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[bookmark: _Toc1005383291][bookmark: _Toc2107303505][bookmark: _Toc1927404737][bookmark: _Toc1956538614][bookmark: _Toc1112047286][bookmark: _Toc1479537673]Executive Summary

This academic report has been written for the Hospitality and guest services module, which will cover the purpose of the brand’s standards and consistency focusing on the standard’s similarities, and differences they have. The importance of reviews and what impact could have on the business and how managing them efficiently can impact a hospitality business. The report also examines the importance of reviewing management and service recovery strategies in hospitality. Effective service recovery strategies involve acknowledging the problem, apologizing, providing a solution, following up with the customer, and ensuring the problem does not reoccur. Customer loyalty is essential in the hospitality industry, and hotels must provide consistent service standards to retain their customers' trust. How can a hotel attract new customers while creating programs to maintain customer loyalty, obstacles they may face, and a personal recommendation for hotels regarding marketing Trends.
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Hotel Standards, Reputation management, building and retaining customer loyalty  
[bookmark: _Toc149099810][bookmark: _Toc2145250441]1.0 Introduction
The Hospitality industry is highly competitive, and hotel brands strive to differentiate themself trough their quality of service, Luxurious amenities, and exceptional experiences. Three such global luxury hotel brands are Four Seasons, Ritz-Carlton, and Marriott. All three of these hotel brands have established a reputation for this exceptional standard and unwavering meant to customer satisfactions. This report aims to compare the hotel standards examining their similarities and differences in terms of their services, Reputation management, and loyalty programs.
All Three hotel brands offer world-class facilities, including spacious guest rooms, luxurious spas, and fine-dining restaurants. However, there are some notable differences between the brands
[bookmark: _Toc157422454][bookmark: _Toc2035747741]2.0 Main Findings
[bookmark: _Toc1205122059][bookmark: _Toc784520207]2.1 Brand Standard

According to Kotler et al. (2019), brand standards play a crucial role in preserving a robust brand identity by guaranteeing a uniform brand presentation at all points of contact. This uniformity has the potential to enhance customer loyalty.
Four Seasons hotels are known for their highly personalized service, with dedication concierge assigned to each guest (Molina and Cooper, 2021). 
Dan Normandin former General Manager of the hotel said in an article written by Drakes (2009), it is essential to have standards to ensure customers have the same high-quality service across all the hotels avoiding the disappointment of guest's expectations, Standards also leads employees to a better understanding of the company culture and helps them rise above the bottom line. 
On the meantime Ritz-Carlton hotels are choosing only the best location for the building not spearing expenses on rooms, decoration, or creating guests a memory.
 They are investing in their staff to create a culture where they are valued and recognized for, their talents that empowers the employees to overcome expectations and deliver outstanding experiences this is why Ritz Carlton allows every single employee to spend up to 2k pound per customer per incident to ensure they are recovering the service before the guest get the chance to realize there is an error that is the reason Ritz Carlton offers a “Gold Standard” service, with a motto of “We are Ladies and Gentlemen serving Ladies and Gentlemen” (Ritz Carlton, 2022, p-30). Another great example of brand equity is shown by Marriott standards, the company places a strong emphasis on guest room quality, and rooms are being measured to fit into a standard to be fit for Marriot making a fire escape accessible and having an etiquette rule and strict rules for employees to follow in order to make guests feel appreciated food and beverage options, safety and security, service standards, and sustainability, Marriott requires its hotels to have appropriate measures in place to protect guests and staff, such as fire safety systems, security cameras, and emergency response procedures,
Marriott's service standards are also a key part of the company's hotel standards, with staff trained to provide personalized and attentive service to guests. This includes 24-hour front desk service, housekeeping, and concierge services. Marriott places a strong emphasis on sustainability, with its hotels expected to adhere to environmental standards such as energy efficiency, waste reduction, and water conservation (Marriott, 2023).
[bookmark: _Toc549857558][bookmark: _Toc282044484]2.2 Reviews Management
“Hotels are running on the principles of never being afraid to talk to your customers you need to worry when you are not talking to them, if you don’t stay close to them you lose them” (Drakes 2009).
According to Kandampully and Suhartanto (2000), service failures in hospitality can be classified into technical and functional failures. Effective service recovery strategies, as outlined by Bitner et al. (1990), involve acknowledging the problem, apologizing, providing a solution, following up with the customer, and ensuring the problem does not reoccur. A clear service recovery plan is necessary to consistently follow these steps and minimize the negative impact of service failures on customer satisfaction and loyalty.
All hotel brands have established a reputation for their exceptional standard and commitment to customer satisfaction. However, there have been instances where their reputation has been challenged, such as negative reviews on social media or incidents of misconduct by hotel staff. Four Season and Ritz Carlton have been praised for their effective service recovery and management strategies, including timely responses to negative reviews and a focus on employee training to prevent misconduct (Yeoman and MC Mahon 2019).
Marriott has also implemented a robust reputation management system, with a dedicated team to monitor online reviews and responses to customer feedback (Mangold and Faulds, 2009). Providing excellent service is also crucial for retaining customer loyalty which can be challenging.
To achieve that hotels are prepared with staff trained to be friendly, attentive, and responsive to customer needs, Regular communication with customers through email or social media can also help to build strong relationships and keep customers informed about exclusive offers or events (Chen et al., 2014, p: 99-107).

