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Introduction

This report is going to presents findings regarding hotel standards, reputation management and building and retaining customer loyalty regarding hospitality industry as these three subjects represents core parts of the main area that a hotels must exceed in order to function and create more revenue. In order to be able to discuss the chosen subjects, it will be used examples from the hospitality industry to support the findings. Each part of the three subjects will be discussed separately but a connection between them will be outlined and the end, recommendations will be made, regarding on the findings.

Hotel standards 
Hotel standards are represented by a multitude of practices that each hotel must fallow in order to get the most out of gradation received. These factors are a combination between operational factors and physical factors.(Law Insider, n.d) There are quite a few gradations systems companies in the world but in United Kingdom, the common one is AA . Assessments across nine areas and annual inspections, comprising *common standards is what Automobile Association (AA) does. In order to get full accreditation, the hotels must pay fee somewhere between 624 and over 2000 pounds (Editorial team,2021). AA has a set of rules implemented and based on these, the hotels receive a gradation in stars. As more stars the hotel has, the more complex the services must be. There is Common Quality Standards , a brochure put in place by AA, who explains each standard, for each category of hotels, how the products and services offered by the hotels must be presented to customers. Common Quality Standards must be followed by all the hotels awarded which means same rules for everybody (AA, 2018).  AA offers ratings in stars ratings, pennant ratings and rosette awards, depending in which category the business is placed (Hotelier Tanji,2019). Grading systems are different on the travel agencies, as the same hotel might have different numbers of stars on different websites, the difference being made just by the price that the rooms are sold at different travel agencies. Examples of hotels and their awarded stars are premier Inn who was rewarded with three stars, as the services they offered does not include spas but they do offer a restaurant not only for in house customers but for everybody who wishes to dine with them, and the staff are smartly and professionally presented.(The AA, 2019). A example for a 5 star awarded hotel is The Royal Horseguards Hotel. Being recognised as a 5 star hotel, they offer 24-hour reception and porterage service, Traditional Afternoon Tea and many room facilities like Crisp Egyptian cotton bed linen, Hypnos beds, 49" Smart TV, Safe, Professional hairdryer, in room iron and ironing board and many other.( The royal Horseguards Hotel Rooms & Suites,2023).

Reputation management
As we are living in the digital era, most of the customers are searching on the internet information about almost everything, especially when looking for vacations, accommodations. A verry important survey on TripAdvisor regarding the subject discussed, determined that over 90% of the people use online reviews when determining which hotel they want to stay at and over 50% of the people surveyed would not book a hotel that didn’t have online reviews. (Customer Alliance, 2022). A crucial part of attracting customers is how  the business presents itself on online. Hotel reputation management represents the practice of monitoring and influencing the online activity of the hotel website, but not only. The focus must be divided between social media platforms, search engines and review websites. The reviews specially have an immense impact over the customers who wish to book accommodation.  Not only the reviews are important, but another factor is represented by responses given by the management team regarding the reviews in aswell a core part. If the responses offered by the hotel are not friendly or professionals offered in an adequate manner, as well could impact future customers decisions regarding booking or not the room checked. There has been put in place by Isis Darios (2022) some tactics for hoteliers in order to successfully manage hotel reputation. One of these tactics is to send automated feedback surveys to ex customers. The more reviews the hotel gets, the more visible can be on the internet websites. Another advice is for the management team to make time for answering to reviews. This is a clear sign that customers opinions matters and that the hotel is aware of the problems or as well of the successes. Maiby, the most important factor is represented by integrating a software reputation management into the cloud-based PMS. Automating this process will give more time to the management to focus on other area of the hotel, especially in improving guests experience, leaving the reviews side for the software. All these represented a vicious circle as more booking leads to more reviews, in the end leading back to more bookings. 
A example of software that could take care of the reputation management is TrustYou. A software who has a high score of 98 HT and in 2023 is being between the best on the market. Software can be purchased base on many factors, like price and options available. As online reputation directly affects sales volume, business must choose the best option who fits them, especially when considering financial area, having to choose from taking care of the online area by themselves or buying this kind of software.  

 Building and retaining customer loyalty
Customer loyalty is the tendency to select one brand over the competition and the extend to his loyalty towards that brand. Nowadays, with a multitude of options to choose from, customer retention is one of the biggest challenges that hospitality industry is facing. Establishing long-term relationships with customers or understanding their needs along with a good communication are ways who can help build customer loyalty. As trends are changing and evolving, customers are looking more for one-of-a-kind experiences, for places where they can feel being appreciated, spoiled and where they can receive a personalized experience. These feelings are not the only factors that can enhance customer loyalty. The financial part represents a important factor, as customers look to get the best experience for the right prices. Here comes the availability of loyalty programmes offered by hoteliers. A important example is the Intercontinental Hotel Group loyalty programme. Having in place a loyalty programme, customers are more likely to book with the same company, as the more points they get for their previous stays, the more discounts they get for the fallowing bookings. 
IHG® One Rewards is the program designed to loyal customers. They get access to member rates and offers, free wi-fi and late check-out and the most important factor is that they have at all times a room available for them.
IHG Business Rewards is the programme that IHG has in place for its business customers. For every dollar spend, customers get 3 loyalty points. This helps loyal customers to gain points, who can be used later for the fallowing bookings. The process is much more easy to understand and manage as they created a mobile app who allows customers to login and use much easier the content.(IHG,2023).
Tobin L (2014) states that the difference between loyalty and retention is explained thru the fact that loyalty is represented by growth, while retention is more about preservation. Of course, hoteliers must focus on both areas in order for the hotel to function properly.  Increasing retention rates helps business to measure how well they are performing regarding employees and customers over the time.

Conclusion
Hotel standards, reputation management and building and retaining customer loyalty are the most important factors who must be always over the standard in order to provide hight quality services and to increase customer satisfaction. Hotels must always exceed their standards in order to be able to provide quality services for their customers. Being aware of the comments and reviews on the online platforms and responding to them is an important step in providing a culture of care for the customers. Showing that the business care about its customer experiences, even if the reviews are negative or positive, could increase customer loyalty as they see that their opinion matters and as well that  the hoteliers go above and beyond to please the, even if the experience at the property ended. Here comes the customer loyalty, as is a important factor in order for the business to function and make profit. Loyal customers return over and over again, can recommend the location to other people  who can create more future customers. Hotel industry rely on customers, and the quote “People will forget what you said, forget what you did, but people will never forget how you made them feel.” by Maya Angelou, makes hoteliers to enhance the experiences they are offering, making customers feels important and unique. 
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