
‘HOTEL STANDARDS, REPUTATION MANAGEMENT, BUILDING AND RETAINING CUSTOMER LOYALTY’



Executive Summary: 
This essay is going to talk about hotel standards and brand consistency standards. It will talk about if hotels have the same standards. It will also talk about Reputation Management and how hotels can effectively manage their reputation. It will also talk about the importance of effective guest review management and the impact of a negative review. It will talk about Royalty Programmes and their purpose. Finally, it will give recommendations to hotels regarding market trends and the obstacles facing certain businesses.
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[bookmark: _Toc129295351]Hotel Standards
It means both the operational standards, (for example, staffing, amenities offered to guests and advertising), and the physical standards, (for example, the quality, condition, and utility of the fixtures and leased personal property). Standards are meant to attract and retain customers. Standards can provide a sense of professionalism, and at the same time, they can evoke a sense of familiarity (Calendar, 2023).
The standards for hotels change according to the type and class of hotel, and will be different depending on what the hotel is trying to achieve as well as the hotel’s unique value proposition. The more reliable a hotel is with the level of service, the more they will keep guests loyal and happy while knowing what to expect (Mews, 2022), 
Brand standards also improve team experiences. The teams know how to do their job and understand what is expected of them. It helps the team get high hygiene ratings, reduces costly mistakes, creates better team habits and gives them a competitive edge (Trail, 2021).
Choosing a hotel to stay can be challenging when there are so many types of hotels to pick from. Once a traveller selects the type of hotel they are interested in, the next step is navigating the intricacies of hotel ratings and star meanings (WebstaurantStore, 2023).
AA introduced a star rating system to classify hotels for inspecting and rating accommodation. AA assesses and rates accommodation under a set of common quality standards which are agreed with the UK authorities VisitBritain, VisitScotland and VisitWales. Additionally, they give hotels and guest accommodation a designator and a star rating which shows the guests what kind of service and facility they should expect. Hotels are awarded classification on a scale of 1 to 5 stars (AA, 2023).
AAA is an American hotel rating agency. They use diamonds instead. The five AAA Diamond levels describe the kind of experience members can expect. AAA’s 62 million members book more than 31% of all paid room nights in North America (AAA, 2023).
[bookmark: _Toc129295352]Reputation Management
It is the practice of influencing stakeholder perceptions and public conversations about an organisation and its brands. It includes monitoring perceptions and conversations, responding to reputation threats and proactively seizing opportunities to boost reputation (Gartner, 2023).
Hotels can manage their reputation effectively in a number of ways. One of them is to be very active on social media. Social Media can be used to showcase the brand and give the brand a voice when connecting directly with their followers. The hotels should make sure they strike a tone that is on-brand, and maintain it across platforms. They should utilize their profiles to assure guest that their properties are safe and they are abiding by the Health and Safety guidelines. They should post updates on what is going on in their area and how they have adapted. They should post videos to increase engagement with their audience.
They should engage with their audience in real-time. Authentic interaction and communication can help bring brand loyalty, which will lead to repeat bookings and stays. They should reply to comments, both positive and negative, and provide answers as fast as they can. They should host Twitter Q and A’s to ask questions and then tweet out the answers to their followers. They should consider being available to guests 24/7 on apps like Facebook Messenger and WhatsApp. Adding a Live Chat to their website is another way of providing instant answers and customer service.
They should optimize their website for search engines which is an important part of managing their company’s reputation. Ranking high in search means that their website is more likely to be found. They should focus on things like fast page loads, creating a mobile-friendly site, and having secure pages (Cvent, 2020). 
Online reviews influence the hotel online booking decision. According to TripAdvisor, 
72% of respondents always or frequently read reviews about places before deciding to stay and eat.
Good Online Review Management results in high level of customer loyalty. Some loyal customers may become brand ambassadors; they are more credible and relatable because they are your everyday customers and know your products or services very well.
Online Reviews builds brand equity and recognition. Customers will tend to buy a product they recognise and thrust (HotelLink, 2021). 
Negative review can seriously impact their business. Every time a negative review pops up on Google searches, they have the potential to lose customers. 86% of customers hesitate to purchase from companies with negative reviews (Reputation, 2022),
According to Womply research, bad reviews on Google, Facebook and Yelp, have a significant effect on their revenue.  
Review ratings affect the way their business ranks on search engines. Negative ratings make their business to rank poorly because search engines recommend the best enterprises to users (CMG Local Solutions, 2019). 
TripAdvisor is an online review site used mostly in entertainment, travel or hospitality. It is the world's biggest travel website, trusted by audiences worldwide. It helps 463 million people each month make every trip their best trip. Travellers across the world use the TripAdvisor website and app to browse more than 860 million reviews and opinions of 8.7 million products (TripAdvisor, 2023). 
Google Review is another review website. Google is the most popular search engine in the world. It currently holds 92% of search engine market share making it the first stop for customers when reading and submitting reviews. Google allows businesses to display star ratings with their Google Ads via a program called Google Seller Ratings. according to a study by Google, displaying star rating of businesses on Google Ads increases click-through rates by 17% on paid ads (Birdeye, 2023). 

