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Executive Summary
The goal of this report is to analyse Hotel Standards, determine the purpose of brand consistency, and determine whether or not hotels have the same standards.
We will discuss Reputation Management and if they can effectively manage their reputation. How important and effective is a positive and a negative review and how does it affect the business.
Furthermore, customer loyalty will be examined, as well as how to build and maintain customer loyalty and what the purpose of it is.
To sum up it will discuss some market trends for hotels, and how they can keep up with the trends and the challenges that businesses face.

Table of Contents
Executive Summary ……………………………………………………………………2
Introduction…………………………………………………………………………………………………………………..4
1. Hotel Standards………………………………………...…………………………….5
1.1 Purpose of brand consistency standards…………….......................................5
1.2 Brand Consistency standards of different hotels.........................................…6
2. Reputation Management…………………………………………………………….7
2.1 How can hotels manage their reputation…………….......................................7
2.2 Effective guest reviews management..........................................................8
2.3 Negatives guest reviews management….................................................9
3. Customer Loyalty…………………………………………………………………...10
3.1 How hotels build and retain customer loyalty…….........................................10
3.1.1 Purpose of customer loyalty........................................................................10
3.2 Market trends for the hotels……………………………………………………11
3.3 Obstacles facing certain businesses……………….................................12
4. Conclusion…………………………………………………………………………..13 
5. References…………………………………………………………………………..14





[bookmark: _Toc409783206]Introduction

We will be discussing in more detail about the Hotels Standards, as well will be mention Reputation Management and Costumer Loyalty.
To begin with, Hotel Standards means “both the operational standard, advertising and the physical standards" (Law insider, 2023). 
As Boley (2020) describe, Reputation Management is all about monitoring and influencing how your hotel is perceived online. It involves keeping track of review sites, posting and engaging on social media, optimizing your site for search, and much more. 
When we talk about Costumer Loyalty it describes an “ongoing emotional relationship between you and your customer, manifesting itself by how willing a customer is to engage with and repeatedly purchase from you versus your competitors. Loyalty is the by product of a customer’s positive experience with you and works to create trust” (Oracle, 2023).
In conclusion, we will discuss the importance of effective and negative reviews, as the costumer loyalty towards the company/brand and the importance to keep up with the market trends, and how can and will affect the business.
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1. Hotel Standards

1.1 What is the purpose of brand consistency standards?

The purpose of brand consistency is that it leads to brand recognition. Customers are more inclined to spend money and commit to your company in the long run when they recognize your brand.
In terms of “Brand consistency is about being recognizable, establishing trust, and communicating personality. With brand consistency, you can: Increase customer trust and loyalty, stand out from the competition and build brand authority” (Mailchimp, 2023).
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1.2 Do hotels have the same standards?

Hotel standards differ depending on the type and class of hotel, as well as what the hotel is attempting to achieve. As an example, Marriott International believes “putting people first, pursuing excellence, embracing change, acting with integrity… being part of Marriott International means being part of a proud history and thriving culture” (Marriot International, 2023).
Accordingly to Ritz-Carlton their motto are "We are Ladies and Gentlemen serving Ladies and Gentlemen…is a place where the genuine care and comfort of our guests is our highest mission” (Ritz-Carlton, 2023).
When it comes to Hilton, their work motto is “we’re passionate about delivering exceptional guest experiences” (Hilton, 2023).
Additionally, for Premier inn “their brand is really important. It helps set us apart from the competition. It helps customers know and trust us so they come back and tell others about us. You bring the Premier Inn brand to life and make us what we are” (Premier Inn, 2023).
Finally, the hotels will have similar standards at all times but it will be differ the type and the class of the hotel represented. Each hotel they have they own motto, and how should they standards been represented by their employers or ambassadors. 









2. Reputation Management

2.1 How can hotels manage their reputation effectively?

When it comes to Reputation Management, “Your hotel's online reputation is vitally important to overall business, and staying on top of it can make a significant difference in how your property performs against the competition” (Boley, 2020).
Hotels can manage their reputation effectively such as “Staying active on social media, Engage with their audience in real-time, Optimize their website for search, Garner good reviews, Focus on digital marketing and Avoid negative reviews” (Boley, 2020).
That being said, as Bruce (2022) mention “Whether your reviews are positive or negative has a direct impact on: The popularity of your product, Product awareness, Conversion rates and Profit.”
Hotels have their priority to manage their reputation as positive and effectively as possible.











