
[image: ]

Hotel and Guest Service Management
Sabiha Akhtar
Student- I.D 2209698
Lecturer - Muhammad Casamo
Wordcount 1575
Title - ‘Hotel standards, reputation management, building and retaining customer loyalty’





















    Table of Contents             

    Executive Summary..........................................................................................................2 
1.  Introduction........................................................................................................................3
2.  Purpose of brand consistency standards..................................................................... 3
2.1 Do all hotels have the same standards.........................................................................3

3 Reputation management.................................................................................................. 4
3.1 How can hotel manage their reputation effectively....................................................4
3.2 Importance of effective guest reviews management..................................................4
3.3 Impact of negative guest reviews..................................................................................5

4. How can hotels build and retain customer loyalty.......................................................6
4.1 Purpose of customer loyalty.........................................................................................6

5 Conclusion......................................................................................................................... 7
6 Recommendations............................................................................................................7











Executive Summary
The goal of this report is to analyse and assess how the brand consistency and standards are maintained and managed, as well as how they vary and contrast among companies, the significance of reputation management and strategies for effectively addressing it. Hotel standards refer to the set of guidelines and criteria that hotels follow to ensure that their services and facilities meet certain level of quality. These standards may include cleanliness, comfort, and guest satisfaction. Different hotels follow different standards and quality, depend on the class and target audience. Adhering to these standards helps hotel maintain a positive reputation and attract new guests. The report has examined the effects of unfavourable customer reviews and how it can be restored and retained. In conclusion, negative customer reviews can have a significant impact on the success and profitability in the industry. It is essential to monitor their online reputation, address positive, negative reviews, and take steps to improve guest experience. The hotel industry is cutthroat, so staying on top of trends in hospitality is essential to building client loyalty. The report examined customer loyalty programmes that have been implemented and the purpose of them. It has been concluded that overall, loyalty programmes are an effective way for hotels to retain customers, increase revenue, and build brand loyalty. 










Introduction
A hotel Industry is an extremely competitive industry. It is very tough to survive in this industry if not keeping in pace with the latest hospitality trend. It will help the hotel to be up to pace with other hotels, not be left behind, be competitive and furthermore, identify customers wants and need.

2.Purpose of Brand Consistency Standards
The purpose of brand consistency standard is to ensure that a brands message and image are presented across all channels and touchpoints for example, advertising, websites, social media, and physical locations. This includes everything from visual elements like logos and colours to messaging, customer service and overall experience. This helps to establish and maintain a strong brand identity, which can increase brand recognition, customer loyalty, profit, and sales. For example, Premier Inn brand logo with ‘rest easy’ sign and the purple colour theme is creating brand identity and makes it easier for customers to recognise it no matter where they are. As David Turton has mentioned ‘Their brand positioning is centred on the assurance of a restful night's sleep. Anyone who does not experience this will receive a refund. As no other hotels are offering this, they have a competitive advantage in this market.’ (Turton, 2014) 

2.1 Do all hotels have the same standard
There are variations in brand standards among hotels. The criteria for hotels change depending on the kind and level of hotel as well as the objectives of the establishment and its unique selling proposition. (Lacalle, 2022). 
Marriott Hotel, and their service standard is to do with their 5 core values. They are: Putting people first, “Take care of the employees and they will take care of the customers”, pursue excellence, Innovation, and integrity (YouTube, 2017)
3 Reputation Management
Reputation management is an important part of hotel business. In the social media era, monitoring brand conversations online is essential for brand management since the comments are made by consumers who are interested in the companies, and they are dynamic and real-time (Rust et al., 2021)
Reputation management is the practise of influencing stakeholder perceptions and public dialogue about an organisation and its brands. It involves keeping an eye on comments and conversations, responding to reputational threats, and proactively embracing opportunities to improve one's reputation. (Gartner_Inc, 2023)

3.1 How can hotel manage their reputation effectively
There are several ways to manage the reputation of the hotel. The most effective way is keeping track of the hotel's reviews online on different review sites for example, Trustpilot, Tripadvisor, booking.com etc.
TripAdvisor is one the most successful review sites that contains, reviews, advise, opinions and information on travel destinations from customers across the worldwide. 
Keeping track of the online reviews and responding to negative and positive feedback is an effective way of reputation management, thus, will help establish good reputation and reassuring guests that their feedback is important to the hotel, and they care about their guests (Guest Touch, 2023)