[bookmark: _Toc636028521][bookmark: _Toc489498122]2.3 Customers loyalty
Normanton said in an interview for (Drakes 2009) It is essential to be consistent in hospitality as dropping the service standard can negatively influence a hotel. Especially in a shifting economy, a customer which chooses to go to a hotel brand is expecting the same level of care and support they would get at any time, Discounts are no tool to bring more clients people who do not travel are not travel with discounts option either. As long they take care of the customer first and then go back and monitor whenever is an issue regarding training or a mistake, he claims Managers and employees are empowered to make decisions to ensure the customer is taking care of when there is a complaint Drakes, 2009). Four seasons runs a loyalty program called Four Seasons Preferred partner program, which provides exclusive benefits and amenities for travel advisors and their clients (Four Seasons,2022). 
While at Four Seasons the customer’s needs come first, in comparison with The Ritz Carlton where they are focusing on employee engagement to increase customer loyalty by investing and maximizing their talent. Trust is essential as the Ladies and Gentlemen are the most valuable resource to the Ritz-Carlton offers their customers the Marriott Bonvoy loyalty program, which include a range of benefits such as free room upgrades and late check-out (Marriott 2022). Marriott also offers the Marriott reward program, which provides members with points for thy stays, which can be redeemed for free nights, flights, and other Travel-related benefits.
[bookmark: _Toc389612235][bookmark: _Toc514985847]3.0 Conclusion 
Four seasons, Ritz Carlton, and Marriott are all famous for their exceptional hotel standards, luxurious facilities, and giving a distinctive touch to their services. While there are some differences between the brands in terms of facilities, services, loyalty programs, all three are committed to maintaining their reputation for excellence and providing exceptional experiences for their guests (Four seasons 2023), (Ritz Carlton 2023), (Marriott International 2023).
[bookmark: _Int_V6GNnrTx]In conclusion, maintaining ambitious standards, managing reputation, and building customer loyalty its critical for ensuring the success of a hotel. While these elements have similarities, they also have distinct differences. Maintaining high standards is essential for ensuring customer satisfaction, but it does not necessarily guarantee customer loyalty or a positive reputation. Reputation management is critical for maintaining a positive image, which can help to attract and retain customers. Building customer loyalty is critical for ensuring the long-term success of a hotel and increasing revenue. By implementing strategies to maintain high standards, manage reputation, and build customer loyalty, hotels can ensure their success and continue to thrive in the hospitality industry (Kim, Ma, and Kim, 2019).
[bookmark: _Toc605679459][bookmark: _Toc812956414]4.0 Recommendations
To keep up with trends, hotels should continuously monitor and analyse market trends and adapt to changing consumer preferences (Gretzel & Yoo, 2008). It is also important for hotels to embrace technology and digital solutions to enhance guest experiences and streamline operations (Sigala, 2018).
Another effective strategy is to partner with travel agencies, tour operators, and online booking platforms, By offering competitive rates and exclusive packages, hotels can attract new customers who are searching for travel deals and recommendations.
Creating Personalised experiences for guests such as:
· City tours
· Handing out Event Ticket
· Event nights at the hotel restaurant
· Targeting young generation
· Promoting differentiation
·  Personalization
·  Sustainability
· Digitalization
· Brand differentiation 

Hotels are facing obstacles such as the COVID-19 pandemic, competition from online travel agencies and short-term rental platforms, technological changes, labour shortages, sustainability concerns, and economic uncertainty. Adapting and innovating in response to these challenges can help hotels thrive overall.
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