2.2 What is the importance of effective guest reviews management?

The importance of effective guest reviews management on the hospitality industry because “they can make or break your business” (Jeffery, 2023).
As Jeffery (2023) mention, “the keys for secure reviews are providing outstanding customer service, go above and beyond for the guests, take advantage of your excellent amenities, ask your staff to drop it into conversation, always hand out your business cards, use email automation once guest check out, update your website to showcase your feedback and always respond to feedback online – even if it’s negative”.
It also depends of the type and class of the business, for example “that the smaller the hotel, the smaller the margin of error and the bigger the impact of online reviews” (Dickinson, 2022). That is the advantage that the bigger businesses have but still faces other obstacles.















2.3 What is the impact of negatives reviews?

The impact of a negative review on a business can suffer revenue lost. Also “Negative reviews can be a damaging factor to the prestige, credibility, and trustworthiness of your business” (Bruce, 2022). 
As a result, “many customers hesitate to buy from businesses with no reviews or with many negative reviews… Every time a negative review pops up on Google searches, you have the potential to lose customers” (Bruce, 2022).
As being a major impact on a business, people leave bad reviews because they want to be heard, this ones as “they want an apology, they want to warn other people or they want you to resolve an issue” (Jones, 2020).
As Jones (2020) mention, all reviews should be answered as they expected to be responded, for the customer Service and the opportunity to change their mind to not lose the customer. 
Customer Loyalty 
How can hotels build and retain customer loyalty? What is the purpose of this?

The hotels can build and retain customer loyalty as the customer loyalty keeps repeating the brand, business or company. Especially “loyal customers tend to trust in the quality they will receive, so they’re willing to spend a few extra dollars to ensure their expectations are met” (Cvent, 2021). 
As Cvent (2021) refers, hotels looks to build customer loyalty as exceeding guest expectations, providing excellent customer service responding to guest reviews and feedback in a constructive manner, making regular commitments to improvement, building relationships with frequent travelers, understanding what guests want from a hotel and providing guests with a personalized experience.
The purpose of building and retain customer loyalty is to “develop a loyal, profitable customer base, reduce guest acquisition costs, create a strong network of promoters encourage direct booking to reduce OTA commission fees and upsell and cross-sell your services to those who already value you” (Tables, 2023).









What recommendations do you have for hotels regarding market trends?

The market trends I would recommend for hotels would be upgrade the cuisine. Due to the fact that “consumers are still seeking excitement from restaurants, chiefly in the form of global flavors and new twists on the classics” (Levin, 2023).
As Levin (2023) mentions, the top 5 industry trends are the experiences, local culture and community, menu streamlining, blurring dayparts, zero waste/sustainability/upcycled foods and automation technology. As the top 5 cuisine trends, this ones will be, Southeast Asian, Caribbean, South America, Balkan and Global Condiments.
The new market trends for hotels are to improve “ Guest-first websites, Video content on social media, Influencer marketing, Loyalty schemes, Digital hotel technology, Health and wellbeing tourism, Extra value and improve Customer service” (Punch Creative, 2021). 













3.3 What are the obstacles facing certain businesses
When it comes to small businesses, the common obstacles they face are “Client dependence, Money management, Fatigue, Founder Dependence and Balancing quality and growth” (Beattie, 2022). 
Some challenges they face as well, are “Uncertainty about the future, Financial management, Monitoring performance, Regulation and compliance, Competencies and recruiting the right talent, Technology, Exploring Data, Customer service, Maintaining reputation and Knowing when to embrace change” (Marr, 2017).
With all the market trends in 2023, the greatest challenges should be ready are “Inflation and Economic Downturn, Supply Chain Security, Increasing Customer Expectations, Accelerated Digital Transformation, The war for talent will intensify, Data and Device Security and Sustainability” (Marr, 2022). 
Conclusion
This report highlights the importance of the hotels standards they present themselves to be able to reach their goal as company/brand. As well as their approach to reputation management and how they respond to it. How effective are positive and negative reviews, and how do they influence them. The ability to build customer loyalty and turn them into true brand ambassadors.
Considering all of the above, how the new market trends will be influencing the business and the past obstacles and the new obstacles the business are facing nowadays. 
To sum up, we can mention that the hotels standards, reputation management and customer loyalty how important it is. 
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