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Executive summary 
The hotel industry is a main service industry which important for the tourism sector in any country. It is a multi-billion-dollar industry that has functions like restaurants, tourism, events, function, accommodation, and even holding large scales of social activities for both local and foreign. a hotel is a very complex industry that has various departments working direct or indirectly like the marketing department, hiring department, training department, and accounts department. Also include a cleaning team, kitchen staff, room service, porters, bartenders, and security team. To maintain success the hotel industry needs to have the basic regulation established by the business or service industry law and maintain its brand image and provide excellent service to their customer to increase their loyalty on the market to survive from their competitors on the market.
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[bookmark: _Toc126753761]Introduction 
Hotel management mainly is focused on or responsible for the specific hotels' management of the employees for their coordinating, teaching, planning even coordinating how the employees must do their job in the hotel service industry. (Financial Management Implications of Hotel Management Contracts: A UK perspective Howard M. Field FCA, FHCIMA, FBHA Director International Hotel and Leisure Associates, UK 2010). To maintain a standard service in the hotel industry the management oversees all basic to high-level operations even checking the guest service which can easily include the guest greeting,(Anggani & Suherlan, 2020) assisting them with their necessity even welcoming or providing them guides about visiting places.
One of the most famous in the hotel chain industry is the Hilton hotel, which is known for its amazing reputation for maintaining high standards along with a strict but friendly management reputation and most important fact of the hotel service is increasing customer loyalty, to maintain their good reputation among the customer they follow the guidelines given steps by Hilton hotel management to ensure the Hilton hotel can run smoothly and efficiently. 


[bookmark: _Toc126753762]1. Main Findings
The Hilton hotel is an international franchised company that has its chain industry in the UK. Currently, Hilton hotel is number 3 among the top 10 in popularity which has 94% fame and popularity 52%, Hilton is law bided organization that has strict steps that ensure its survivability.
1.1 [bookmark: _Toc126753763]Primary rules and fundamental standards: a hotel industry must have a license and permit for servicing others for room, food, and beverage or alcohol license. (Quality standards: Leading hotels of the world). Hilton has a strict protocol for clean rooms and food service. different food services have to be regulated alongside its storage process. Especially in the case of meat, dairy, and fish food service must be fresh and licensed for providing in the hotel. alcohol is a top priority item that needs to be legally licensed for premises. Every branch of the Hilton has a designated premises supervisor who must have a personal alcohol license. 
In the hotel industry, a must regulation must be included that is health and safety regulations (Capatina and Schin, 2017). Every owner or branch manager must have legal obligations to keep everyone safe, which means both customers and employees. The Hilton hotel has risk management for identifying any potential risk, identifying people, or potential threats. They also have an emergency center for first aid or provide safety protection for the customer inside the hotel. The management also provides advice and legal protection for the inside restaurant or bar about safety regulations. For employee satisfaction, the hotel industry has a regulated rule for working time and paid leave (하용규 & Kang Sang Muk, 2017). The Hilton hotel follows the standard regulations which are average work 48 hours a week and 5 weeks paid leave in a year.

