[bookmark: _Hlk128953291]BMIH4003 Hospitality and Guest Services
Hotel standards, reputation management,
building and retaining customer loyalty






Assignment 2
Lecturer: Muhammad Cassamo
Student name: Ion Popa
Student number: 2208502
Word Count: 1620




[bookmark: _Toc127736431]Executive Summary
At present hotel industry has seen a lot of changes and development due to globalization. People can fly to distant destinations without worrying about accommodation facilities since there has been a massive development in the hotel industry. Only for staying, people are now using hotels for both formal and informal purposes. Though there are challenges to keeping the customers and employees satisfied, if proper strategies are applied, they will benefit both the hotel owners and customers. In this report, the standards and the customer loyalty programs of Ritz-Carlton Hotels have been discussed.
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[bookmark: _Toc127736432]1. Introduction
With the development of the tourism industry, the number of tourists and hotels and motels are increasing. The hotels not only provide the residential facility to the tourists rather focus on making them loyal customers by providing other facilities (Barreda et al., 2016). Since competition is increasing, hotels focus on parking facilities, transport facilities, and different customer loyalty programs. At present sustainability has become one of the major issues for the hospitality industry. The increase in the automation process from booking to check out from a hotel has made the customers make choices among the existing hotels and select a comfortable way of staying. Ritz-Carlton Hotels is one of the leading hotel companies which focuses not only on the services rather focus on how the customers will be satisfied and loyal to the hotel. This report will discuss the services provided by Ritz-Carlton Hotels and how the reputation is being managed.
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When discussing elegance and comfort, Ritz-Carlton Hotels is the top priority. Starting its journey in 1983 it ensures its royalty at present time also. From arranging formal meetings to arranging informal occasions such as Mother’s Day, Father’s Day, and family or friends get together the hotel has broadened its services also in facilitating spa and other facilities that make the residents satisfied and comfortable.
[bookmark: _Toc127736434]2.1 Hotel Standards
Brand consistency refers to the process of presenting the company in the same way through different marketing channels. Branding is an essential part of any organization since if the customers are not aware of the company, they will not pursue their services which refers to the recognition of the brand (Michan, 2022). It is necessary to maintain consistency in branding to attract customers to believe in and always look for the same company. That makes a loyal customer base for the company having a positive response to the company. The branding strategy is different from company to company since the target customers are different (Zhou & Wu, 2016). Ritz-Carlton Hotels focuses on digital marketing to attract customers using social media platforms. It has improved its branding style from the past which was only to target domestic tourists and arrange parties for the local people. At present, it focuses on grabbing the attention of foreign tourists and travellers offering scope for arranging both formal and informal programs in the hotel. Improving the website of the hotel focuses on ensuring a comfortable way of booking the favourite suit or rooms for the customers. 
[bookmark: _Toc127736435]2.2 Reputation Management
When a company is recognized by its target audience, it needs to focus on managing the reputation of the company by combining both positive and negative comments (Barreda et al., 2016). It focuses on influencing the opinions of the stakeholders. There are the following ways that most hotels use to effectively manage reputation:

