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Executive summary
Hotels must concentrate on enhancing customer satisfaction, service quality, innovation, and trend adaptation if they want to succeed in the fiercely competitive hospitality sector. This can be accomplished by putting brand principles into practice, asking for client input, and keeping up with current trends. It's crucial to engage in social media activity to manage reputation, address bad feedback, and avoid unpleasant situations. Excellent customer service and strategic planning are required to overcome challenges including cost-cutting measures, staffing, and adaptation to change. Correcting customer service errors and upholding strong guest relations can both be facilitated by a solid recovery plan. 
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[bookmark: _Toc128068414]Introduction
Due to the intense competition in the hospitality sector, hotels must always strive to raise their standards, manage their reputations, and cultivate repeat business (Accenture, 2022). Hotels may give their guests a distinctive and extraordinary experience by focusing on service quality, guest satisfaction, and innovation. Also, remaining current with market changes and putting in place a solid recovery plan will help hotels stay competitive and keep up good client connections (Hymer, Moir, and Patton, 2023). 


[bookmark: _Toc128068415]What could hotels do to improve their standards
Hotels can raise their standards by putting into practice several strategies, such as offering first-rate customer service, investing in cutting-edge facilities and amenities, embracing sustainable and environmentally friendly practices, and concentrating on giving each visitor a unique experience (Abdou et al., 2022).
To give guests an outstanding experience, customer service is critical for any hotel. To do this, hotels should offer frequent training programs to their personnel to make sure they are prepared to offer clients the greatest quality of service. To help visitors with their concerns and requests, hotel employees should be aware of the hotel's services, attractions, and neighbouring destinations (Tuan, 2021).
For hotel visitors, contemporary amenities and facilities are also essential. Modern amenities like interactive televisions, high-speed internet, and smart room controls should be available at the hotel. Along with excellent bedding and furniture, the hotel should also buy top-notch toiletries and bathroom hardware. A hotel's standards can be raised by implementing sustainable and environmentally friendly methods, such as consuming less electricity and water.
Hotels must also focus on giving each visitor a customized experience. Customers value personalized services like receiving welcome presents, unique lodging amenities, and recommendations based on their preferences (Bob, 2020). 
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Do all hotel brands have the same standards and how to improve this for consistency
No, different hotel brands adhere to different criteria. The establishment of clear brand standards, the provision of training and resources to ensure that those standards are met, and the regular review and updating of those standards to take into account changes in the industry and guest expectations, however, are ways that hotels can improve consistency (Kingsley, 2021).
The first step to enhancing uniformity in hotel standards is to establish explicit brand guidelines. Hotels should specify their brand criteria in detail, including the degree of service, the level of cleanliness, the level of safety, and the general calibre of the accommodations. Every hotel staff member should be made aware of this so they will know what is expected of them.
Hotels must also provide resources and training to guarantee consistency. To uphold the specified brand standards, hotel workers should receive proper training. Training on customer service, cleaning and maintenance techniques and other facets of hotel operations should be part of this. To guarantee that staff members have the tools they need to satisfy the standards, hotels can also provide them with resources like training materials, SOPs, and checklists.
Hotels must regularly examine and update their standards to increase consistency. The hotel sector is always evolving, and so are the expectations of the guests. Hotels should examine and revise their standards frequently to reflect changes in the sector and customer expectations (boldn, 2020).
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How can hotels encourage loyalty
Hotels may promote loyalty by establishing rewards programs, offering individualized service, creating a memorable guest experience, and asking for and acting upon customer feedback (Deuk, 2023).
The use of rewards programs can be a powerful tool for fostering customer loyalty. Hotels may provide loyalty programs that award visitors with points or benefits for each stay or particular act, including telling others about the hotel. These initiatives may encourage visitors to keep utilizing the hotel's offerings.
Furthermore, crucial to fostering loyalty is the provision of individualized service. When hotel staff remembers a guest's name, preferences, and needs, it is appreciated by them. By offering individualized room amenities, welcome presents, and recommendations based on the guest's interests, hotels should attempt to personalize the guest experience.
Another strategy to promote loyalty is to provide a memorable guest experience. Hotels can accomplish this by offering distinctive experiences that visitors will cherish long after their visit. This can involve granting access to exclusive features, planning events or excursions, or presenting distinctive food options.
