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[bookmark: _Toc1624401403]Executive Summary

This report discusses key factors that influence hotel success in the hospitality industry. To ensure a hotel's success, the report emphasises the importance of effective management practises, brand consistency, reputation management, and customer loyalty. Effective management practises such as proper staff training and development, efficient operations management, and the use of technology to improve guest experiences can all have a significant impact on a hotel's performance. Brand consistency standards are critical in developing a strong brand identity, improving guest experiences, and enhancing brand reputation. To maintain positive perceptions of a hotel, reputation management is essential in managing and responding to online reviews. Hotels should use loyalty programmes to build and retain customer loyalty, personalise guest experiences, and improve customer satisfaction, according to the report. The report draws on a variety of sources to back up its recommendations and emphasises case studies from the hospitality industry to provide practical examples.
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[bookmark: _Toc1031299818]Introduction

The hospitality business is one of the fastest-growing industries, but also one of the most cutthroat. Companies that want to remain competitive must keep up with the times in terms of hospitality management and provide excellent service at all times. According to Wood (2015), businesses that do not adapt to the changing hospitality industry will eventually be left in the dust. Building and maintaining customer loyalty is crucial to a company's long-term success and is just as important as keeping up with the competition and the state of the industry. This report will focus on the value of reputation management and customer loyalty in the hospitality industry. The report will use multiple sources to provide an overview of hospitality management best practises and to examine the primary challenges that businesses face when attempting to maintain prominent levels of customer satisfaction. Finally, the report will offer actionable advice for businesses on how to increase customer loyalty, hold on to existing customers, and succeed in today's cutthroat business climate.
[bookmark: _Toc1796146694]Hotel Standards

Brand consistency standards play an important role in ensuring that hotels can consistently provide the same high level of service to their guests. Brand consistency standards, as outlined by Tesone (2014), guarantee that all hotel guests, regardless of their location, will receive the same high standard of service and amenities. Everything from the layout of the rooms to the dress codes and service policies of the employees must adhere to these standards. Johnston et al. (2012) note that hotels can gain an edge in a crowded market by adhering to brand consistency standards and developing a unified brand image.
Hotel chains have varying policies and standards, so not all hotels are created equal. When comparing luxury and economy hotels, Wood (2015) observes that the former tend to have higher standards because of the greater pressure to please. While budget hotels may have lower expectations, they still need to ensure the health and safety of their guests and the comfort of their guests. The "Commitment to Clean" initiative implemented by Marriott International in the wake of the COVID-19 pandemic is a good illustration of the value of brand consistency standards. All Marriott hotels are required to implement a set of safety and cleaning measures and protocols developed by Vallen and Vallen (2014). The "Meet with Confidence" programme at Hilton hotels is yet another example; it guarantees that all guests will have a pleasant and secure stay by requiring all Hilton properties to adhere to the same meeting and event protocols (EssentialPeople1st, 2017).
In conclusion, providing a consistent guest experience and building a strong brand image depend on the hotel upholding consistent standards. Each hotel chain has its own standards, but in order to stay in business, they must all meet a certain bare minimum. In an increasingly competitive market, hotels can stand out from the crowd by adhering to brand consistency standards.

[bookmark: _Toc1804636983]
Reputation Management

[bookmark: _Int_FWfBlelL]The success of a hotel is largely dependent on repeat business from satisfied guests and their recommendations to others. Therefore, reputation management, which is "the process of monitoring, measuring, and enhancing an organization's reputation," is an essential part of hotel operations (Mody, Suess, & Lehto, 2019, p. 602). Hotels need to have a firm grasp on the variables that play into their reputation management to do so successfully. Customers' booking intentions and their level of trust are two areas that have been shown to be significantly influenced by online reviews (Sparks & Browning, 2011). Therefore, hotels should keep an eye on review sites like TripAdvisor and Booking.com and engage with guests who leave feedback. Moreover, hotels should aim for excellence in guest satisfaction by delivering individualised service, premium amenities, and delectable dining and drinking experiences. These factors have been shown to increase customer loyalty and improve a hotel's overall reputation (Choi & Mattila, 2019). 
The partnership between hotels and tour operators, another type of travel intermediary, is essential to a successful reputation management strategy. According to Paraskevas and Arendell (2007), hotels and intermediaries can boost reputation management and overall business performance through open lines of communication and cooperative efforts. Reputation and customer loyalty can be boosted by employing marketing strategies that are in line with the hotel's brand identity and values, as suggested by Kotler, Bowen, and Makens (2014). Many hotels have used these methods with remarkable success, including New York's Four Seasons Hotel, which has received high marks in surveys measuring guest satisfaction with hotels (Jones, Hillier, & Comfort, 2016).
[bookmark: _Toc739789706]


