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[bookmark: _Toc129355290]Executive Summary
Since long years, hotels are contributing a lot in building the world’s history by connecting people from various regions. Just capitalizing the matter “Hospitality” Hotel Industry is increasingly becoming one of the magnificent business models around the globe. Inns and staging areas were constructed as rest areas for travelers during the Middle Ages, while abbeys and cloisters also provided locations for weary travelers to stay the night. (Tourism teacher, 2020). This report details the requirements of various trends hotel industry should be aware of to excel in this era. Some of the top hospitality trends that businesses should be aware of include, Automation is becoming increasingly popular in hospitality, with robotic staff being used to improve customer service and streamline processes. Customers are looking for more personalized experiences when they visit hotels or restaurants, so businesses need to consider how they can tailor their services to meet individual needs. With the rise of mobile phones and apps, customers expect a seamless experience across all platforms – from booking rooms online to ordering food on their smartphones. Environmental sustainability is becoming an important factor for many customers when choosing where to stay or eat out, so businesses should strive to reduce waste and implement eco-friendly practices whenever possible. Lastly, the social media has become an integral part of the hospitality industry, allowing businesses to connect with their customers in real time and build relationships through engaging content. This age is well-known as the extreme age of Technology. The vast industry of hotels should also be brought under the light of technology. Technology can be attached with all types of interactions with consumers, receiving feedback providing with smart services, give customer the feel of a smart home. Overall, in this age, reaching the pinnacle position is not easy. Improving and applying sustainable marketing strategies can be the best way for hotels.







[bookmark: _Toc129355291]Introduction
The hotel industry relies on providing temporary accommodations, usually for travelers or tourists. The industry includes a variety of accommodation types, such as luxury hotels, resorts, motels, bed and breakfasts, and hostels. The hotel industry plays an important role in the global economy and society in several ways:
1. Job creation
2. Economic growth
3. Hospitality and tourism
4. Social impact
5. Branding and reputation

[bookmark: _Toc129355292]Reputation Management:
According to kayako Survey, It is found that live chat is allegedly used by approximately 79% of businesses to increase sales, revenue, and client loyalty. According to the same study, more than 40% of visitors preferred live chat to other kinds of customer service.
But speed isn't everything. Customers claim that if slower support equalled better assistance, they would choose it 95% of the time. Consumers do value quick responses, but it's more important to respond appropriately.
(Jain, 2022). Reputation Management is interrelated to the overall status of a hotel. The mentionable reasons behind the top, Multinational Hotels around the globe are significantly their reputation management. For appearing at the top, they regulated and strengthen each and every step of Reputation Management. More than 90% of business representatives rated online traveler reviews, repeat business, and an increase in direct bookings as the three most crucial components to their company's future, according to TripAdvisor. (Came, n.d.).”

1. Reviews: Nowadays, Reviews play a vital role to motivate a tourist to fix the decision for his expected tour! 81% will read reviews before choosing a place to stay. According to TripAdvisor, 72% of respondents read before deciding where to stay, eat, or what to do, read reviews about the location.
2. According to other research, 79 percent of online travelers read between 6 and 12 reviews before making a booking decision. These key statistics demonstrate that review is now an essential element in every customer's buying process (Huynh, 2020).
3. Branding: Through a very simple or trifling way, branding can be done for a             Hotel. For example, many hotels or inns serve a drink to their consumers at their entry to the hotel. This help to generates the attraction of the consumer instantly. When a brand is recognized and trusted to the point where the customer recognizes it and feels a deep psychological bond with it, this is known as brand equity.
4. Customer-oriented Service: After checking in to the hotel, the service provided to consumer must be satisfied, flawless. And this matter should be supervised by the managing department with iron hand. Because, a customer is enough to cause great loss to the reputation of a hotel after receiving bad or unsatisfied behaviour.
5. Online awareness: Buyers nowadays have access to a wealth of information. Consumers can make decisions with the help of reviews, guides, and walk-through videos. Everyone is now constantly reviewing. Booking.com, TripAdvisor, and Yelp have made it simple to rate your most recent night's stay. And these reviews are an essential component of the purchase. So, being aware of hotel’s reputation online is very important and mandatory for any type of hotel brand (Whatman, 2017).
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For easy concept, Hotel standard means all types of management of a hotel.  It includes the standard and level of quality at which Manager or its Affiliates provided Management Services to the Hotel, as well as similar services to other properties operated or managed by Manager or its Affiliates during the Lookback Period (Law Insider, n.d.). The Hotel Marble City is consists of all these amenities in all their standard rooms.
There are various hotel standards that hotels can use as a benchmark for their operations, including:
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Customer loyalty is very essential for hotel industry. Sufficient customer’s loyalty is a great measure for hotels progress. These help to increase organic profits. They play vital role in term of hotel’s indirect marketing and publicity.
 Let’s check why customer loyalty is important:
1. Customers who return spend more than new customers. They have a much higher average order value, which increases with the length of time they have done business with a brand. 
2. Customer loyalty leads to higher conversion rates. Existing customers convert at a much higher rate than new customers. A loyal customer's conversion rate is 60% to 70%, while a new customer's conversion rate is 5% to 20%.
3. It increases profits. Brands must cultivate customer loyalty in order to increase profits. When customer retention rates are increased by 5%, business profits increase by 25% to 95%.
4. Keeping an old client is less expensive than acquiring a new one. It is less expensive to keep an existing customer than to acquire a new one. (Send Pulse, 2020). 
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As per the data published by Statista, according to American Customer Satisfaction Index (ACSI) 2022, The Marriot Hotel Company scored 78 out of 100 and reached the pinnacle position. The Hilton Hotel & resort earned the second position scoring 76 out of 100 (Statista, 2022). Though there is a slight difference of score between these two brands but there are similarities of services and it’s standard they provide to consumers like ensuring customer’s satisfaction, providing with sustainable services. Strategic marketing components. 
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The reviews from the guests can be both negative or positive but the hotel may use it in strategic way. From negative review, the hotel can find out the flaws and improve and from positive reviews they get motivation and rhythm to develop more. It is pretty apparent that individuals are more inclined to book a hotel room with a high rating. People are less likely to want to stay in your hotel if there are no or negative hotel reviews. It's also critical to collect feedback from your hotel staff so that you can reflect on and improve your guests' experiences in the future. So, whether they're making reference to Google or Expedia, make certain that your hotel has a strong online presence. (Jeffery, n.d.). 
Clients believe online reviews and review managing software is one of the most powerful and useful tools that can assist them with:
1. Increasing credibility
2. enhancing leads (increase revenue and profit)
3. Saving expenditure on traditional marketing system such as paid advertisements 
4. Speaking to the customer
5. operating market research (petts, 2022)