It's also essential to ask for and address customer feedback if you want to promote loyalty (Lipusch, Dellermann, and Ebel, 2018). Hotels should actively solicit feedback from visitors and swiftly address any issues or ideas they may have. This might show visitors that the hotel values their comments and can help it provide higher-quality services.
[bookmark: _Toc128068418]What can be done to manage their reputation, considering social media and the impact of negative reviews
By interacting with customers on social media, swiftly and professionally reacting to unfavourable reviews, and putting rules in place to stop bad experiences from happening in the first place, hotels can control their reputation(Gomez, 2022).
A vital tool for managing a hotel's reputation is social media. Hotels should create a presence on well-known social media sites and interact with visitors frequently. This can help the hotel establish a good reputation and show visitors that their comments and feedback are appreciated.
Another essential aspect of managing a hotel's reputation is swiftly and properly responding to bad reviews. Hotels should have a procedure in place for keeping track of online reviews and immediately responding to critical comments. Negative feedback can be handled professionally and sympathetically to show the hotel's dedication to its clients and readiness to address any problems that may emerge.

A hotel's reputation can be managed by putting procedures in place to stop bad experiences from happening in the first place. Hotels should have definite procedures in place for handling complaints from visitors and dealing with problems that occur while they are there (Laliberte, 2021). 
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Recommendations for hotels regarding market trends
The newest market trends should always be kept in mind while designing hotel services and amenities (Sfiraki, M., 2021). Providing eco-friendly amenities and services to appeal to people who are concerned about the environment is one suggestion.
· Offering guests access to high-speed internet and cutting-edge technologies.
· Including regional and cultural experiences to provide visitors with a special and genuine experience.
· Emphasizing wellness and good living by providing spa services, fitness centres, and healthy dining options.
· Having adaptable cancellation rules and booking choices to meet changing customer demands.
[bookmark: _Toc128068420]The obstacles facing certain businesses and compensation for them
Increased competition, rising operational expenses, and guests' shifting requirements and tastes are just a few of the challenges that businesses may face. Businesses can overcome these challenges by concentrating on providing great customer service, setting clear brand standards, putting cost-cutting strategies in place, and adjusting to shifting trends and client preferences (Boushey, and Knudsen, (2022).
To differentiate themselves from the competition, firms must provide great customer service. Businesses may stand out from the competition and develop a devoted customer base by offering a distinctive and personalized guest experience.
Clear brand standards can also assist organizations in overcoming challenges. Businesses can guarantee consistency and quality throughout their operations by setting explicit standards for service, cleanliness, safety, and general excellence.
Putting cost-cutting measures into place is also crucial for firms to stay competitive. This can involve lowering energy use, scheduling employees more effectively, and streamlining processes to cut expenses while preserving service quality.
For businesses to succeed, they must also change with the times and customer preferences. Businesses may remain relevant and competitive in a sector that is continuously changing by keeping up with the most recent trends and adapting to the changing needs of their customers (Lemi, 2022).
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Recovery 
Good recovery will reduce customers' negative aspects of the industry and increase the service quality level to meet customers' expectations. How you recover from a customer service mistake can make or break your relationship with your customer. It's not just about fixing the problem, but how you fix it. Businesses must implement a recovery strategy to address customer service errors and guarantee a great visitor experience. This can entail admitting fault, expressing regret, offering a remedy or compensation, and then checking in to make sure the matter has been fixed to the guest's satisfaction (Dunca, Fanderl,  and Maffei, 2020). A successful recovery can significantly affect a guest's opinion of the hotel and willingness to visit again in the future. Businesses can show their dedication to offering a high level of service and gain the trust of their customers by immediately and properly rectifying errors.
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Businesses must implement a recovery plan to deal with to stay competitive in the hospitality sector, hotels must concentrate on delivering great customer service, managing their reputation, and cultivating repeat business. Hotels may guarantee a great visitor experience and create a devoted client base by putting into practice techniques like clear brand standards, guest feedback, and adaptation to changing trends (Astrachan, 2021).
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Hotels should concentrate on service quality, innovate to meet industry trends, manage reputation through social media engagement, build customer loyalty, address challenges through strategic planning and customer service, and put in place a good recovery plan for errors if they want to raise standards, improve reputation, and increase customer loyalty. Service quality and customer happiness can be improved by having clear brand standards, staff training, and guest feedback. Staying current with trends can be achieved via participating in social media, attending industry events, and modifying offers. Customer loyalty is increased through loyalty programs, individualized experiences, and responses to complaints. Obstacles are overcome by strategic planning and excellent customer service. 
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