Customer Loyalty

Loyal guests are invaluable to hotels because they mean repeat business, complimentary reviews, and more money in the register. Rewarding customers for their continued business is a key component of loyalty programmes, as stated by Kotler, Bowen, and Makens (2014). For instance, there are more than 147 million people enrolled in Bonvoy, Marriott International's loyalty programme (Loyalty360, 2021). Free nights, room upgrades, and other benefits are available to Bonvoy members in exchange for the points they earn during their stays. Thanks to this initiative, Marriott has been able to strengthen its relationship with its clientele and stay ahead of the competition.
Furthermore, by giving guests unique interactions, hotels can win over new patrons and keep the old ones coming back. Choi and Mattila (2019) argue that the quality of a hotel's dining and drinking options significantly affects the loyalty of its regulars. Hotels can set themselves apart from the competition and forge a lasting connection with guests by providing them with memorable and individualised dining and drinking experiences. For instance, guests at Four Seasons Hotels and Resorts can request special menus to accommodate any food allergies, preferences, or celebrations (Four Seasons, 2021). As a result of this individualised approach, they have been able to attract and keep more loyal customers.Providing outstanding service to guests is another way for hotels to earn their patronage. Customer service, as stated by Wood (2015), is the driving force behind the success of the hospitality sector. Guests will remember the kind and attentiveness of the hotel staff long after their stay is over. This personal connection increases the likelihood of customer retention and referrals. Finally, hotels can use technology to attract and keep repeat guests. Hotels can use reputation management software to track guest feedback and quickly address any complaints, as reported by Mody, Suess, and Lehto (2019). The hotel's dedication to its guests' satisfaction can be displayed through prompt resolution of any issues raised by them, which can lead to increased loyalty. As an illustration, Hilton Worldwide employs TrustYou, a reputation management platform, to track guest reviews and address guest concerns (TrustYou, 2021). The tool has been instrumental in elevating Hilton's brand and increasing customer loyalty.
[bookmark: _Toc1204066062]Conclusion

In conclusion, to remain competitive in today's market, hotels and the hospitality industry must adopt new methods and technologies as they emerge. Keeping abreast of industry trends is the surest way to ensure that your business delivers the kind of customer experience that people want and expect. This report highlights the significance of keeping up with high quality standards within hotels, as this is essential to keeping up a good reputation and attracting returning customers. When it comes to guest service, hotels need to be consistent if they want to keep their good name. Hotels, however, must guard against a decline in their public image at all costs. Testimonials from past guests must be managed with extreme care. Lastly, loyalty programmes are an efficient way of cultivating and maintaining customer relationships, which are crucial in the hospitality industry. These programmes increase a hotel's revenue by making guests more likely to return.
[bookmark: _Toc321270699]Recommendations 
Based on the findings from the report, it is recommended that hotels prioritize brand consistency standards as outlined by Tesone (2014) in order to enhance guest experiences and build a strong brand reputation. In addition, hotels should focus on effectively managing their online reputation as highlighted by Sparks and Browning (2011), by closely monitoring and responding to guest reviews and feedback. Implementing loyalty programs as suggested by Kotler, Bowen, and Makens (2014) can also be a viable strategy for building and retaining customer loyalty. Moreover, enhancing food and beverage experiences can be a potential antecedent of customer loyalty as discussed by Choi and Mattila (2019). It is also important for hotels to ensure effective communication and relationships with travel intermediaries such as tour operators as recommended by Paraskevas and Arendell (2007). These recommendations are in line with the broader principles of exceptional customer service as discussed by Heppell (2015), emphasizing the importance of delivering high-quality service and exceeding guest expectations. By following these recommendations, hotels can differentiate themselves in the competitive hospitality industry, drive customer loyalty, and, achieve long-term success.
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