1.2 [bookmark: _Toc126753764]Keeping a high reputation in the hotel industry: hotel reputation is the outside image that attracts the customer to come to the hotel or ensures the customer will have good service. A bad reputation can only bring harm to the service industry which the hospitality industry must avoid (Chinje and Townsend, 2015). Simple means to clarify a hotel's reputation in the hotel industry means keeping tabs, monitoring, or checking the influence online about their customer review. To ensure its reputation Hilton hotel has several teams whose only work is to provide online monitoring, they focus on social media and are active in communicating directly communicate with their followers. posting pictures or videos of the hotel on social platforms like Facebook, Instagram, and different tourism blogs to increase its online image because at present online image and reputation is a big effect on the market for attracting customers. Hilton hotel also uses real-time engagement with the audience, it's a basic strategy for communication on the live session or chats like comments to answer both positive and negative reviews (Hotel Reputation Management: 10 successful tactics 2023, 2023). They also have an option which is 24/7 live chat on their website customer service for any kind of query. Many hotels also maintain their regular customer food habit or any pet allergies (Social Tables, 2021). Hilton hotel maintains a record of their regular customer room preferences, room temperature, or what kind of food service they need, and that information is recorded on the server where any branch in the world the customer can get the same preferences without asking.
Speedy repose online is a critical step. one organization must optimize their search engines of websites especially room booking systems in the hotel industry (Hotels/accommodations - become certified 2023). The Hilton hotel has a smooth online booking system and a top-notch security system for their customer profile privacy. A management team that specializes in digital marketing is needed in the hotel industry because many people outside or inside the country know about a hotel's reputation or brand value from online sites (Kvítková and Petrů, 2023). They also gather good reviews or comments and make sure they are at the top of searching so the image build can be good in front of the inquiry new customer. Digital marketing also has to solve any bad reviews online or if necessary, physically to solve the issue (Wilson, 2014). Hilton focuses on the policy to connect with every single guest to ensure their need and solve any problems they might face at the time they stay in their hotel.
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1.3 Meeting customer expectations and increasing loyalty: customer loyalty is when a customer repeatedly comes to the same brand or company. Customer loyalty is a must-include in any service industry especially places like a hotel (Your Hotel Reputation Management Guide: Tips and best practices 2023), from the perspective view of the hotel industry, customer loyalty is superior service to the customer. it is easy for any hotelier to spot customer loyalty in the feedback and reviews on the website or any blogs or written journal (10 effective ways to improve hotel guest loyalty in 2023 2023). Hilton has a high customer loyalty system in their management. Any guests spending money in their hotel can earn points based on their profile that Hilton stores in their customer database in the form of points, when a point reached a certain number they can become a member card holder, and the earning points will be based on the night books, room service or money spend on their other activity service on the property. These points later can be used to upgrade rooms, enhance the service, or grant dining discounts. The hotel needs to make sure their service is top-notch so the customer will be satisfied and willing to become a regular at their hotel (Wai Lai, 2019). Customers especially those who came for the dining service or party or attending any important functions the service staff must be very attentive like answering their quires because of their first time in a hotel, handing over keys or collecting money, or providing service to gain their knowledge. the most expected area of the hotel where customers mostly rely on the front desk (Hotel Quality Standards - The AA). The front desk is the most common but important location for guest service because it’s the place where any new or regular customer can access any information they need for rapid service.
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Conclusion 
The hotel industry is very important for promoting business in the UK regional sector of business as well as highlighting the country's native culture and attracting tourists from outside the country. Customers that came to the hotel, especially those from the outside country don’t come for looks or see the expensive price but they seek innovative approaches for services or offerings that can relax their stay during their time in the hotel. The customer generally cares about the environment of the place and the service they need for them. So, visibility and proper communication is the important factor for the hotel industry's image and status that can secure a customer for the present and future.
[bookmark: _Toc126753767]

Recommendations 
There are many ways to improve the current system the hotel industry is focusing on. First of all, the improvement is need better communication at the front desk and the service employee that stands in front of the customer, because many times many remote foreign people face a language barrier because of not knowing the proper language of the hotel located in that country. Need to increase guest expectations during the peak season, ask the new and regular customers for their reviews and feedback to find out any new improvements needed. Try to understand what guests want from their hotel, inquiry if they have any specific needs and make sure to provide the guests get the satisfaction service. Online the marketing team needs to improve their service and improve their position and inline rankings in the market. In any hotel making the first impression is the key that can last longer in the customers' minds, especially for the loyalty program, there is much more room for improvement, payment by credit or debit for any sponsor bank that is connected to the hotel can gain much more points than regular earn points, additional free services can also attract more attention from the customer, like giving free laundry service or giving complimentary valet parking, and the freedom to choose their room to their liking.
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