The impact of negative reviews: Customers are the source of success for all types of Businesses. Again, a customer is enough to make irrevocable loss to an emerging industry. And hotel business is none an exception. Customer’s review and their negativity can cause devastating loss to Hotel’s status. A study of fashion purchases from the e-commerce promotional tool Yotpo discovered that the majority of the negative reviews (1.3 million in this case) contained the words "disappointed" or "disappointment." In fact, those conditions were noted 20,000 times, while the word "bad" appeared only 7,500 times in the negative reviews. (Reputation X, 2021). 94% of consumers skip a company with bad rating, as per Forbes (McCambridge, 2019).

[bookmark: _Toc129355297]The way hotels can build, retain customer’s loyalty and its purpose:
According to the system and infra-structure of Hotel Industry, Customer Loyalty is a very important asset for the Hotel’s authority. Customer Loyalty means the regular preference of a customer to a hotel. Customer Loyalty helps a hotel to gain organic profit. According to the modern system of Hotel Business, management can set up some marketing strategies that can be classified into types of Customer Loyalty. 
1. Points Programs: With the help of points program, a client pays money up front in exchange for future benefits. Points programs can be effective at attracting a large number of guests, but when it comes to increasing interaction, the valuation and distinctions factors are frequently low.
2. Tiered Loyalty Programs: Tiered loyalty programs are excellent for increasing member involvement because they give guests the impression that they have decided to enter a more unique program. When it comes to traditional non-tiered point programs, all guests or customers receive the same thing. It becomes a status symbol with tiered loyalty programs. 
3. Premium Loyalty Programs: Premium loyalty programs are ideal for greater hospitality businesses that want to boost customer loyalty. These programs are premium, which means that members must pay a fee up front in order to receive immediate benefits. (Frank DePino, 2022) . 
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1. Variation in technology: Technological advancements are affecting every aspect segment of our life. There was a time when guests had to wait for days or even hours for responses to their inquiries.
2. Excellent service: Each guests expects outstanding customer service, but today's hotel owners must go above and beyond by being excellent instead of just nice. The quality of service provided by a hotel is measured. To succeed, highly skilled and observant staff, a personalized service, respect, as well as the ability to make a guest's stay as comfy and relaxing as possible are all essential.
3. Online reputation Challenge: Before booking a hotel room, today's web visitors research the firm's image first. However, another significant challenge that hotels frequently face is preserving an online reputation. Creating a long-lasting website, as well as ensuring its security, is a huge task. (Top hotel management college in Hyderabad, 2021).
4.  Sustainability: In the competitive field of hotel business, sustainability is a must. The World Tourism Organization, in fact, is deeply dedicated to environmentally friendly tourism. Smart hoteliers understand that business ethics programs can help them gain customers and trust while also benefiting employees, the environment, and their bottom line. 
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The recommendations for the hotel industry are to first and foremost ensure that the guests have a great experience by investing in quality products and services, from the food serve to the amenities hotel offer. Additionally, make sure the staff is properly trained on customer service and product knowledge. Secondly, proactively monitor online reviews and respond promptly to any negative feedback about the hotel. Encourage satisfied customers to leave positive comments on review sites like TripAdvisor or Yelp! hotels can also use social media platforms such as Facebook or Twitter to engage with potential customers who may be interested in booking a stay at the hotel. Offer loyalty programs for repeat customers such as discounts on bookings or special offers exclusive to loyalty program members. Also consider offering rewards points that can be used towards future bookings, free upgrades, complimentary Wi-Fi access, etc., which will encourage customers to return again and again! 
Personalized services win hearts. Make sure each guest feels valued by personalizing their experience based on their preferences and needs—this could include anything from providing them with an upgraded room upon arrival or delivering personalized welcome gifts during check-in/checkout process. This shows that hotel care about them as individuals rather than just another source of revenue for the business. Take advantage of technology available today by implementing systems like automated check-in/checkout processes, online booking engines, mobile apps, etc. These tools allow guests more convenience while also helping streamline operations within the organization – resulting in improved efficiency.
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To conclude hotel industry is fast pacing industry by keeping all departments and marketing in-check hotels can survive the everlasting change in trends. Hotels should focus on providing high-quality customer service and creating a positive guest experience to build loyalty. Hotel managers should use reputation management tools to track reviews, address negative feedback, and generate positive reviews from guests in order to improve their online presence and attract new customers. Hotel staff should be trained on how to properly interact with customers in order to ensure that they are providing the best possible experience for each individual guest. Hotels should offer rewards programs or discounts for repeat customers in order to encourage them to stay at the same property multiple times over time and create long-term loyalty relationships with them.  
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