



Executive Summary:

Hotel industry is always changing and adapting to new challenges. Modern times, new technology, different needs and wants from consumer and more competitors. New standards are introduced and the old ones are updated or changed. This report will address the Hotel Standards, reputation management, how to build and retain customer loyalty, how to monitor and increase guest satisfaction. Keeping up with the change ensure that your company delivers the experience that the guest is expecting. This report will offer few recommendations to increase the service value, to retain and attract employees and offer amazing experiences for guest.
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Introduction

Hospitality Industry is one of the big industries that increase job opportunities, that invests in infrastructure, ecosystem and with a good environmental practice that benefit local community development according to Manwa (et al., 2016). Over the years Hospitality had to change being very vulnerable to environmental and social changes and different trending , adapting and overcome diverse challenges like Covid -19 Pandemic outbreak ,new and more frequent and drastic cleaning standards being introduced all over the world since then. The outbreak caused suspension of traveling and tourism, Hospitality being one of the Industries that was affected the most so what we have now is the new and updated version of Hospitality post Covid-19 still trying to recover from losing revenue, products and employees (Jing et al., 2022).Contactless services offered for the guest psychological safety affecting social interactions, quality and value was other big part of the aftermath of the Covid-19 outbreak were studied and analysed as below:
[image: ](Minglong et al, 2021 a) When contactless service was offered was talked about what was a very big concern about the quality that will be offered when there will be no social interaction between the customer and the person that was offering the service. Lack of empathy, little to none contact between people all that affected the way customer perceived the service received (Minglong et al, 2021 b). Hospitality and tourism suffered major skill shortage so it had to be invested in supporting students to be debt free and to make the industry appealing, covering tuition, accommodation and food and at the end of the internship to have some experience, qualification applied in hospitality and tourism according to Industrial and Commercial Training (2007).
Hotel Standards:
Research and Covid -19
Customer satisfaction is the main goal for every business and to set standards in every company, the company needs to find out what is the customer feedback for the product or the service that the guest have received and the business will invest in researching the market to identify the behaviours or actions that made the guest happy with the experience in order to set standards .Such analysis will help setting a starting point for hotel standards, set for that kind of service and from that point needs to be shared with the team as training and updated every time (Torres et al,2012) .New service  standards and more preventive procedures have been implemented all over the Hospitality industry since Covid -19 outbreak. Some of the hotels launched cleaning standards certifications, others launched internal platform and programs to promote cleanliness trying to show the guests that the standards of cleanliness and disinfection practices are more efficient than ever. Hospitality was affected before by social and natural crises but they were very limited geographically, nothing was on such a big scale as Covid-19 that was very long term, with immediate effect affecting whole world and very severe consequences (Chan et al, 2021).
Reputation management:
Building and maintaining reputation
According to Erdemir (2018, a) business reputation is one of the most important assets that is used in order to help raise brand value. It is used helping to recover from economic crises as well and face competition .Managing reputation becomes even more important during crises management processes and rely heavy on Public Relation departments to make sure it reaches the target audience and attract and maintain attention to the quality of the products and services of the hotel. All of this will help the hotel reputation and will contribute to hotel image and this will lead to brand loyalty (Datta, Fraser and Lebcir, 2018). Establishing or improving communication with the guest is very important in order to attain sustainability in the present branding world. In order to differentiate themselves from a business competitor the hotel should focus to strengthen their image and should place associations in guest mind and innovate new and better positioning. Digital World can make a difference in managing or building reputation. Online platforms facilitate and carries a message quicker than ever reaching more people at once so it is a powerful tool to have and to use and can’t be ignored turning crises into opportunities and great advertisement .A product can be promoted so fast on those platforms that can be sold out the next day. Reputation is very important value to acquire and maintain for every business and in order to have that mass media, customers and employees must be respected (Erdemir, 2018, b).
Customer Loyalty
Loyalty programs
Munawaroh & Rianto (2022) conducted a study that showed the effect of trust in brand and company reflects on brand loyalty. Most of the companies will run loyalty programs to attract or maintain existing customers and that most of the innovative offers and service will often reflect in the customer perception to gain or retain loyalty for the brand or the business. The more profitable the sales system is felt by the guests the better the rise in profits for the business. Winning the guest loyalty is by making them feel happy with their acquisitions and experiences and making repeat purchases. With the occurrence of recurrent acquisitions, this indicates that customers are loyal to the business .Guest wants high quality products at lower prices so they will research online most of the time for information related to offers and companies, so is important to facilitate  and to be easy to find and access all the offers online. So the digital service and marketing contributes greatly at designing an easy navigation that shows relevance and efficiency of search results attracting new consumers and maintain and rewarding the loyal ones.  (Ach & Sabarudin, 2022).Environmental changes that companies have made can bring new guest or maintain the existing ones by proving they want to improve, to be innovative and sustainable going green being trending nowadays . Another very important aspect of customer loyalty is building personal relations with customers, attention to details like a personalized letter, follow up they experience with a phone call, samples to review, earning points for any recommendation the guest will make in the future all of this would make a big difference as customer appreciation (Customer Loyalty, 2010).If the guest trust the brand,  shows commitment and is satisfied buying the product, this will increase guest loyalty rise as well ,helping the business to attract new guest and offer great offers and experiences to the loyal ones according to Datta, Fraser and Lebcir(2018).
Conclusions
Main findings
Amongst all industries, according to Lee and Khan (2018) Hospitality is developing on the world-wide market, some of the companies operating in outlets in more than one hundred countries, being one of the fastest growing sector .Post Covid-19 everything the world that industry knew changed and Hospitality was one of the industries that took a big hit and had to change, to adapt and overcome new rules, new standards a different world of hospitality that consumers had now more expectation. Most of the business they had to make redundancies and the employment rate dropped after word wide was trying to recover post Covid 19 outbreak suffering massive loss in skilled workers that they are not readily available argues Baum (2019).Hotel standards, building and maintain reputation and customer loyalty all rely on creating a connection with the guest, finding out the guest preferences and personalising, going above and beyond, following up after they have purchased and experienced the services or product  would create that great experience, bringing  back loyal customers and attracting new ones. Smart hospitality by using online applications as checking in and out online, big data cloud that can be accessed by all companies to base they market research, online media website that can promote businesses, all this made to have easy access to everything the guest or the business needs according to Buhalis and Leung (2018).
Recommendations
As recommendations, strengthening employee’s addition in Hospitality industries, offering an appealing pay rate, more student internship with the possibility to work in different hotels after graduating .Offering more training and exchange experience national and international. Exploring more of what Artificial Intelligence has to offer to hospitality sector and utilize it in hotels, like more robots for housekeeping jobs, delivering room service as main attraction for children. Facilitating accessing digital platforms with more ease for disabled users, especially for blind users by voice controlled websites to offer an equal and fair chance to everyone. More accessible facilities inside the hotels, like pools especially for less able bodied guests. To be more environmental friendly, installing in al hospitality industry more solar panels, more economic bulbs in the bedrooms, saving more energy, more recycling programs  and more programs replacing the trees that have been cut by constructing new buildings. Protecting the ecosystem to keep and maintain a healthy world. That Hospitality industry sector to be the pioneer bringing more innovative ideas for guest satisfaction, offering unique experiences and making them memorable. Investing more time and research in Health and Safety among all hospitality sectors, training and make sure everyone is safe to work or to enjoy a great experience.
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