[bookmark: _Toc129295353]Customer Loyalty
A hotel loyalty program is a loyalty program typically run by a hotel chain. It is a marketing strategy used by hotel chains to attract and retain business at their properties. The program works to entice guest, especially business or other frequent hotel guest, to favour that particular brand or group of hotels over others when selecting a hotel by offering discounts or privileges, such as upgrades. A Royalty Program will generally be free and may have multiple levels (Wikipedia, 2022). 
Hotels can build customer loyalty by ensuring a quality experience. Customers are looking for once in a life time experience, that little something that makes their stay different from anywhere else.
Having a very strong online presence is very important. According to data from Google, 83% of leisure travellers, and another 76% of businesses travellers now plan their travels online. The planning process includes the reviews, the pricing, social media and video.
Online Ratings and Reviews are heavily relied upon and is a sure way to building a loyal customer base. Properties with reviews are seen as more credible in the eyes of the customer (Revenue Hub, 2023). 
Retaining customer loyalty is always good that the hotel makes a good first impression. This can be done with an automatically triggered booking confirmation email. The confirmation email should include check-in and check-out times, date of arrival and the address of their location. Map of your hotel and surrounding area. Activity suggestion and sightseeing recommendations.
They should prioritize direct bookings over online travel agencies. Direct bookings allow for better opportunity to build guest relationships. 
Use booking abandonment tools to land more direct bookings. As much as 81% of travellers leave without completing any booking due in part from poor customer service and difficult site navigation. These services allow them to send customers friendly reminders that will help them complete their transaction.
When it comes to customer service, hotels should go above and beyond to ensure that each guest feels valued and appreciated. Remembering key dates like birthdays and anniversaries, or taking note of preferences are small touches that make a big difference (CartStack, 2022). 
Hotels can also use Loyalty Programs. IHG chain of hotels uses the IHG One Rewards. Guests can unlock rewards every 10 nights of stay. If they stay for 20 nights, they can choose between 5,000 bonus points, 2 Food and Beverage Rewards or 1 confirmable suite upgrade. For 30 nights, they can choose from 5,000 bonus points or 2 Food and Beverage Rewards (IHG Hotels and Resorts, 2023). 
Accor Hotel Loyalty program is called Le Club. Le Club has 4 status tiers namely Classic, Silver, Gold and Platinum. Status can be gained either through the number of nights they stay in Accor Hotels, or through the number of Accor points they earn from their stays (InsideFlyer, 2023).
Hotel.comRewards is another loyalty program. Customers collect a stamp for every night stay. When they get 10 stamps, they get a reward night. If your reward night is lower than the night price, they pay the difference. If it is of higher value then they forfeit the difference (Hotel.Com, 2023).
[bookmark: _Toc129295354]Conclusion 
Hotel Standards are almost the same throughout the hotel industry. Hotels focus more on their unique selling point which differentiates them from the rest

















[bookmark: _Toc129295355]References:

AA (2023) Always at the Forefront of Hospitality Standards. Available at: https://www.theaa.com/hotel-services/ratings-and-awards (Accessed: 9 March 2023).

