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                                  HOTEL STANDARDS, REPUTATION MANAGEMENT
                                  BUILDING AND RETAINING CUSTOMER LOYALTY.

INTODUCTION:
The aims of this report are to develop and show how the hospitality industry is very competitive, and how businesses need to keep up with the latest hospitality trends to avoid being left behind. 
For that reason, the reputation management will be one of the main elements to be focus on for the hotel industry because of its importance as it directly affects guest choice and directly impacts the business financial results.
Also, as many brands and properties are competing against each other, it will be very difficult for the hotels to retain guests and encourage them to the stay more than once. Therefore, customer loyalty will be one of the elements to be look at to welcome customer time to time and to ensure that the hotel business can delivers the kind of customer experience people want and expect.
The standards of hotels should be alighted as its change constantly according to the type and class of hotel and will be different depending on what the hotel is trying to achieve. For the chain hotels, the standard will be the same as it is one of the important elements of their organization.
THE PURPOSE OF BRAND CONSISTENCY STANDARDS:
Brand Consistency is defined as the company’s ability to maintain communication and positioning in line with its values and the elements that make up its identity.(https://rockcontent.com).
Brand Consistency is so important as it leads to brand recognition. In other words, when a brand is recognized, it will be more likely to be purchase, and customer will be committed to the hotel or organization for long term.
This imply that the image of the hotel can be recognised to the customer through actions which will be explored within the hotel to make up the brand. It means that by bringing the image of the brand, the hotel and its management will involve examining the interrelationship between the hotel image and the service quality, perceived value, customer satisfaction, hotel reputation, customer commitment, and customer loyalty.
Therefore, brands should have a strong identification to maintain its regularity in how to communicate with their audience and public. An example of most of the luxury hotels and Marriott Hotels use video recording on their reservation program to sale the image of their brand.
THE HOTEL REPUTATION MANAGEMENT:
Hotel Reputation Management is defined as a process or strategic approach that will create a virtual bridge between hoteliers and guests. And online Reputation Management is the process of monitoring and influencing how your property is perceived throughout the web. (https://www.bdtask.com/blog/hotel-reputation-management).
Also, more likely hotel Reputation Management is all about monitoring and influencing how your hotel is perceived online. It invokes keeping track of review sites (https://www.cvent.com/en/blog/hospitality/influences-planners-hotel-reviews), posting and engaging on social media (https://www.cvent.com/en/blog/hospitality/14-social-media-post-ideas-marketing-hotels-online).
According to TripAdvisor, 93% of the people use online review when determining which hotel, they want to stay at and 53% of the people surveyed would not book hotel that didn’t have online reviews.
Therefore, online Reputation Management is so vital and important today and should be one of the areas to be focus on whether it is an independent hotel or a hotel chain to stay on top and make difference to the other competitors.
Social media as a new concept and element of hospitality industry which has changed the consumer culture should now become a central component of the hotel marketing strategy. Every hotel manager should pay attention to the online Reputation Management as it directly affects customer choice, and directly impact the hotel financial results.
The impact of the online reputation management is enormous as it reflects the experiences of guests sharing channel experiences, and these same travellers check review sites and online sales channels.
It is necessary and important to consider the negative review and turn into positive review to improve the image of the property. This should be done timely as every minute a negative review is ignored, this gives the opportunity for a potential customer to read it and make the decision to book elsewhere.
It is also important for the hotel point of view to train the hotel staff and to put the guest experience at the centre of everything they do. It means that a close attention to the customer needs throughout their stay and their feedback when leaving the hotel.
This is vital task for most of the luxury hotels will use and to keep up themselves at the top to the rest of other organizations.
THE HOTEL CUSTOMER LOYALTY:
 According to Loyal customers tend to trust,” customer loyalty is when a person gives repeat business to a brand or company. This means that loyal customers are those who choose one company, location, or program over other available options. Sometimes, even when prices are higher, or policies are more strict, loyal customers still stand by their preferred option, regardless of cost or convenience”. (https://nationalpublicresearch.com/survey-types/customer-trust-loyalty-and-retention/). 
Every successful hotel business aims to accomplish two goals which are first to retain existing customers and second to attract new customers as long as the business still going on.
It is essential for the hotel point of view to have guest loyalty that allows for sustainable growth and also, when guests are coming back or return to the hotel, it allows not the hotel to benefit to boost the hotel occupancy but it allows the hotel staff to develop relationships with their guests. By developing good relationship with the guests, it helps the hotel staff to anticipate the guest needs and can set the hotel up for a better guest experience. Hence the wow expectation from the guests.
From the hotel’s perspective, customer loyalty is the result of superior service and the result of guests consistency receiving excellent service where the guest will know that their need will be there when booking of their next visit to the hotel. When starting to see the guests repeatedly at the hotel, this face will become familiar to the property and eventually to become loyal customers.
Therefore, it is important for the hotel to implement the hotel loyalty programs by using the reward guests for spending money at the hotel property. This can be in the form of points; members earn rewards based on nights booked or money spent. Hence, the points can be used for future stays, dining discounts or room upgrades.
Following are few examples of rewards use in the luxury hotels such as IHG rewards club, world of Hyatt and Hilton Honours.
CONCLUSION:
According to Warren Buffet “ it takes 20 years to build a reputation and five minutes to ruin it”. This is essential and important tool use to develop and succeed in hotel hospitality. From the above illustration, this task is not easy to develop and to implement and also demand a huge financial contribution but once implement success will be there and financial reward will be just around the corner as loyal customers and new customers will complete the task with a dedicated hotel staff well trained.
RECOMMENDATIONS:
The Covid’ s years have seen the hospitality struggling as most of them came to lock down. Today, the hospitality industry is building up again and open up to the publics many travellers are back in the business. It is therefore essential for the hospitality to implement new challenge which is the digital reputation management in order to bring back their customers and their loyal customers in the business.
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