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Executive summary
This report says hotels should prioritise staff training and development to ensure that employees are equipped with the necessary skills and knowledge to provide exceptional customer service. Regular performance evaluations and feedback sessions can help identify areas for improvement and ensure that staff members are continuously improving. Hotels can also focus on sustainability and environmentally friendly practices to appeal to eco-conscious consumers. This can include initiatives such as reducing energy consumption, recycling and using sustainable materials in hotel operations. In terms of innovation, hotels can leverage technology to enhance the guest experience. This can include mobile apps for check-in and room service, keyless room entry, and in-room entertainment systems. It's also important for hotels to stay up-to-date with emerging technologies and explore ways to incorporate them into their operations. Overall, hotels must continuously adapt and evolve to meet the changing needs and preferences of their guests. By prioritising customer satisfaction, innovation, sustainability, and staff development, hotels can remain competitive and thrive in the hospitality sector.
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[bookmark: _heading=h.gjdgxs]Introduction
[bookmark: _heading=h.30j0zll]The hospitality industry is a highly competitive arena, where hotels must continuously strive to elevate their standards, maintain their reputation, and foster customer loyalty. In order to provide guests with an exceptional and unforgettable experience, hotels must focus on delivering top-notch service, ensuring high levels of guest satisfaction, and embracing innovation (Boopa, 2023). Moreover, by staying up-to-date with market trends and implementing a robust recovery strategy, hotels can stay ahead of the game and foster strong customer relationships.

