


[bookmark: _Toc128436444]

Assignment 2
Hotel standards, reputation management, building and retaining customer loyalty

BMIH4003
Hospitality & Guest Services
Student : Ioana Alexandra Frumusanu
Student number: 2212506
Lecturer: Charlotte Joyner
Wordcount: 1539




[bookmark: _Toc129111746]Executive Summary 
The analysis consists of the whole hotel management scenario, where it has brand management, loyalty program, hotel standards, and maintaining hotel reputation things. It has shown the purpose of brand consistency and how hotels maintain it. This assessment has given the ways a hotel can manage its reputation and discuss effective hotel review management. Also, discuss the impact of a negative review. This assessment portrays the ways of building customer loyalty.
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[bookmark: _Toc129111747]Introduction
The hospitality sector as a whole, including all the subsectors like restaurants and travel, spends a lot of money on public relations and image management, but hotels spend the most. The goal of this study is to conclude the significance of the link between corporate image and performance. And the company's standing in the hospitality industry This study aims to create a theory that incorporates many different aspects of people's views of service quality, perceived value, and customer satisfaction. This thing delves further into the mechanism through which a hotel's public perception might lead to social benefits.

[bookmark: _Toc129111748]Purpose of brand consistency standards
Maintaining brand consistency means always being clear and consistent in communication with customers. In the role of guardian of the brand, ensuring that the company is effectively communicating with its customers should be a top priority. Among them is ensuring that identity, values, commitments to customers, and customers' overall experiences are consistent with one another. Being a champion of brand consistency and making sure the brand resonates with the demographic are both crucial steps in building a successful brand (Jagpradeep, 2017).
[image: The #1 Reason Companies Struggle with Brand Consistency]
[bookmark: _Toc128475652]Figure 1: Brand consistency
Source: (Ha and Park, 2022)
Several companies compete on a global scale in both domestic and international markets. Brand compliance in the hospitality industry ensures uniformity across global and regional franchisees. Maintaining uniformity in brand presentation across all mediums, but especially written and visual media. Delivers a branded customer service experience that sets the company apart. To foster patrons' devotion to the hotel chain and trust in its services, hotels must provide a variety of complimentary amenities. Brand compliance guarantees that employees in different offices are consistently on the same page. It protects the company's communications, images, and brand reputation in the hospitality industry. What follows are just a few examples of how brand compliance affects executives at large companies. furthermore, strategic marketers and designers (Mathews, 2018).
[bookmark: _Toc129111749]Hotels Standard
Hotel standards change from one hotel category to another. It all depends on the hotel's objectives and the special features it offers. One of the most important features of hotel chains is their adherence to uniform standards. It means guests need to know what to expect from any of the properties. One looked at industry norms for hotels and discussed how to implement them for own brand. It's a plus if the hotel’s service, amenities, decor, loyalty program, and uniforms are all consistent (Zheng, Xiangmin, 2019). Visitors who are aware of what to expect from their visit are more likely to return. Consistency and repeat business rely on familiarity and trustworthiness for their visitors.
[bookmark: _Toc129111750]Manage the Reputation Effectively
There are other alternative popular sites where people provide comments, so one doesn’t have to depend just on one. Sites like Google and OTA review pages like Booking.com, Airbnb, and Expedia. Be in the habit of collecting online reviews of businesses and responding to as many of them as possible. No less than five of the most popular booking sites on the web should be tracked. response to any negative feedback across all channels. If one only has time to improve the hotel’s reputation on two or three channels, make them top priorities.
[image: 11 Tips For Successful Online Reputation Management]
[bookmark: _Toc128475653]Figure 2: Reputation Effectively
Source: (French and Koeberl, 2020)
Improve the rate at which one can manage hotel reviews
Time is of the essence when it comes to the review process, as any delay might have serious consequences for business, especially in the case of bad reviews. Bad reviews on social media and other online platforms need an immediate response. As a result, one may retain potential buyers who would have otherwise abandoned the listing after perusing testimonials. Ninety per cent of travellers say they have a more favourable impression of a hotel after reading how well its staff handled a bad review. Whenever someone criticizes one online, make sure one responds fast (Aaker, 2021).