[bookmark: _Toc127737021]Figure 1: Effective ways for reputation management
Source: (Kumar & Gautam, 2021)
If any company works on the opinions of the customers, it will find out its lacking and strengths. As a result, it can work on improving lacking and weaknesses with the strengths. Besides, it can rectify mistakes in the future. Ritz-Carlton Hotels has a separate team to work on customers' perceptions and opinions.
Shaping a great company culture makes its employees and workers perform better than other companies. When the employees are satisfied, they can perform good behaviour with the customers which can satisfy the customers (STEVENS & BROWNELL, 2020). On the other hand, having no combination and no satisfaction of the employees to the organization will make them perform worst to the customers. Ritz-Carlton Hotels focuses on continuing its existing culture and improving day by day. It makes the employees feel good at working and enable them to keep good relationship among themselves. As a result, the employees are eager to work and entertain the customers with enthusiasm.
Speeding up hotel review management is mandatory for the business as a bit late response to any negative review can cause harm to the company’s reputation. If any bad reviews are made online or personally, it is necessary to respond to that review within 24 hours (Zhou & Wu, 2016). The same goes for the positive review also. When a customer appreciates the process and services, it is necessary to put attention to that positive comments. It will make the customers feel important and pleased. It has been seen for most of the hotels that they are not intended to pursue reviews which is not a good posture rather the management should motivate the customers to give a review which will help the hotel to attract other customers as well. 
Negative reviews are part of the business since some people may not like the services no matter how the company tries to improve. Replying professionally is an important part to consider (Richard, 2017). If the management remains silent to the negative reviews and opinions, it will damage the reputation more as the reviewers may interpret the situation as a bad gesture. Instead of staying silent, the management needs to be proactive in handling the situation. Though it hampers the reputation of the company, it enables the company to improve its condition and services considering the preferences of the customers. The management and customer service department of Ritz-Carlton Hotels consider every review either positive or negative with utmost importance and work to improve those.  It ensures the attendance of negative reviews on social media platforms and websites within 12 hours which has made it the fastest respondent compared to its competitors. 
[bookmark: _Toc127736436]2.3 Customer loyalty
Customer loyalty programs are assets for the hotel since it motivates the customers to purchase more of the services in the long run. It is necessary for the sustainability of any company. When a hotel initially offers something, they attract few customers to be their first customers (Kvítková & Petrů, 2020). But with the changing time, the hotel needs to change its offerings and facilities to the customers. A good loyalty program has the power to transform the business into a customer-centric profit machine. 
There are the following ways the hotels build and retain customer loyalty programs:

[bookmark: _Toc127737022]Figure 2: Customer Loyalty Programs strategies
Source: (Kvítková & Petrů, 2020)
Offering a personalized shopping experience often makes the customers satisfied as it is offered to spend within their budget. The services are accumulated and offered as a package to the customer. In the hotel industry, the offer can be customized according to the customer's wish. For instance, in Ritz-Carlton Hotels, the customers can make packages according to their wishes such as some can only purchase a suit or some can purchase suit and spa facilities. Sending engaging e-mails can perform a good customer loyalty program. The hotel authority can thank and appreciate the customers after their first stay at the hotel (Douyère & Sosthé, 2018). Ritz-Carlton Hotels send thanking e-mails both after coming and leaving the hotel premises. It also sends e-mails and offers on every travel occasion to international customers. This strategy helps the customers to remember the hotel's name and services. Collecting customer feedback is also a way of maintaining customer loyalty as customers can feel it is important to provide their opinions for the improvement of the hotel.
[bookmark: _Toc127736437]2.4 Recommendations
Though at first sight, the hotel business can seem easy and hassle-free rather it is one of the most challenging businesses at present. With changing technology to changing customers' perception and preferences, the hotel authority is in need to cope with the situation. There are the following trends in the hotel industry which is needed to focus on to sustain for the long run:

[bookmark: _Toc127737023]Figure 3: Current trends in Hotel Industry
Source: (Douyère & Sosthé, 2018)
From door locks to access in the room, everything has seen an automation process with the development of technology. Based on this preferences of the customers are also changing. Using social media platforms to answer all queries has become one of the popular ways of communication between hotels and customers (Kandampully & Suhartanto, 2017). Online reputation management has become one of the challenges since the fast the authority can attend to the customers the more, they can win the satisfaction of the customers. From a website-based booking system, most of the hotels are engaging in mobile apps so that it can be convenient for the customers.
To cope with the challenges, the hotels need a skilled employee base. Besides, the hotel’s culture needs to improve so that the employees are eager to work and follow the direction and motto of the company. Proper training with the technology needs to be provided to the employees to make the customers feel comfortable and satisfied also.  













[bookmark: _Toc127736438]Conclusion
Though it is a challenging job to cope with the technological development in the hotel industry, it is not impossible. The hotel authorities need to figure out their strengths and weaknesses and the opportunities they have before them to utilize and make the customers loyal and satisfied with their services. To continue the competition, the hotels must also upgrade their services based on their standards. 
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