


Executive summary

This report will highlight the ability of hotels to maintain their high standards, the impact of reputation management and what it means and of course building and retaining customers’ loyalty: how, when, and why these activities are important for the hospitality industry. Customers’ expectations, realistic promises and loyalty programs, social media impact and results. In the end, recommendations that will potentially help business hotel owners to improve their activity or the relation between services and a better understanding of the customer’s needs and wants.
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[bookmark: _Toc128822682]Introduction
[bookmark: _Toc128822683]All guest establishments have a pattern of rules and regulations that need to be met to receive a certain star rating, but most importantly they need to cover overall standards. 
AA Hotel Services (2017,p.14) present a list of requirements that need to be kept for all star ratings from one to five stars as follows: Public Liability insurance cover proving that the requirements are being met such as; Fire Risk Assessment, Food Safety and Hygiene, Guest Register from local and from overseas, Health and Safety Regulations, Planning Regulation Licencing, Hotel Proprietors Act, Data Protection Act, Prices and Payment to be clearly written, Cancelation Policy same rules as prices and payment apply, Consumer Protection from Unfair Trading Regulations 2008 and Equality Act 2010. 
These are the main most important standards that a hotel must follow to operate.
Now, reputation management can include several activities and departments such as SEO, social media, PR or campaigns. 
As such “ Reputation management is the act of managing public perceptions about a business or enterprise. This process has become more important as online conversations about business become the norm” (Forsey, 2023).
In these report, there will be discus multiple topics such as social media impact and rates, prices and loyalty programs either free or annually paid, different ways in which hotels maintain loyal customers and what recommendations would be more accurate in these changing times.
Hotel Standards 
In a video posted by CNN Business (2012), Four Seasons use the theory that in order to keep and maintain high standards for the hotel and the guests, the process of hiring people’s person is imperative, without it the business and guests’ experiences wouldn’t be the same.
Another example that helps maintain high-quality standards is Ritz-Carlton’s way of approaching its customers. Gallon (2013) explains that greeting customers with a polite and positive attitude, empowering employees to decide what is the best decision to take in different situations and making sure guests receive a warm farewell at the end of their stay, made Ritz-Carlton inspire more than one business in making a good brand culture.
[bookmark: _Toc128822684]Reputation Management 
Positive responses and feedback inspire customers’ loyalty and at the same time negative reviews, feedback or letters help the hotel to better understand customers’ needs and wants.
Going back to social media impact and platforms mostly used today Rival IQ (2023) analyses the use of multiple social media platforms threw the following statistics:[image: Graphical user interface, application, website

Description automatically generated]
These are the hotel brands that currently use the site and the customers that hashtag the hotels in their posts. Navigating through the site there are multiple pieces of information that can show exactly the engagement between the hotels and the customers while on social media: 
-2,129 likes for Maldives Mother’s Day (Ritz Carlton, 2023)
-534 likes for spring travel in Washington (Marriott Hotels and Resorts, 2023)
-145 likes for a relaxing evening (Ritz Carlton Hotel Company, 2023), and many other hotel companies as stated above.
From these statistics, one can say that social media has a huge impact on the hotel industry of today.

[bookmark: _Toc128822685]Customer Loyalty
To achieve customer loyalty, hotels need excellent customer service as well as offer great customer experiences. Hyken (2022) sustains the idea that besides offering excellent customers services guests will have a much more positive or negative reaction while experiencing not just the services that the hotel has to offer but also while navigating the company’s website for a booking or receiving promotional emails from the company but also while receiving Thank you gifts from the hotel or scrolling threw the social media platforms for hotel reviews.
When it comes down to loyalty programs for their guests, Conforti (2023) points out that IHG Rewards Club is a valuable travel rewards currency with perks like complimentary Wi-Fi, no blackout dates, awards nights, and special rates for their loyal guests but of course, it comes with a fee of 95 dollars each year.
On the other hand, Marriott International have the Marriot Bonvoy Loyalty Program which has a whole set of perks but it comes with a 650 dollars annual fee so it is not for everyone. Baron (2023) states that being a Marriott Bonvoy loyal customer, one must own a Marriott Bonvoy brilliant American Express card.
Besides all the money that the customer saves while using this card, they receive reduced prices on eligible products within the hotel, points earned for money spent on airline tickets and restaurants worldwide, and points earned while staying in any Marriott hotel. One free night certificate every year when the card is renewed and it also covers some travel expenses, baggage insurance and rental car insurance.
Of course, besides Marriot and IHG hotels, Hilton has its own loyalty program and as Patoka(2023) states there are multiple tiers within the Hilton Honors Loyalty Program: Member status, Silver, Gold and Diamond. Each with its unique perks: as a member, a guest receives discount rates, digital check-in and key, earn points on Hilton stays and travels/retail purchases and so on. Silver status offers 20% bonus points on stays and every 5th night is free, Gold status 80% bonus points, room upgrades and so on and Diamon status 100% bonus points on stays, access to the executive lounge and elite status gifting and so much more. Not to mention that the cost to join the loyalty program is free. 
Different brands have different benefits and perks depending on how much a customer wants to spend and what was the first impression that they had, depending on what type of services they are looking for and of course where they need to travel.
[bookmark: _Toc128822686]Conclusion 
In conclusion, the first impression of the customer’s services and experience matter the most, it all starts with deciding which hotel to pick, booking a room, having the first contact with the receptionist or someone who can check the guest in and all the way back home to social media and reviews, guests posting pictures of the holiday they had and tagging the hotel in it with either a positive or a negative review.
[bookmark: _Toc128822687]Recommendations
[bookmark: _Toc128822688]The first recommendation that I would give to hotels is to make a separate list of allergens in the format of a menu for their restaurants, bars and all the food that comes in with customers. This will show the customers the level of care and empathy that the business owns towards their guests no matter if the guest is allergic or not.
2sd recommendations would be to hire hackers as IT support staff. Since Ai technology will be pretty much in every major hotel company, hackers can help combat hacking and loss of personal customer information. Fewer problems with Ai being hacked or malfunctioning because of an internet attack. It may sound impossible, but it is quite real.
3rd and last suggestion would be to allow travel websites such as Booking.com or even official websites such as Marriott International to have a 24/7 live chat if that is not possible then an automatic chat system that allows its customers to find answers to different questions faster than waiting on the phone or waiting till they check into the hotel.
Reference List 

