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Executive Summary
The report's findings and examples illustrate potential avenues for quality enhancement within the hospitality industry. There is a lot of competition in the hotel industry, so it's important for businesses to stay on top of any changes in the law or industry standards that might affect them. Furthermore, being current with the business world as a whole is a fantastic approach to providing the service that clients need and expect from a company.
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Customers and other hotel activities are under the purview of hospitality and guest service management. This person's primary responsibility is to boost business via boosted consumer involvement and contentment (Boella and Goss-Turner, 2013). The manager plays a pivotal role in the success of the hotel in the course of fulfilling his or her duties. In this paper, the Marriott hotel chain is used as an example of a hospitality industry leader. An American conglomerate maintains and franchises a vast collection of hotels and other accommodation establishments. J. Willard Marriott was the man who started it all (Still, 2012). There are over 30 different brands, and together they have about 7,000 hotels, making them the third biggest hotel network in the world. Management of Customer Service is the focus of this paper. It demonstrates how hotels may adjust to meet the needs of their guests and how the preferences of different demographics affect the administration of guest services.


[bookmark: _Toc128145239]Main Findings
Rapid advances in both technology and society mean that customers' wants and requirements are always shifting. That's why it's crucial for companies to respond quickly and efficiently to market shifts so they can retain customers for as long as possible. The hospitality sector has a constant challenge: keeping up with the changing preferences and expectations of its clientele (Ivanov et al.,2019).
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Consistency is easier to achieve with the support of branding, and this can be boosted in many ways that make a positive impression on customers, such as through thoughtful design, convenient features, rewarding loyalty programs, attentive service, and so on (Wood, 2015). Adhering to standards is essential for carrying off an air of professionalism and preventing inconsistency. Let's take a look at industry standards for hotels.
Layout: One of the most blatant and simple methods to standardise a hotel is via aesthetics. That's why it's important that the hotel's design has universal aspects that guests can recognise wherever they go, whether it is in Dubai or Kathmandu. This doesn't imply that each hotel under the brand needs to look exactly like the others, but it does indicate that there should be some consistent elements (Teson, 2014).
Provision of a Service: The quality of service is something that should be consistent across all locations. Providing first-rate service no matter where in the world the guests maybe is a key differentiator for a hotel (Legrand, 2022). Having a streamlined operations process is crucial to providing excellent service and may be enhanced with the aid of a dedicated operations tool.
Dress Codes: Despite the negative connotation sometimes attached to uniforms, there are many ways to inject some fun into the workplace while still creating a recognisable brand identity that can be used globally throughout a hotel chain. Staff attire should reflect the brand's identity and the level of professionalism you want to project.
Conveniences: The best part about any hotel in a chain is the freebies (Jenkins et al.,2017). They provide the consistency that visitors like, as they ensure that they won't forget essentials like shampoo and conditioner and that if they forget anything at home, they can always pick it up at the front desk.
Loyalty Schemes: Guests may be made loyal to the brand with the help of a loyalty program no matter where they are in the globe. In order to achieve this goal, companies must ensure that the promotion is consistent no matter where the visitor redeems their loyalty points. One of the worst things that can happen to a hotel's reputation is for a loyalty program member to redeem a perk at a different property within the same chain and have a negative experience as a result.
Technology utilisation: Hotel visitors have learned to demand technological integration into the hotel's offering; as a hotel chain, one shouldn't pass up the opportunity to wow their customers with innovative features. Guests may utilise a self-service kiosk to check in and then make copies of their keys or enter using a code sent to their mobile device. Assure the entire brand is using integrated technologies (Williams, 2012).
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Every hotel, particularly those with an internet presence, should prioritise reputation management. The success of a hotel is inextricably linked to how guests feel about it and how they talk about it online via ratings, reviews, shares, and searches. Online evaluations, available on a variety of travel sites, have become more important to travellers (Kunwar, 2017). Nevertheless, the vast majority of hotels are unable to fully capitalise on this segment of the current hospitality industry. As a result, it is crucial for hotels to not only recognise the massive opportunity presented by ORM but also make use of such technologies in order to establish a positive online reputation and foster relationships with prospective visitors in the digital sphere (Teson, 2014).
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Loyal customers in the hotel sector are those who often stay at the same hotel or hotels in the same chain. Hence, a consumer who is happy with their experience at a certain establishment or with a particular brand is more likely to return than to try something new. Even if a hotel charges more or has tougher restrictions, repeat guests will likely return because they know they will get the same high standard of service they've come to expect. If a hotel consistently provides excellent service, its guests will become loyal patrons (Mensah, 2013).
[bookmark: _Toc128145243]Purpose of brand consistency standards
If asked to name a hotel chain, chances are we'd think of Marriott, Hilton, Four Seasons, or another one of the numerous worldwide corporate banners. All hotels and resorts, from the tiniest boutique to the largest all-inclusive, have brands, whether they want them or not (Wood, 2015). Certain hotels, like New York's Plaza and London's The Ritz, have built up such a prestigious reputation that the worth of the flag they adopt is dwarfed by their own.
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Many people believe that only the most luxurious hotels with a long list of A-list customers have the resources to build such a powerful and recognisable brand. But, in today's globalised, digital world, any hotel may create its distinctive brand presence and use it to differentiate itself from the competition and propel it toward greater success.
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Hotel reputation management requires tone consistency. Evaluation responses usually differ. In addition to the templates, provide a tone-of-voice guide. Selecting a small set of respondents ensures homogeneity. As guests prefer hearing from the person who can solve their issues, General Manager frequently responds to guest input (Bowie et al.,2016).
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By reading and analysing customer evaluations, businesses get insight into consumer satisfaction levels and the wants and needs of their target demographic (Reic, 2016).
[bookmark: _Toc128145247]Impact of negative reviews
According to a study by the ITB and the University of Worms in Germany, about 35% of online travellers would not book a hotel after reading more negative reviews. Just 20% shared their findings.
An estimated 22% of bookings are lost when consumers read negative reviews online. When several unfavourable reviews are filed on different sites, this percentage may rise to 70% (Kunwar, 2017).
[bookmark: _Toc128145248]Building and retaining customer loyalty and the purpose 
Hoteliers should always put the satisfaction of their regulars first since this is the key to creating the conditions necessary for long-term success. Loyal visitors not only increase a hotel's occupancy and income but also provide the staff with more opportunities to get to know their individual needs.
Loyalty programs at hotels provide benefits to repeat visitors. Members get benefits in the form of points for each night they stay or dollars they spend. You may spend these points on a variety of perks, including free nights, hotel upgrades, and restaurant vouchers (lonel, 2016).
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[bookmark: _Toc128145250]From what has been said, it is evident that efficient management of guests is essential to providing customers with positive experiences. This is especially important in the cutthroat hospitality sector (Wood, 2015). The number of hotels in this industry has increased dramatically recently. As a result, a hotel's ability to deliver excellent service is critical to its success in attracting and keeping guests. To be most effective, this method requires collaboration between management and employees at all levels of the organisation. The hotel's upper management must provide strong encouragement for staff to adopt this strategy.


Recommendations
Hotels should keep tabs on idiosyncratic tastes and experiences in a detailed profile, including things like food and pet allergies, preferred room types, and more. They should make a note in the guest's profile if they ask for gluten-free breakfast alternatives, for instance, so that such foods are easily accessible during their next stay. Guests who ask for feather-free accommodations should be flagged so that the hotel may prepare to meet their needs in advance (Kotler et al.,2014). VIPs who attend all of the college football games should be greeted with themed welcome baskets. 
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