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• Introduction



Let look on hotel standard  and how to work with reputations of customers. How is important and how to responds. Start with definition  of hotel standars. What reputation management can bring to hospitality. Building of customer loyalty. What is different between hotels.  What can make reputation of management. Show some tips how to effective do on this situation. Look on importance of review for hospitality. Principles of how to respond on negative reviews. Definition of Loyalty customers and purpose of them. Make some recommend of rewards importance of customers.






















Hotel standards, reputation management, building and retaining customer loyalty


Hotel opens doors for the guests who arrived from old the world. Hospitality industry try to keep promised of brand service, design for provide good customer experience of the brand anywhere on the world. Successful industry process develops, innovate, execute and audited brand standard of the hotels. 
Brand mean must have concise and clear standards of each user of brand is responsible bring uniform, consistent guest experience.
1.Standards of hotels
 Is look to be simple come to hotel there is bed, shower, clean towel, breakfast somewhere swimming pool or 24 hour room service. You can’t fine everything on all hotels. There is some category for more easy to fine for guest what their can respect of stay of each hotel. There is special rating system. Comprising of standard, inspection assessment. Pick of many choice of right hotel for stay. Travelers selects from types of hotel rating and stars. 
 For example, can look on Britain system of start. Visit Britain , Visit Wales or Visit Scotland offer with Automobile Association.  Hotel can get accreditation must overnight stay inspection and pay fee depend of how much start hotel is from one stat hotel price start six hundred twenty four pounds till five start hotel is two thousands hundred twenty three pounds. From two thousand six have Common Quality Standards what is Award same rating for hotels.



What different of ratings between start:
· 1 star : 
· Minimum 5 bedrooms suite for guest with private facility
· 24/7 open
· Available access all day for guests
· Have reception area
· Have restaurant with seven days a week breakfast and five days on week evening meals
· Bar with full licence

· 2 stars:
· Must have all what 1 start 
· Plus must have higher cleaning standard
· Higher maintenance and hospitality.

· 3 Stars
· [bookmark: _Hlk129110623]Must have all what have 2 starts and extra
· Access from 7 am to 11 pm with no key but access with key all the time
· Dinner six time a week and evening snack seven times on week
· Daytime and evening room services for snacks and drinks.
· Suite for all bedrooms
· On public area have WIFI connection

· 4 Stars 
· Must have all what have 3 starts and extra
· Full breakfast and dinner 
· 24/7 room service
· Every day open restaurants for breakfast and dinner
· Higher staff levels
· Access 23/7 facility by on duty staff
· Connection WIFI on rooms
· Bathroom with thermostatic shower
· Service afternoon tea, luggage, assistance or meals lunch time,

· 5 Stars
· Must have all what have 4 starts and extra
· Open all year.
· Multilingual reception
· Proactive service and guest care
· Business centre, Spa and wellness centrum
· Luxury suite, second diner area
· Service like valet parking, concierge and escort to bedroom
· Restaurant all day open
· Bathroom at least eighty percent baths


Inspector assess all hospitality, bedrooms, bathroom, services, food , exterior of hotel, public area restaurant and cleanliness of all hotel. All details of criteria you can fine on AAs website.









Reputation  of Management

Effective manage reputation of hotels. Before guest come to hotel or any business more customers this days first look how is reputations of hotel before their decisions. Even with the best service or  product what you have. How much good reputation you have, that show how good is your business.

Some tips for how control manage reputation management:
1. Monitoring your online presence – keep be inform ate what people talking about your business on social media.
2. Quickly responding for negative feedback- apologize and try to make rights. Show you care about guests’ satisfaction.
3. Your positive reputation more promoting- build trust of future guest. Show more positive feedback on social media.
4. Authentic and transparent – take step of negative reaction. Consistent and actions messages for guests what can waiting from your business.
5. Customer service providing exceptional- ensure guest met their need and  excellent service and support of your guest. That help you for good feedback.
6. Important building good relationship with customer- respond your customers on messages. That help you with trust and loyalty of your guests. Show your guest which value your business provide.
Effective follow these tips for good reputation of your business. That will help with positive reputation. That will help to growth and success to business.













 Management Importance of  effective guest review
Hotel industry have vital part is customer review and respond for that. Guest share their experience with other future guest. But that is not just for guest but is good even for hotel. Good information for make improve in service of their hotel.
[image: ]
Your guest read reviews that way no ignore feedback. Ninety five percent shoppers reading reviews first and after their make purchase.
Don’t ignore reviews - All reviews help customers make decisions. 
Workflow management - proactive create review. Keep on top what people say about your business, brand. 
google alerts  - Good selection is just. Is free and monitoring select of keywords. 
Management reputation paid tools –  if you have budget, we can pay tools for effective online reviews. Monitoring what people say about your business what reviews their give you. Customer respect answer next seven days. No respond on feedback can give you on social media negative impact.
Platforms of review have sign ups-  Expand of platforms of review. Notice on google my business review. Make keyword “local pack” complete with reviews.

