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[bookmark: _Toc129122434]Executive Summary
In order to complete the “Hotel standards, reputation management, building and retaining customer loyalty assignment”. This study has analysed the diversity of hotel services and offerings in light of how consumer needs are changing, along with the operational framework and resources available needed to provide excellent customer service. This report covered the intent behind brand consistency guidelines as well as successful reputation management approaches for hotels. The report also discussed the ways in which hotels can win and keep the loyalty of their patrons. Lastly, this report pointed out some important problems and made some recommendations based on how things are going now. 














Contents
Executive Summary	i
Introduction	1
Consistent Guest Service	2
Reputation Management	4
The Importance of Customer Reviews	4
Brand Loyalty	6
Loyalty Programs	6
Ratings & Reviews	6
Obstacles Faced by Some Hotel Businesses	7
Conclusion	8
Market Trends and Recommendations for Hotel Business	9
References	10

Student ID: 2207975 

Student ID: 2207975 



ii

[bookmark: _Toc129122435]Introduction

[image: ]
Source: myannapolisoffice.com
Hotel chains open their doors every day, while older one’s upgrade to remain competitive. Guests are becoming accustomed to these superior conveniences in today's technological environment. As a result, they anticipate the same in the hotel industry. Everyone attempts to keep one step ahead of the competitors and provide exactly what their clients demand. Customers are particularly concerned about a clean atmosphere, effective and clear staff communications, the availability of high-quality items at reasonable costs, and the reliability and safety of the goods they purchase. Any hotel company that wishes to sustain its customers' long-term loyalty must maintain its reputation and goodwill. In this study, we'll talk about how hotels run their operations and why their visitors should see their hospitality as spontaneous and effortless. This study will also discuss the general consistency of the hotel brand (Bagdan, 2013). 


[bookmark: _Toc129122436]Consistent Guest Service
Standards for maintaining brand consistency may cover specifics like the lobby's layout, employee uniforms, amenities provided, and the hotel's general ambience. A hotel brand may stand out from rivals and develop a distinctive and identifiable brand identity by maintaining brand consistency throughout all of its hotels (Baek et. al., 2020). This study focuses on the hospitality industry, especially how Marriott International, Premier Inn and Hilton Hotels could treat customers in a way that makes it seem as though they were served with a passion. A real-life example may explain it better: Assume you've been invited to a friend's house for dinner and are well taken care of. But at the same time, you observed that they are not happy with your visit, which means somehow, they are obliged to invite you. Would you enjoy yourself if you felt your friend was trying too hard to please you? Unless you are a very terrible individual, then the answer is no. This is a problem with many hotel businesses all over the world. Customers first feel welcomed at the hotel, but after a while, they discover they are not being cared for properly. Customers are not receiving desired services, and hotel staff are not responding to their problems. Global hotel companies must succeed in maintaining high standards for their properties, managing their reputations, and building customer loyalty (Abd-El-Salam et. al., 2013).
Marriott International, a market leader in the hotel industry, sets a priority on providing consistent service to every one of its customers. For this reason, it has implemented procedures and policies that are shared with and followed by staff at all of its hotels. Moreover, the organisation places a strong emphasis on employee development and training to guarantee that all staff are proficient in providing superior services to customers. Consistency in service is a top priority for Hilton Hotels because they know that satisfied customers mean customer loyalty. To better serve its customers, the organisation has implemented a comprehensive feedback system. This kind of feedback from guests is used to improve the Hilton experience and make sure that high standards are kept (Boella and Goss-Turner, 2013). On the other hand, Premier Inn concentrates on offering superior hospitality and service to each one of its customers. The hotel chain's check-in and -out procedures have been optimised for speed, letting customers get into their accommodations without unnecessary waiting.
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Physiological needs are at the bottom of Maslow's hierarchy of needs, while higher-level needs and desires are at the top (Burleson, and Thoron, 2014). To illustrate how this principle might be used to better ensure consistent customers service, consider the following table:
	Needs
	Explanation

	Physiological Needs
	Providing clean, comfortable rooms and food and drink can satisfy guests' physiological needs.

	Safety Needs
	Guest safety can be met with 24-hour security and very well locations.

	Love/Belonging Needs
	A warm welcome and devoted staff can make customers feel at home and improve their experience.

	Esteem Needs
	Personalizing and responding to guests' needs and preferences can raise self-esteem and better their visit.

	Self-Actualization Needs
	Cultural events can enable guests self-actualize and grow.



