Hilton
· Offer a rewarding program to increase customer loyalty.
· Invest in technology to expedite booking and make smartphone and computer reservations easier to manage.
· Build unique ties with local and international businesses to reward customer loyalty and attract new customers.
· Emphasize personalized customer service and instruct employees to make customers feel cared for and valued.
· Have a quick and efficient customer care system to enhance brand credibility.
· Use social media and digital marketing to captivate customers with captivating, platform-specific campaigns.
Hyatt
· Keep high standards of hospitality – give the greatest service and amenities to ensure visitors have a wonderful stay.
· Establish a points-based loyalty program that rewards regular Hyatt guests with points redeemable for room upgrades, free nights, and other perks.
· Use technology to improve the customer experience by investing in online booking, smartphone booking, and other reservation and check-in technologies.
· Emphasis on customization for the client - use data on consumer preferences to customize services and accommodations for each unique visitor
· Invest in promotional activities; promote the brand via inventive campaigns to develop brand loyalty.
· Utilize relationships with local businesses – collaborate with local partners like museums, performance venues, and restaurants to present visitors with special options.
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