Testimonial your site of display reviews- trust signal of conversion rate. Service and product specific reviews and customer testimonials.
Respond of negative reviews – bad review make on public domain. But important is how you responded. Your respond is show how much you care about your guests. 
Basic principles of answer for negative reviews:
1. Say thank you
2. No confrontation
3. Listen issue of your customers cause
4. Try to fine way to fix 
5. Answer on time
6. Apologized and always answer

Be thankfully  you guest for positive reviews but for negative reviews too. That help you prove you service and show you care about their experience. 

Customer Loyalty

Level of guest who repeat of come back to brand company.  From all options their choice one company, program or location. Their come loyal customers. Even when have higher price or strict rules their stay with their option brand. Loyal customer trust  quality.  Prefer more money to receive their expectations.

Way to bring loyalty customer expectations:
· Provide excellent guest service
· Improve regular commitment
· Build relationship with frequently guests
· Provide customers with personalize experience
· Understand what customers will like from hotel
· Respond to customers review with constructive feedback

 Purpose of  Loyal customers

Loyal customers try to rich trust, familiarity, and brand position. Their listen customers and crack brand in code of loyalty. Retention of strategy is all what you need for complex poverful strategy for your business. Like example global brands how their doing right. 
Specific basis of company interact on person willingness of loyalty customers. Brand try creating memorable and positive experience for their guests. Their no doing this just for guest come back . Their expect their guest come back and spend more in purchase.
 Recommend of trend
Direction to your marketing goals. Provide look on new trend and try apply on your business.  Make rewards program for your guests. Benefit of join on rewards. Their ger more VIP access.

Importance of reward loyal customer
Reason customer experience make your hospitality good place for visit. Repeat customers help on reward of hotel..
How their help to hotel
· Improving of position of hotel in marker
· Help maximize profits
· Developed of sale strategy
· Help to building loyal guest base of repeat visiters and boots rates
· Improve perform and online rank of hotel
· Help with good developing of communications with customers.
Seventy seven percent of guest prefer to choose loyalty brand even with extra pay.  Hotel need to strive remain competitive for great way for their loyal customers in hospitality industry.

















• Conclusion

Business influence on different factors like  quality of service, products, leadership, effective of market. Factors influence on reviews. Managing company reputations and effectively expertise of reputation on management firm. We definition of mind brand and hoe is important. What is standards of hotel and what is different between hotels.  Definition of rating of starts on hotels what their need to have. Management  reputation important of review of guest and definition how to respond them.  Loyalty customer  and recommend trend. Before you posting some stats thing of reviews and read post stats change your mind.

 




















• Reference list 
1. Prabhas Bhatnagar (2017) 8 Ways to Turn One Time Stays into Loyal Customers/ 8 Tips to Increase Customer Loyalty in the Hotel Industry (hotelogix.com) Accessed in :05/03/2023
2. Kim Campbell (2021) Hotel Customer Loyalty: The Complete Guide | Cvent Blog Accessed 05/03/2023)
3. Tina Mundson :  
4. Brand standards (2022) Tina Ed Brand standards (todayshotelier.com)Accessed in 06/03/2023
5. Graeme Dickson (2019) The importance of brand standards - Insights (ehotelier.com) Arrived 07/03/2023
6. Editorial team  Which (2021) Hotel Star Ratings Explained - Which? Arrived:07/03/2023
7. Joshua Morales(2023) 6 Essential Tips for Effective Reputation Management for Your Business (linkedin.com)Arrived:07/03/2023
8. [bookmark: _Hlk129124194]ADVICE, Business Matters (2019)Why reputation management is so important in a business (bmmagazine.co.uk)Arrived:07/03/2023
9. [bookmark: _Hlk129125314]Lodging Interactive: Supplier News(2021)The Current Role Of Guest Reviews In The Hotel Industry (hospitalitynet.org) Arrived:07/03/202
10. Ben Wood(2019)The importance of an effective review management workflow (searchengineland.com) Arrived:07/03/2023
11.  Max Freedman (2023) Why Is Customer Loyalty Important? (business.com) Arrived:07/03/2023
12. Brandon Stewart (2019) The Importance of Customer Loyalty [+5 Benefits] | Emarsys Arrived:07/03/202
13.  Scorr Marketing (2022)  2022 Health & Life Sciences Marketing Trends Report | SCORR Marketing Arrived:07/03/202
14. Hotels reward(2023)  Hotels.com - Deals & Discounts for Hotel Reservations from Luxury Hotels to Budget Accommodations   Arrived:07/03/202
15. Kim Campbell(2022)   7 Hotel Marketing Trends for 2022 | Cvent Blog Arrived:07/03/2022
2

image1.png
Customer makes
purchase

Request
feedback
proactively

1-3starrating 4-5 star rating

Direct user fo
Pass feedback fo chosen review Positive reviews

Csteam platform increase




