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The modern hospitality industry has become increasingly competitive. To survive in the industry hotels, need to put major emphasis on three factors, which are: hotel standards, reputation management, and customer loyalty. The paper discusses essential findings on these topics.
Hotel standards refer to the norms and criteria that hotel establishments use to ensure a consistent experience in both physical and operational aspects, such as room comfort and cleanliness, staff competence, and general hotel ambiance.
Hotel reputation management involves monitoring and influencing how guests and potential customers view a hotel by optimizing its online presence through review sites, social media, and search engine optimization. 
Customer loyalty is when a customer repeatedly uses a particular brand or business. Hotels can offer rewards such as free nights, room upgrades, and special access to amenities to encourage customer loyalty. 
Lastly, the paper discusses the recent obstacles such as changing nature of consumer demands, economic and global crisis, and too many competitors the industry is facing Also the paper makes some recommendations as well. The suggestion includes embracing technology, focusing on sustainability, focusing on health and wellness, and offering to new customer segments.
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In recent years, hospitality service has become incredibly competitive, which bought the focus on providing exceptional guest service as the key factor to any business’s success. Exceptional guest service is provided by focusing on three main areas: current market standard, the reputation of the organization, and finally customer loyalty (Schuckert, Liu and Law, 2018). The hospitality industry has always valued standards, and the importance of upholding these standards has only grown in recent years. Online reviews and social media now play a significant role in shaping consumer perception, making reputation management a critical component of hotel operations. Moreover, hotels must place a high priority on customer loyalty because repeat business is the secret to long-term success. Strong relationships and preserving a competitive edge in the market depend on being aware of and accommodating the needs of devoted customers (Line and Runyan, 2019). This paper will discuss these topics in detail.


The hospitality industry is becoming increasingly competitive as tourism is becoming increasingly popular worldwide. However, a company needs to focus on three crucial elements to succeed in this industry. The following section will contain an in-depth discussion of these focus areas.


