


INTRODUCTION

Due to the intense competition in the hospitality sector, businesses must stay on top of emerging trends to remain competitive. A great way to make sure the company offers the kind of customer experience people want and expect is to keep up with the industry as a whole. This report will look at few important Hotel standards, reputation management and retaining customers in the hospitality business.

HOTEL STANDARDS

Hotel standards refer to a set of guidelines, requirements, and expectations that hotels must meet to provide a high-quality guest experience (Hospitality trends 2022). These standards can vary depending on the type of hotel, its location, and its target audience, but some general hotel standards include:
· Cleanliness and hygiene: Hotels must maintain a clean and hygienic environment, including guest rooms, public areas, and food service areas. They must have processes in place for regular cleaning and disinfection.
· Comfortable accommodations: Guest rooms should be comfortable and well-appointed with amenities such as comfortable beds, quality linens, and toiletries.
· Safety and security: Hotels must have appropriate safety and security measures in place to protect guests and their belongings, including fire safety, emergency preparedness, and surveillance systems.
· Efficient service: Hotels should provide efficient and courteous service to guests, including check-in and check-out processes, room service, and concierge services.
· Accessibility: Hotels should provide accessibility features for guests with disabilities, such as wheelchair ramps, accessible bathrooms, and other accommodations.
· Food and beverage service: Hotels should offer a range of food and beverage options that meet guest expectations, including high-quality meals, room service, and bars or lounges.
· Sustainability: Hotels should have environmentally friendly practices in place to minimize their impact on the environment, such as energy-efficient lighting and water conservation measures (ATPI,2023).
In order to offer guests a high-quality stay, hotels are required to adhere to a set of rules, specifications, and expectations (ATPI,2023). Depending on the hotel's type, location, and target market, these standards may change, but some universal hotel standards are as follows: For example, all hotels should provide clean and comfortable accommodations, excellent customer service, and a safe environment for guests. Additionally, hotels may have specific standards for food and beverage offerings, technology amenities, and sustainability practises. 
Maintaining brand consistency is important for several reasons, such as establishing and maintaining brand identity, building guest loyalty, streamlining operations, and improving efficiency. Consistent experiences across properties can help guests recognize and differentiate a hotel brand, and staff can be trained in the same procedures and policies. Not all hotels have the same brand consistency standards, as each hotel brand sets its own guidelines and requirements for its franchisees or owned properties. Some hotel brands may have very strict and specific standards for everything from room layout and decor to staff uniforms and training, while others may allow more flexibility and customization. However, regardless of the specific standards, all hotels should strive to maintain consistency within their brand to ensure a cohesive and memorable customer experience. For example, Hilton Honors is a key part of its brand consistency. All Hilton properties are required to participate in the program, which provides members with exclusive benefits and rewards (Karen Xie & Chen, 2014). Service standards include greeting guests with a smile, using guests' names, and responding to guest requests in a timely and efficient manner. Branding is used consistently across all properties, and property design includes spacious guest rooms, inviting public areas, and high-quality food and beverage service (Sherman, 2013).

MANAGING HOTEL REPUTATION

Managing reputation is critical for hotels as it can have a significant impact on guest bookings and overall revenue. Hotels should monitor online reviews to understand how guests are rating their property on popular review sites such as TripAdvisor, Google, and Yelp (Browning et al., 2013). Hotels should respond to both positive and negative feedback promptly and professionally, addressing any concerns raised by guests and thanking them for their feedback. Moreover, hotels should invest in training their staff on how to provide exceptional customer service, including how to handle complaints and difficult situations. Furthermore, social media can be a powerful tool for hotels to engage with guests and promote their brand. Hotels should have an active presence on social media, responding to guest comments and sharing updates and promotions.