[bookmark: _heading=h.1fob9te]What could accommodations do to raise their standards?
Hotels can enhance their standards by implementing several key strategies, including providing exceptional customer service, investing in state-of-the-art facilities and amenities, prioritizing sustainable practices, and focusing on creating personalized experiences for each guest (Faek, 2022).
Customer service plays a crucial role in creating a memorable experience for hotel guests. Hotels can achieve this by offering regular training programs to their staff to ensure that they are equipped to provide top-quality service. Additionally, hotel employees should be knowledgeable about the hotel's services, local attractions, and nearby destinations to assist guests with their queries and requests.
Modern amenities and facilities are also vital for hotel guests. Hotels should offer contemporary amenities such as interactive televisions, high-speed internet, and smart room controls. In addition to providing comfortable bedding and furniture, hotels should invest in high-quality toiletries and bathroom accessories. Hotels can also improve their standards by adopting sustainable and environmentally friendly practices, such as reducing electricity and water consumption (Bauka, 2022).
Furthermore, hotels can stand out by providing each guest with a customised experience. Personalised services such as welcome gifts, unique room amenities, and tailored recommendations based on guest preferences are highly valued by customers. By implementing these strategies, hotels can elevate their standards, exceed guest expectations, and foster strong customer loyalty (Liu et al., 2022).
[bookmark: _heading=h.3znysh7]Do all hotel brands have the same standards? If not, how may consistency be increased here?
Different hotel brands adhere to different criteria, and consistency is crucial to maintaining the brand's reputation and customer loyalty. To achieve consistency in hotel standards, it is essential to establish clear brand guidelines, provide training and resources to ensure that those standards are met, and regularly review and update those standards to meet changing industry and guest expectations (Katerina, 2022).
The first step to enhancing consistency in hotel standards is to establish explicit brand guidelines. Hotels should specify their brand criteria, including service quality, cleanliness, safety standards, and the overall quality of accommodations. Every hotel staff member should be made aware of these guidelines to ensure that they know what is expected of them (Casidy et al., 2018).
Hotels must also provide resources and training to guarantee consistency. Proper training for hotel employees is crucial to maintaining the brand's standards. Training should cover customer service, cleaning and maintenance techniques, and other aspects of hotel operations. Hotels can also provide employees with resources such as training materials, Standard Operating Procedures (SOPs), and checklists to help them meet the established standards.
[bookmark: _heading=h.2et92p0]How can hotels reward repeat business?
Hotels can promote loyalty among their customers by adopting various strategies such as establishing rewards programs, offering individualised service, creating a memorable guest experience, and asking for and addressing customer feedback (Munjal and Munjal, 2017).
Rewards programs can be an effective tool for encouraging customer loyalty. Hotels can offer loyalty programs that award guests with points or benefits for each stay or specific actions, such as recommending the hotel to others. These initiatives can incentivize guests to continue using the hotel's services (Bernazzani, 2022).
Providing individualised service is also essential in promoting loyalty. When hotel staff remembers a guest's name, preferences, and needs, it can go a long way in building a lasting relationship with the guest. By offering personalised room amenities, welcome gifts, and recommendations based on the guest's interests, hotels can enhance the guest experience and foster loyalty.
Another strategy to promote loyalty is to provide a memorable guest experience. Hotels can achieve this by offering unique experiences that guests will cherish long after their stay. This can include providing access to exclusive features, planning events or excursions, or presenting unique food options (Gtami, 2023).
Requesting and addressing customer feedback is also crucial in promoting loyalty. Hotels should actively seek feedback from guests and address any concerns or suggestions they may have. This can demonstrate to guests that the hotel values their feedback and is committed to providing high-quality services.
[bookmark: _heading=h.tyjcwt]Could hotels do anything different to manage their reputation, considering social media and the impact of unfavourable reviews?
In addition, hotels should strive to exceed guest expectations by providing exceptional service and unique experiences. Going above and beyond what is expected of them can create a positive impression on guests and lead to positive reviews and recommendations (Abbaf, 2023). Hotels can also showcase their commitment to excellence by displaying industry certifications and awards, such as those for sustainability or customer service.
Overall, a hotel's reputation is critical to its success, and hotels must take proactive steps to manage it. By engaging with customers on social media, addressing negative feedback, and striving to provide exceptional service, hotels can build a positive reputation and cultivate repeat business.
[bookmark: _heading=h.3dy6vkm]How would you advise hotels to respond to current market trends?
In addition to the trends mentioned above, there are several other market trends that hotels should keep in mind while designing their services and amenities (Bwaho, 2023):
· Contactless Technology: Due to the ongoing COVID-19 pandemic, many guests prefer contactless check-in, ordering, and payment options. Hotels should adopt contactless technologies like mobile check-in and keyless entry to improve guest safety and satisfaction.
· Work from Hotel: With more people working remotely, many hotels are now offering work-from-hotel packages that include high-speed internet, private workspaces, and business services.
· Health and Safety: In light of the pandemic, guests are also more concerned about the cleanliness and safety of hotel environments. Hotels should implement enhanced cleaning protocols and display their efforts to reassure guests about their health and safety.
· Sustainable Practices: Sustainable practices like reducing plastic waste, conserving energy and water, and using local and organic ingredients are gaining popularity among environmentally-conscious guests. Hotels can attract and retain these guests by incorporating sustainable practices into their operations.
[bookmark: _heading=h.1t3h5sf]What challenges do certain businesses face? How are they going to make up for this?
Additionally, businesses can overcome challenges by investing in technology to improve efficiency and enhance the guest experience. For instance, implementing online booking systems, mobile check-in, and digital room keys can reduce wait times and provide convenience for guests. Technology can also help businesses collect and analyse guest data, enabling them to personalise guest experiences and tailor their services to meet the needs and preferences of their guests (Ammoa, 2020).
Furthermore, businesses can overcome challenges by fostering a positive work culture and investing in employee training and development. Happy employees are more likely to provide excellent customer service and stay with the company for a longer period. Investing in employee training and development can also improve employee satisfaction and lead to higher-quality service (Waddock, 2020).
Finally, businesses can overcome challenges by engaging in sustainable practices and being socially responsible. This can include reducing waste, conserving energy and water, and supporting local communities. Engaging in sustainable practices and being socially responsible can enhance the company's reputation and appeal to customers who value environmental and social responsibility.
[bookmark: _heading=h.4d34og8]Recovery  
When it comes to providing excellent customer service, businesses need to have a recovery strategy in place to address any mistakes or errors that may occur during a guest's stay. Even with the best intentions, it's inevitable that there will be times when a customer is dissatisfied with their experience.
To ensure that these errors don't lead to a negative perception of the hotel, businesses must be quick to admit fault and take responsibility for any issues that arise. This can involve offering an apology to the guest, expressing regret for any inconvenience caused, and offering a remedy or compensation to make things right.
Once a remedy or compensation has been offered, businesses need to follow up with the guest to ensure that the matter has been fully resolved to their satisfaction. This demonstrates that the hotel takes customer feedback seriously and is committed to providing a high level of service (Duak, 2022).
The successful implementation of a recovery strategy can have a significant impact on a guest's perception of the hotel and their willingness to visit again in the future. By addressing errors quickly and effectively, businesses can show their dedication to providing an exceptional guest experience and gain the trust and loyalty of their customers. 


[bookmark: _heading=h.2s8eyo1]Conclusion
[bookmark: _heading=h.17dp8vu]To ensure a great visitor experience, businesses must implement a recovery strategy to address customer service errors. A successful recovery can significantly impact a guest's opinion of the hotel and build trust with customers. Along with recovery plans, hotels must manage their reputation by interacting with customers on social media, responding to negative reviews, and preventing negative experiences. Prioritising repeat business is also important by providing personalised service, and loyalty programs, and adapting to changing trends (Coope, 2016). 

[bookmark: _heading=h.3rdcrjn]Recommendations
[bookmark: _heading=h.26in1rg]By taking a proactive approach to addressing challenges, hotels can stay competitive and continue to attract and retain customers. This can include implementing cost-cutting measures, streamlining processes, and adapting to changing customer preferences and trends. Additionally, hotels must prioritize their reputation management through social media engagement, promptly responding to negative reviews, and implementing procedures to prevent negative experiences from happening in the first place. Finally, having a solid recovery plan for errors can help turn a negative experience into a positive one, demonstrating the hotel's commitment to providing a high level of service and building trust with customers.
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