AAA (2023) AAA Diamonds. Available at: https://www.aaa.com/diamonds/inspections-history (Accessed: 9 March 2023).

Birdeye (2023) Google Reviews. Available at: https://birdeye.com/blog/google-reviews/ (Accessed: 9 March 2023).

Calendar (2023) What is the Importance of Hotel Standards. Available at: What is the importance of hotel standards? (calendar-uk.co.uk (Accessed: 9 of March 2023).

CartStack (2022) 7 Customer Retention Strategies to Increase Guest Loyalty at Your Hotel. Available at: https://www.cartstack.com/blog/hotel-customer-retention/ (Accessed: 9 March 2023).

CMG Local Solutions (2019) Yes, Negative Reviews Can Impact Your Business But You Can Overcome. Available at: https://www.cmglocalsolutions.com/blog/yes-negative-reviews-can-impact-your-business-but-you-can-overcome (Accessed: 9 March 2023).

Cvent (2020) Hotel Reputation Tips and Examples Hoteliers Need to Know. Available at: https://www.cvent.com/en/blog/hospitality/hotel-reputation-management (Accessed: 9 March 2023).


Gartner (2023) Reputation Management. Available at: https://www.gartner.com/en/marketing/glossary/reputation-management#:~:text=Reputation%20management%20is%20the%20practice,seizing%20opportunities%20to%20boost%20reputation (Accessed: 9 March 2023).

HotelLink (2021) 5 Tips For Hotels’ Effective Reputation Management. Available at: https://www.hotellinksolutions.com/5-tips-for-hotels-reputation-management/ (Accessed: 9 March 2023).

Hotels.Com (2023) Hotels.ComRewards. Available at: https://uk.hotels.com/rewards/how-it-works.html?intlid=Overview%20page%20::%20See%20how%20it%20works (Accessed: 9 March 2023).

IHG Hotels and Resorts (2023) 2K Points Every 2 Nights. Available at: https://www.ihg.com/onerewards/content/gb/en/tier-benefits?scmisc=WEB-_-6C-_-GLO-_-QE-_-LOY-_-IHGRHome-_-MilestoneRewards#milestoneChart (Accessed: 9 March 2023).

InsideFlyer (2023) Hotels.Com. Available at: https://insideflyer.co.uk/loyalty-scheme-overviews/hotels/#google_vignette (Accessed: 9 March 2023).

Mews (2022) What are the six main Standards for a Hotel Chain? Available at: https://www.mews.com/en/blog/standards-for-hotel-chains#:~:text=The%20standards%20for%20hotels%20change,your%20hotel's%20unique%20value%20proposition (Accessed: 9 March 2023).


Reputation (2022) How Negative Reviews Affect Business. Available at: https://blog.reputationx.com/impact-negative-reviews#:~:text=Negative%20reviews%20can%20seriously%20impact,and%2C%20of%20course%2C%20revenue (Accessed: 9 March 2023).

Revenue Hub (2023) 6 Ways to Build Hotel Customer Loyalty. Available at: https://revenue-hub.com/6-ways-to-build-hotel-customer-loyalty/ (Accessed: 9 March 2023).

Trail (2021) How to Maintain Brand Standards in Hospitality. Available at: https://trailapp.com/blog/brand-standards-in-hospitality#:~:text=Brand%20standards%20ensure%20a%20consistent,chains%20with%20hundreds%20of%20sites (Accessed: 9 March 2023).

TripAdvisor (2023) About TripAdvisor. Available at: https://tripadvisor.mediaroom.com/uk-about-us (Accessed: 9 March 2023).

WebstaurantStore (2023) Hotels Stars and What They Mean. Available at: https://www.webstaurantstore.com/blog/3566/hotel-star-explained.html#five (Accessed: 9 March 2023).

Wikipedia (2022) Hotel Loyalty Programs. Available at: https://en.wikipedia.org/wiki/Hotel_loyalty_program (Accessed: 9 March 2023).



image1.png




image2.png