Effective guest reviews management is critical for hotels as it can have a significant impact on the hotel's reputation, customer satisfaction, and revenue (Dickinger & Mazanec, 2015). Hotels with higher ratings and positive reviews are more likely to attract bookings and revenue than those with lower ratings and negative reviews. Responding to guest reviews can improve guest satisfaction and loyalty, identify areas for improvement, and manage reputation. Hotels that actively manage their guest reviews and use them to improve their service are likely to have a competitive advantage over those that do not. By demonstrating a commitment to guest satisfaction and using guest feedback to drive continuous improvement, hotels can stand out in a crowded marketplace. 
Negative reviews can have a significant effect on hotels' reputation and financial 
Performance. Negative reviews can lead to decreased bookings, damage to reputation, loss of repeat business, and impact on employee morale. Hotels may need to invest more in marketing and PR to counteract the impact of negative reviews. This can include targeted advertising campaigns, social media promotions, and other initiatives to build a positive image and attract new guests.

CUSTOMER LOYALTY

Building and retaining customer loyalty is critical for hotels, as it can lead to repeat business, positive word-of-mouth, and increased revenue. Hotels should strive to provide personalized service to guests, taking the time to understand their needs and preferences and tailoring their service accordingly. Personalised services include offering personalized recommendations, providing personalized amenities and services, and recognizing returning guests by name. Hotels can implement loyalty programs to offer rewards and incentives to frequent guests, such as discounts on future stays, free upgrades, and exclusive perks (Karen Xie & Chen, 2014).  For example, Hilton has a comprehensive customer loyalty program called Hilton Honors, which offers a range of benefits and rewards. Members can earn points by booking stays at Hilton properties or using partner services. Points can be redeemed for free nights, room upgrades, and other rewards, and members can also use their points to donate to charity or purchase merchandise and experiences (Hilton 2023). Hilton also offers a Best Price Guarantee and personalized experiences and amenities for its loyalty members, such as free breakfast, late checkout, and access to executive lounges (Hilton 2023).
Moreover, Hotels should strive to maintain consistent quality across all aspects of the guest experience, including cleanliness, maintenance, and customer service. They should also communicate regularly with guests, respond to feedback, build emotional connections, and create unique and memorable experiences. These initiatives can include personalized welcome messages, surprise gifts, and other initiatives that show the hotel cares about the guest experience.

RECOMMENDATION

Hotels should monitor market trends to stay up-to-date and adapt to changing consumer preferences. This includes keeping an eye on emerging technologies, sustainability practises, and personalised experiences to ensure that their offerings align with what customers are looking for. Additionally, hotels should also focus on building a strong online presence and leveraging social media to reach a wider audience (Browning et al., 2013). They should embrace technology to improve the guest experience and focus on sustainability to build a positive reputation and attract eco-conscious guests. Staff training is essential for meeting the changing needs of guests and staying competitive in the market. Businesses may face various obstacles, depending on their industry, size, and location. These include competition, economic conditions, regulations, technology, talent acquisition and retention, supply chain management, and global economic uncertainty. To overcome these obstacles, businesses need to develop strategies that are tailored to their specific needs and goals. This may involve investing in new technologies, expanding their market reach, or forming strategic partnerships with other companies. Competition can be particularly challenging for small businesses that lack the marketing budget and resources of their larger competitors. Economic conditions can have a significant impact on businesses, particularly during times of recession or economic uncertainty. Regulations can be difficult to comply with, and businesses may struggle to maintain profitability during these times. Technology is rapidly changing the business landscape, and businesses that fail to adapt to new technologies may struggle to compete. Talent acquisition and retention can be challenging, particularly in industries where there is a high demand for specialised skills. Supply chain management can be challenging during times of supply chain disruption. Therefore, businesses need to continuously invest in training and development to keep up with the latest technological advancements and ensure their workforce has the necessary skills. Additionally, having contingency plans in place for supply chain disruptions can help mitigate potential losses and maintain business continuity. 

CONCLUSION

In conclusion, it is clear that many factors can have an impact on the hotel business. As discussed in this report, hotels must stay current with technology and maintain employee training. Additionally, hotels should also prioritize customer satisfaction by providing personalized experiences and offering competitive pricing to remain competitive in the industry. Furthermore, having a social presence is important for hotels because it helps to increase business and customer loyalty. Moreover, hotels can also benefit from implementing sustainable practices to attract environmentally conscious customers and reduce costs. Finally, collaborating with local businesses and organizations can also help hotels to enhance their reputation and attract more customers. Meeting these hotel standards can help ensure that guests have a pleasant and enjoyable stay, which can lead to repeat business and positive reviews.Top of FormBottom of Form
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