3.2 Importance of effective guest reviews management
Customers are not always right and sometimes they can be wrong. On those occasions it is important to know how to react. It is about communicating in a clear empathetic way with confidence and belief in the voice. This will make the customers believe in the service and be willing to be guided (Heppell, 2015)
Additionally, review management is crucial for the hotel industry for several reasons:
· Influence on booking decisions: Today most travellers rely on online reviews before making booking decisions, which means effectively consumers trust other consumers to make booking decisions (Guest Touch, 2023)
· Feedback for improvement: Guest reviews can provide valuable feedback on a hotel's strength and weaknesses. Analysing guest feedback can help hotels to identify areas that need improvements and make changes (Guest Touch, 2023)
· Positive reviews consistently can help the hotel gain competitive advantage and attract more guests (Guest Touch, 2023)
· Negative reviews outweigh positive ones which is why it is critical to respond (Grant, 2021)
Overall, effective guest review management can help hotels attract more guests, improve their services, and gain a competitive advantage, and maintain a positive reputation in the eyes of the guests (Guest Touch, 2023)

3.3 Impact of negative guest reviews
Negative customer feedback can seriously harm a hotel brand's reputation and credibility. Internet reservations from hotels and restaurants with few or many negative reviews are less common, which drastically lowers revenue (Tas, 2022)
Furthermore, Consumers who have encountered service failure may react in a negative way. Customers evaluate the recovery process after recovering from these types of unpleasant feelings brought on by service failure, and then they determine whether to contact the company again (Sadagashvili & Correia, 2019)
This makes it important to keep an eye on the customer reviews and respond to them in a timely manner. 
However, it is important to note that not every online review is real, and it can affect business of all types and sizes. In 2019 Travelodge made headlines as part of TripAdvisors fake review scandal as Travelodge hotels received hundreds of five-star reviews (Lake, 2019)


4 How can hotels build and retain customer loyalty
When a customer loyalty programme provides them with something of value, it has the ability to create solid, long-lasting relationships with them. Rewards should be given to customers throughout the process rather than simply at the end to sustain favourable attitudes. (Clow et al., 2013)
4.1 The purpose of customer loyalty programs
Businesses that offer loyalty programmes do so to attract and retain clients by offering rewards, discounts, and other unique incentives. They are made to reward customers for their brand or store loyalty and promote repeat business (Chen, 2022). Furthermore, retaining valuable customers has significant advantages because they are: simple to work with, willing to serve as ambassadors and spread good word of mouth, help with service delivery, lower operating costs, boost revenue, support the organization's maintenance and improvement efforts, do not make excessive demands of the service, generate long-term revenue streams (high lifetime values), and spend more than other customers. (Johnston et al., 2021)
Marriott Bonvoy loyalty program by Marriott Hotel, members earn 10 points per dollar at most hotels, and award nights range from 5,000 to 100,000 points each, depending on the hotel and whether it's peak or off-peak timing (Rosen, 2021)
Accor Live Limitless Loyalty program, members can redeem their points at check-out in increments of 2,000 points for every 40 euros ($48) in hotel expenses, earning 5 to 25 points for every 10 euros ($12). For further privileges, reach various elite membership tiers at 10, 30, or 60 nights annually. Top-tier Diamond status also comes with benefits like free weekend breakfast and four dining and spa prizes per year that are each worth €25 ($30) (Rosen, 2021)





Conclusions
This report has analysed how brand consistency standard is important and the ways in which they are carried out differently by different hotels. It creates recognition and brand identity. Not all hotels have the same brand standard and it differs in relation to the hotels class, core value and customer satisfaction. The importance of effective guest review management helps the hotel to recognise the strength and the weaknesses and correct it. TripAdvisor is one of the leading online review sites for the hotel businesses. It is important for hoteliers to respond to positive and negative guest reviews as guest reviews are trusted by consumers and impact booking decisions at the same time fake reviews can damage a hotels reputation. Loyalty programs is one of the ways to retain lifelong customer loyalty and increase profitability.
Recommendations
Creating brand consistency standard helps to establish and create brand identity. This can be done by creating logos, messaging, and service standard. It is also recommended to always respond to the positive and negative guest reviews online. By doing this will send a positive message to the customers and maintain the hotels reputation and image. It is also important to recognise fake reviews act upon it as this will destroy the hotels reputation. Creating customer loyalty programs can help hotels to generate sales, attract new customers and retaining valuable ones, as loyal customers generate long term revenue and spend more than other customers.
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