Ask customers to rate and comment on the product
It's important to remind customers to provide feedback following their trips, especially on review sites. Collect reviews by contacting guests and asking for input on their visit. As an alternative, one may create a section of the website just for user feedback. One may also ask customers for comments right at the moment of the transaction to get immediate, specific, and direct evaluations (Sangar, 2016). Such as when a consumer is leaving the store or when their visit comes to an end. One provides the customer with an electronic device like an iPad or tablet so they can fill out a quick survey. They should assume that any feedback they submit via the form will be made available to the public.
[image: Customer feedback loop - what it is and why it's important?]
[bookmark: _Toc128475654]Figure 3: Customer Feedback Loop
Source: (French and Koeberl, 2020)
To begin, it's always nice to have some affirmation that the work we've been putting in is appreciated. There are more factors to consider when deciding how much attention a hotel owner should give to managing guest reviews. Internet visibility is boosted by positive customer reviews. The more times a hotel is mentioned online, the more likely it will come up in relevant search results. Local SEO has shown to be very helpful (Singh & Dewan, 2016). The hotel in Berlin with the most positive ratings will be shown first when a potential guest searches for "hotel in Berlin" on Google.
Reviews not only help one improve various aspects of the hotel; they may also sway potential guests to book with one.  ability to objectively evaluate a hotel may be impaired at times; in these cases, a review from a guest who has recently been there that offers constructive criticism is likely to be very helpful (Alexander, 2020).
[bookmark: _Toc129111751]Impact of negative reviews
Negative feedback might have serious consequences for the business. One runs the risk of losing customers every time a negative review surfaces in a Google search. As many as 86% of consumers would not even consider purchasing from a company with a single negative review. Over time, this will reduce the number of people that visit the site and hence reduce revenue. The reputation of a product might take a serious hit if it receives a lot of negative feedback. The more negative feedback emerges in Google search results, the more business one stands to lose.
Unfavourable feedback on a product is something no business seeks. Nonetheless, it might be difficult, if not impossible, to get completely positive feedback. Even the best businesses cannot satisfy 100% of their customers (Poonia, 2018).
[bookmark: _Toc129111752]Build and retain customer loyalty
Determine whether guests should be given more priority based on their booking history
Finally, provide past clients with the same level of attention and focus that one gives to new leads by qualifying and prioritizing them. Other criteria than those used to qualify inbound leads will be needed to identify VIPs (J., 2016). One possible approach to segmenting previous visits and crafting an outreach strategy is to employ a model based on recency, monetary value, and frequency.
Build a Solid Foundation for Future Success
The phrase "First Impressions Always Last" is not a cliche for nothing. Don't forget about guests' wants and needs until after their stay has begun (Doult, 2022). Make sure new visitors have a good first impression of the hotel by providing a seamless check-in process. To keep guests coming back, the hotel’s staff has to go above and beyond to ensure they have a memorable experience. If one follows the hotel's cleaning guidelines to the letter, guests will be impressed.


[bookmark: _Toc129111753]Conclusion
The term "reputation" is often used to refer to the effects that a company's past actions have had on its various stakeholder groups. Customer-centric assessment is an analysis of a company performed from the customer's vantage point. To keep the hospitality industry thriving, hotels must do all they can to keep their regular customers coming back. Although globalization has had an impact on the commercial and economic activities performed by hotel markets, these markets must remain competitive.
[bookmark: _Toc129111754]Recommendation 
· The advent of cutting-edge training tools that don't need a huge time investment is a godsend.
· There is a growing trend among hotels to supplement traditional methods of employee development using Performance Support Systems and other just-in-time training technology.
· Consider using service optimization technology that aggregates team members' data into a single dashboard for managing the process of continuous improvement.
· For genuine assistance to flourish, businesses must tailor their services to the specifics of each customer and make them feel like they are the only ones in the world.
· As the convenience of making reservations online grows, more and more dining establishments are starting to take advantage of it (French and Koeberl, 2020).
· The most painless method to achieve this is to provide free WIFI in the business, allowing consumers to use their cell phones to browse the web while they shop.
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