AA Hotel Services, (2017). AA Hotel Quality Standards. [Online]  Available at: https://www.theaa.com/resources/Documents/pdf/business/hotel_services/quality-standards-hotel-2017.pdf  [Accessed 20/02/2023].
Baron, J. (2023). Marriott Bonvoy Brilliant Card Review: Earn 150K Points, New Benefits. Insider. Personal Finance [Online] https://www.businessinsider.com/personal-finance/marriott-bonvoy-brilliant-amex-card-review?r=US&IR=T#frequently-asked-questions-(faq) [Accessed 07/03/2023].
CNN Business (2012). Four Seasons hires for five-star attitude. [Online] Available at: https://www.youtube.com/watch?v=ebGFZeuW5Rk  [Accessed 15/02/2023].
Conforti, K. (2023). Best Ways to Earn and Use IHG Rewards Points in 2023. [Online] businessinsider.com. Available at: https://www.businessinsider.com/personal-finance/how-to-earn-use-ihg-points?r=US&IR=T  [Accessed 01/03/2023].
Forsey, C. (2023). Reputation Management: How to Protect Your Brand Online in 2023. [Online] Available at: https://blog.hubspot.com/marketing/reputation-management [Accessed 02/03/2023].
Gallo, C. (2013). What Steve Jobs learned from The Ritz-Carlton. [Online] Available at: https://www.youtube.com/watch?v=i91dDT_M0LM [Accessed 15/02/2023].
[bookmark: _Hlk129282185]Hyken, S. (2023). The key difference between Customer Service and Customer Experience. [Online] youtube.com. Available at:  https://www.youtube.com/watch?v=cFHifG1aNnE  [Accessed 20/02/2023].
Patoka, J. (2023). Hilton Honors Loyalty Program Benefits & Review 2023 - The Vacationer. [Online] thevacationer.com. Available at: https://thevacationer.com/hilton-honors-loyalty-program/  [Accessed 08/03/2023].
Marriott Hotels & Resorts, (2023). Marriott Hotels & Resorts on Instagram: "The stunning lobby at @mhmarquiswdc welcomes you with a sun-filled white marble Atrium and custom 55-foot sculpture. The downtown…". [Online] instagram.com. Available at: https://www.instagram.com/p/CpViJtWM_mU/  [Accessed 08/03/2023].
NetBase Quid (2022). Hotels Social Media Benchmarks |. [Online] https://www.rivaliq.com/live-benchmarks/hotels/ [Accessed 06/12/2022]. 
Pearson, P. (2015). Five Star Service: How to Deliver Exceptional Customer Service. [Online]Available at: https://ebookcentral.proquest.com/lib/trinity/detail.action?docID=5174530&pq-origsite=primo# [Accessed 15/02 /2023].
The Ritz-Carlton, (2023). The Ritz-Carlton on Instagram: "Trace paths above the blue to idyllic island destinations at The Ritz-Carlton #Maldives, Fari Islands.". [Online] instagram.com. Available at: https://www.instagram.com/p/CpeECvHs6o5/  [Accessed 08/03/2023].
The Ritz-Carlton, (2023). The Ritz-Carlton Hotel Company – Posts | Facebook. [Online] facebook.com. Available at: https://www.facebook.com/74638360984/posts/10160168606770985/  [Accessed 08/03/2023].


 













2 | Page

	
	

	
	2



image1.jpg
’ Marriott Hotels
0 Amanresorts

G

Steamboat

Travel Brands in This Social Landscape

oY

oY

oY

Ritz-Carlton

Fairmont

Kiawah Island
Golf Resort

QY

Oy

Oy

° Iberostar
o Paradores

@@ Broadmoor

Oy

oY

[ {HCR 4