[bookmark: _Toc129122437]Reputation Management 
The tactics and technologies that hoteliers employ to monitor, respond to, and improve how the property, service, and brand are regarded online are referred to as hotel online reputation management. One of the most crucial responsibilities of a hotelier is hotel reputation management. With the advent of user-generated content and more people eager to participate in the digital discourse, a business's reputation may make or break it. There are numerous ways for a hotel to manage its reputation (Proserpio and Zervas, 2017). A few are mentioned below:
1. Respond prompt to customer reviews and feedback
2. Provide excellent customer service
3. Provide superior amenity and facility
4. Ensure uniformity across all operations
5. Encourage transparent and open communication
6. Continuously solicit and embrace customer feedback.
7. Offer individualized experiences and options for customisation.
8. Encourage guest participation and involvement through programs such as brand loyalty (Aluri and McIntyre, 2019).
[bookmark: _Toc129122438]The Importance of Customer Reviews
Effective handling of guest reviews is vital for hotels to preserve and enhance their brand image and reputation. Hotels may boost guest loyalty, customer retention, and internet visibility by frequently evaluating and reacting to guest comments. The hotel industry must respond to both positive and negative online reviews (Öğüt and Onur Taş, 2012). Reviews reveal others' opinions on a company's services before they even speak. It's just as vital to use positive evaluations to promote outstanding work as it is to respond to negative reviews. Additionally, customer satisfaction and positive word-of-mouth improve, perhaps bringing in additional guests. In addition, assessing guest feedback can assist hotels in making better judgments and identifying improvement opportunities. By successfully managing guest reviews, hotels may guarantee they are meeting their guests' requirements and expectations, resulting in a more profitable and sustainable business. The effects of negative feedback on a business can be devastating. A business could lose customers every time a review appears on Google. Almost nine out of ten consumers will not take service from a hotel that has received low ratings online. Furthermore, customers' trust and loyalty can weaken after reading a negative review. This means that the hotel will have a difficult time booking rooms.

[bookmark: _Toc129122439]Brand Loyalty
Customers have become pickier than ever before. A customer's perception of a hotel might be negatively impacted by even one poor experience. A customer's commitment to a business over time can be quantified by the depth of their customer loyalty. That is to state, brand loyalty exists when consumers consistently pick one brand over its competitors (IŠORAITĖ, 2016).
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It encourages customers to stick with a company by giving them rewards for making more hotel bookings. There are some examples of loyalty programs are shown below:
VIP Clubs: Exclusive facilities that provide unique benefits and discounts to high-spending clients.
Points System: Customers accumulate points through transactions, which can then be redeemed for special offers, complimentary services, or other benefits (Henderson et. al., 2011).
[bookmark: _Toc129122441]Ratings & Reviews
Online reviews build loyal customers. Customers trust properties more with reviews, which increase conversion rates and client loyalty and are better from reliable sources.

[bookmark: _Toc129122442]Obstacles Faced by Some Hotel Businesses
Intense competition and evolving customer behaviour, such as the growth of alternative accommodations, might impact established hotel business strategies. Property maintenance and renovations can be expensive, and low-wage employment might be hard to fill. Hotels must follow health and safety rules, sustainability programs, and natural calamities and pandemics like COVID-19 (Kaushal and Srivastava, 2021). Since internet reviews and social media may make or break a hotel, online reputation management is crucial. Businesses can solve these problems by embracing technology, offering new experiences, and using analytics and information to improve operations and the customer experience. 



[bookmark: _Toc129122443]Conclusion
A hotel success depends on hotel standards, brand management, and customer loyalty. Hotels can attract and retain guests by stressing cleanliness, safety, personalized experiences, and technology. Reputation management through online feedback and social media is essential to building a strong brand and ensuring consumer satisfaction. To build customer loyalty, hotels must continually meet or exceed customer expectations and provide unique experiences. By addressing these crucial areas, hotels may stand out from competitors and succeed in the sector (O'Neill and Mattila, 2010).
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Following are a few market trends and recommendations for hotel industry:
1. Due to the current pandemic, guests place a high priority on cleanliness and safety.
2. Implement smartphone services such as keyless entry, remote check, and smart ordering by utilizing available technological tools (Schuckert and Law, 2015).
3. In order to make guests happy, it is important to recall details about them and customize the service accordingly.
4. Hotels that target to eco-tourists by incorporating sustainable policies and amenities are seeing an upsurge in bookings.
5. Keep a consistent quality standard in order to keep the consumers (Phillips et. al., 2017).
6. Social media and digital reputation management may have a significant impact on the performance of a hotel; therefore, invest in establishing a solid online presence.
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Self-ac ization

desire to become the most that one can be

Esteem

teem, status, recognition, strength, freedom