[bookmark: _Toc129726185]Hotel Standards
In the hospitality industry the term, hotel standards usually translate to guideline and criteria that a hotel customer can expect during the time of their stay. The standard entails both physical standards and operational standards. For example, the cleanliness and comfort of the rooms, the standard of the amenities and facilities, the competence and friendliness of the staff, as well as the overall ambiance of the hotel are all covered by the hotel's standards of Hilton Worldwide (N. Torres and Kline, 2020). So, depending on the two mentioned attributes, the hotel standards different hotel offers vary significantly.  Industry associations, regulatory bodies, or individual hotel companies set and enforce hotel standards. The hotel standard can also be used for accreditation, ratings, or awards (Vine, 2021).
[bookmark: _Toc129726186]Purpose of brand standard consistency
Brand standard consistency exists to ensure that guests have a consistent level of guest service experience across all properties within a hotel brand or chain. Based on the hotel’s brand's marketing and advertising, or their prior experience, guests have certain expectations when they choose a specific hotel brand. And hotel standards that are consistent help to meet and exceed these expectations and demand, which in turn fosters customer loyalty and trust (Bengtsson, Bardhi and Venkatraman, 2020).
However, brand standards are not constant across the industry. Different hotels and resorts follow different types of standards, which are designed to attract their target customer, market location, and their brand identity.  For example, a luxury hotel such as Radisson Blu may require more amenities, such as a spa, upscale dining options, and deluxe bedding, whereas a budget hotel such as Motel 6 might concentrate on offering the basics, such as clean and comfortable rooms, free Wi-Fi, and a continental breakfast (Jeong et al., 2022).
[bookmark: _Toc129726187]Reputation Management
One of a hotelier’s most crucial responsibilities is managing the establishment’s reputation. Monitoring and influencing how guests and potential customers view your hotel are the main objectives of hotel reputation management. It is part of monitoring review sites, posting and interacting on social media, optimizing your website for search, and ensuring a positive brand image across various media platforms it. A hotel must be effective when managing its reputation (Helm et al., 2021). 
A hotel can use contemporary guest service strategies to manage its reputation effectively. Firstly, the hotel can actively participate in social media and social media promotion as this has become the major medium to reach customer. Secondly, a hotel should try to engage with the customer in real time during their stay to garner feedback. The hotel should ensure a good online presence through a different tourism-related website and search engine optimization. In summary, digital marketing endeavors should be a primary focus for reputation management (Bagdan, 2017). Positive reviews could result from this work, improving the hotel’s reputation and influencing a potential guest’s decision to book a stay. Positive reviews can also improve a hotel’s visibility and credibility, increasing bookings and revenue. 93% of people use online reviews to choose which hotel to book, claims TripAdvisor. 53% of respondents to the same survey claim they will not book a hotel without online reviews. You are passing up a chance to win over a sizable portion of your audience without concentrating on getting positive reviews. On the contrary, negative reviews will negatively influence the reputation of the hotel and will discourage potential customers from booking a stay (Zhang et al., 2019).
Negative reviews can significantly hurt a hotel’s reputation among potential and existing customers. Findings show that negative reviews on popular tourism guide websites such as TripAdvisor opt the new customer to make their booking elsewhere, and it can make the existing customer feel that their concern is not being addressed by the hotel authority appropriately, which can make they less likely to make a repeat visit to the hotel in the future. The situation hurts the overall number of customers (Xie, Zhang, and Zhang, 2018). 
[bookmark: _Toc129726188]Customer Loyalty
When a person gives repeat business to a brand or business, that is known as customer loyalty. In other words, a company, place, or program has loyal customers when they opt for it over rival offerings. Moreover, when business takes the initiative to reward their customer for their loyalty, the initiatives are called customer loyalty program. Customer loyalty programs aid in both attracting new customers and keeping current ones. The same holds for hotels as well. Free nights, room upgrades, special access to hotel amenities, and discounts on subsequent stays are benefits of a hotel’s customer loyalty program. Hotels can encourage visitors to return and forge enduring relationships with their brand by providing these incentives (Kandampully and Suhartanto, 2019). 
[bookmark: _Toc129726189]Using guest service strategies to enhance customer loyalty 
Guest service strategies are used to increase the understanding of customers’ needs and measure their satisfaction. The strategies provide a guideline about how a hotel should improve its customer loyalty program. Hotels can adhere to the following best practices to develop and maintain customer loyalty through loyalty programs:
Easy onboarding system: It should be simple to join the loyalty program through a quick online registration process or at the front desk when checking in. 
Offering Relevant and customized rewards: Hotels ought to provide relevant and unique rewards. For instance, to entice guests to make direct reservations, the hotel should know their preferences and needs and offer relevant rewards, such as free nights or room upgrades. For example, by adjusting offers and rewards to specific guest preferences and past behavior, Hilton hotel and resort personalize the guest experience and helps guests feel valued and appreciated (McCall and McMahon, 2016.).
Building a relationship on a personal level with the guest: To make the guest feel at home during their stay, the hotel should try to develop a personal relationship with them. Additionally, this will give the visitor a sense of intimacy with the hotel, which may encourage return business. Additionally, the process entails constructively listening to their reviews and feedback.
Effective Communication: The customer should be effectively informed of the advantages and rewards of the hotel’s customer loyalty program. Such as, Westin Hotel communicate with guests through a variety of platforms, including email, social media, and mobile apps, to inform them of special deals and benefits (Lee, Barker, and Kandampully, 2022).
Services like customer loyalty programs enable customer empowerment. This makes the customer feel more valued and remain loyal to the hotel.

In conclusion, in the competitive hospitality industry, the hotel’s success depends on three main factors: hotel standards, reputation management, and customer loyalty. Firstly, hotels should maintain consistent standards of service and amenities that will ensure a positive experience for the customer. While doing so, hotels should use various guest service strategies to increase the quality of their services. Also, the hotel should manage its reputation very effectively as it helps retain the existing customer and helps gain more customers. 

The hospitality industry changed significantly over the years. The industry is facing numerous challenges. 
1. Changing nature of the consumer demands: In recent years, one of the major challenges the already established players in the market are facing is that customer demands are shifting towards new things, such as more and more people opting to choose a facility focused on wellness and health.
2. Economic and global crisis: The recent COVID-19 pandemic seriously hit the hospitality industry, which put major restrictions on tourism and traveling. Also, this created an economic crisis, negatively influencing the industry’s profitability in general (Boone et al., 2021).
3. Too many competitors: Another major obstacle in this industry is too much competition in the market, and it is not easy to stand out and offer value for money to the customer.
4. Modern Technology: The recent advancement of technology has rendered the old business model that failed to account for the recent changes in the industry. This forces hotels to invest constantly in modern technologies (Ribaric, 2021).
To overcome these obstacles, the following are given some examples that a hotel can follow. Hotels should adapt to the modern changing nature of the industry. For example, they should embrace modern technology to improve customer experience. For example, online booking, mobile check-in, check-out, contactless payment, and high-speed internet (Lam et al., 2020). Apps and website that provides modern facilities, such as personalizing the experience to their own needs. Also, hotels need to keep up with the recent industry trends, such as making the whole facility and services more eco-friendly and offering more focused services on health and wellness, such as spas and fitness centers. Also, the hotel should cater to Gen Z’s and millennials’ needs as they are becoming one of the most significant customer segments in the recent market (Hwang et al., 2021). 
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