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[bookmark: _Toc135288406]Executive summary 
In recent years, the hotel and restaurant industries have been very competitive and managers must maintain their reputations effectively. Managing deputation is a very difficult task because there are different kinds of customers who have different expectations. In the competitive business world, hotel business leaders are highly focused on effective guest review management which is beneficial for increasing the level of reputation. To read the minds of the customers, various reviews of the guests can play a significant role. Negative reviews of the customers never bring any positive results and because of this, the responsible authorities of any hotel company should be conscious of this significant thing. This paper will mainly focus on some proven ways by which hotels can manage their reputation effectively. This paper will also focus on the significance of guest review management and the impact of negative reviews.
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[bookmark: _Toc135288407]Introduction 
Managing the reputation of the hotel is very important in the competitive hospitality industry to attract more customers. To maintain a positive reputation, the responsible authorities of hotel companies need to manage guest reviews. For doing the task, addressing different problems and responding to feedback are very crucial. There is a significant negative impact of negative reviews. If there is any negative review then the reputation of the hotel business can be decreased. By professionally handling this, hotel companies can solve all the problems and get more success. 
[bookmark: _Toc135288408]Reputation Management 
[bookmark: _Toc135288409]Ways hotels can manage their reputation effectively 
Managing reputation is a very difficult task for any company, especially for hotel companies. To increase customer loyalty and attract new customers to the hotel, managing a hotel's reputation is very significant and because of this, every responsible individual must concentrate on this significant thing (Lai, 2019). Different hotels can manage their reputations by following several strategies. To do the task, the responsible authorities should concentrate on monitoring online reviews which have gained great importance in recent years (Foroudi, 2019). Different online platforms need to be used and should be monitored. The responsible authorities must respond to positive and negative reviews so that they can read the minds of the customers (Park et al., 2020). They also should give thanks for providing feedback to their customers. Hotels can use different platforms including Google Reviews, Yelp, and Trip Advisor to manage their reputation successfully. 
Hotel companies must encourage feedback to manage their reputations. With the help of this, the higher authority of any hotel can identify the areas for improvement and make some positive changes. After identifying the areas for improvement, the employees must focus on working accordingly. In recent years, hotel companies have implemented different crucial strategies, and encouraging feedback from customers is one of them (Li et al., 2021).
To maintain the reputation of the hotel company, the main focus should be providing the best services to the customers (Perez-Aranda et al., 2019). If the customers get the best services they can, the reputation will be automatically maintained. Famous hotels all over the world including The Balmorals, The Savoy, and so on always try to provide the best services to their customers and because of this, new customers are added. The responsible authority of both hotels tries to manage online reviews in time to increase their reputation. Reputation cannot be increased if there are no quality services inside the hotels (Murphy et al., 2019). Exceptional customer service is necessary to increase the level of reputation.
In recent years, managing the reputation of any hotel company has been very complex but this task needs to be done to be more competitive in the marketplace. To enhance reputation, the manager of any hotel should focus on responding to the complaints of the customers. If the employees and higher authorities of any hotel respond properly to the complaints then new customers will be attracted more (Liu et al., 2020). Along with this, with the help of this, reputation will be increased notably. It is the responsibility of every employee of a hotel to identify all the complaints of the guests and try to solve all the problems as soon as possible. If there is any inconvenience things then they should ask a pardon from the guests so that the guests things that there is great hospitality (Rather & Cammilleri, 2019).
Furthermore, it is the responsibility of every hotel manager to invest in quality facilities so that the guests can get the best services. The hotel managers must ensure their facilities are well-maintained which is necessary to maintain reputation. Different facilities and opportunities should be updated so that the hotel can keep pace with other competitors. To maintain and gather more reputation, hotel companies can use different social media platforms which can be one of the most significant strategies (Irbo & Mohammed, 2020). To execute any critical things timely, social media can play an effective role. To promote special offers of the hotel, there is no alternative to using different kinds of social media. To manage the reputation of the hotel effectively, the responsible authorities should engage with their guests. By performing all the mentioned tasks, hotels can manage their reputation effectively.
[bookmark: _Toc135288410]The importance of effective guest review management
To achieve more success, effective guest review management is very important and because of this, hotel managers must highly concentrate on this significant thing. Hotel managers can get valuable feedback from their guests with the help of customer feedback. The service of the hotel and the amenities can be known properly whether it is effective or not for the guests after receiving feedback from the customers (Esfahani & Bulent Ozturk, 2019). To know the areas for improvement, effective guest review management can play a big role. To meet the expectations of the customers, there is no alternative to effective guest review management. 
To manage the reputation of the hotel, the guest review can play an effective role. If there are good and positive reviews from the customers then new customers will be more attracted to the hotel (Bi et al., 2020). If the number of negative reviews is increased then the reputation of the hotel will be decreased. Providing the best customer service is the aim of any hotel company and because of this, the responsible authority should focus on this thing. 
Promoting the services of the hotel is very important although this task has been very complex and tough for the hotel managers in recent years. If any hotel wants to promote their services and amenities then effective guest reviews management can play a big role for them. Positive reviews from guests always encourage hotel companies to be more innovative (Ray et al., 2021). 
To be more competitive in the marketplace, competitor analysis is very important. For the task, guest reviews are very crucial for hotel companies. The responsible authorities can make positive changes inside their hotel after analyzing the reviews of the customers. To identify the areas for improvement and stay competitive in the marketplace, guest reviews are very effective. 
To increase guest loyalty, there is no alternative to effective guest review management. To achieve more success in the hotel sector, increasing guest loyalty is compulsory. So, in the end, it can be easily said that effective guest reviews management is very crucial for hotel companies by which they can achieve more success.
[bookmark: _Toc135288411]The impact of negative reviews
For the hotel business, different negative reviews have a significant impact which can damage the reputation of the hotel. In recent years, there have been various review platforms including Trip Advisor, Google, and so on (Alrawadieh & Law, 2019). By using all these platforms, customers deliver their reviews to the authorities. If there are several negative reviews then the reputation of the hotel is damaged. The credibility among current guests can be decreased because of negative reviews. Negative reviews are the main cause of decreased booking which is not expected by any hotel company (El-Said, 2020). If there is a large number of negative feedback from the hotel, then the potential customers try to go elsewhere. Because of this, the expected revenue cannot be earned by the hotel authorities. 
Negative reviews of the customers have a great impact on attracting new customers which is not good for hotel companies. Attracting new employees is very important for the development of any hotel company but if there are any negative reviews then it is very difficult to attract new customers and employees (Sen & Bhattacharya, 2019). To achieve more success, having employee morale is necessary. If there are any negative reviews from the customers then employee morale can be decreased.
[bookmark: _Toc135288412]Conclusion 
In the end, it can be easily concluded that to attract new guests and increase reputation, good guest review management can play a big role. For the development of different Hotel companies, the responsible authorities must focus on effective guest review management. Different positive guest reviews need to be enhanced to increase the reputation of hotel companies. Negative guest reviews cannot bring any positive results and because of this, every responsible person needs to be conscious of this thing. Hotels can improve their reputations, by implementing various guest review management strategies.
[bookmark: _Toc135288413]Recommendations 
To manage reputation effectively, hotel companies need to do different crucial things including monitoring online reviews, encouraging feedback from the guests, responding to the complaints of the customers, focusing on providing the best services to the customers, investing in quality facilities, using social media properly, and so on. Every hotel must focus on effective guest reviews management which is beneficial for any company. Any negative reviews have some bad impacts and because of this, hotels should concentrate on this thing.
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