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1.Introduction 
This report’s purpose is to address the competitiveness within the hospitality industry by offering solutions that can ensure a hotel’s success. Each section is going to be defined using theory, and then discussed. 
2. Hotel Standards, definition, and example
According to Walker (2017) “the hospitality and tourism industry is the largest and fastest-growing industry groupings in the world” (p. 46), and the main purpose in this challenging industry is none other than offering guest satisfaction, as, if this is accomplished then the next steps resulted are guest loyalty and profit, therefore the business will be a successful one. As walker states, there are 5 essential steps that any particular hotel must follow in order to achieve the so much desired success, and these are as follows: Firstly, the guest is at the core, the focus of the hotel as a business has to be on meeting and/or exceeding guest expectations. Secondly, every hotel must understand the importance of the contact established between hotel’s guests and hotel’s staff, as these interactions and relationships have a strong impact towards the guests. Thirdly, given the fact that a hotel has guest from all different cultural or ethnic groups, it is impetuously necessary that the hotel takes into consideration the diversity of each culture promotes a service culture to ensure guests will not feel uncomfortable, and this step can be attained by training staff towards service culture. The fourth step consists into investing in both high touch and high tech, as nowadays our world is modernizing continuously, and guests appreciate usage of high technology if it makes life easier for them or if it saves them time and effort. The fifth and last step is improvement, meaning that each hotel must invest in improving guest experience without stop. Hotels, depending on purpose and budget have standards, and these standards refer to both operational and physical aspects, therefore standards are applied to staff, amenities, advertising, as well as fixtures or property lease (Law Insider, 2023). Therefore, a one-star hotel standards will differ from a four-star hotel and the reason is budget. Guests that seek budget accommodation do not have same expectations as guests that seek luxury accommodation, and also a one-star hotel won’t have the same budget available for investments as a three four, or five-star one might have. However, that does not imply by all means that some standards should be affected, such as room cleanliness, food safety or guest experience. The quality standards differ only from the facilities offered depending on the star rating system. For example, a one-star hotel will offer a basic room, and a five star will offer luxury suites, escort to bedrooms, valet parking, room service, spa, fitness, or business additional spaces (BBC, 2022). Therefore, the standards remain unchanged, however a hotel will have additional standards depending on which hotel market segment is served: full service, limited service, extended stay, luxury, mid-price, economy, or budget (Rutherford, 2006). 
3. Reputation Management, definition, and importance
A manager, regardless of the industry he or she is activating in, has to set goals for the team manging, monitor team’s performance, manage finances, develop, and implement processes that bring value to the business, while giving great attention to details (Cottrell, 2021, p.312). In other words, managing implies setting goals that the staff must follow in order to achieve the organisation objectives. Leadership, on the other side, is a process where the leader can influence in a positive manner others with his/her vision (Walker, 2021, p.337). To refer strictly to hospitality industry, a hotel manager will have to show both managerial and leadership skills, furthermore, an efficient manager will have a high business sense alongside with people skills, knowing to appeal to intuition and feeling, and will use the experience gained with business practices to grow the hotel managed (Serhal, 2015). A hotel’s reputation is another aspect that falls under the manager’s responsibilities, and this concept refers to the way that the hotel is perceived by the audience on social media and other internet platforms. In hospitality industry reputation is critical in comparison with other industries. According to Trip Advisor, 93% of people use online reviews when they decide about choosing a hotel where to stay at. Added to that, a percentage of 53% would not even book at all a hotel that doesn’t have reviews from previous guests. From this numbers it can be deducted the critical importance of reputation, and the manager must ensure the hotel acquires positive feedback by monitoring, encouraging feedback, responding to comments and reviews, engaging on social media by posting regularly, so that the reputation is built and maintained at the same time (Customer Alliance, 2017). 


4. Customer Loyalty, definition, and analysis
According to Heppell (2015) both customer satisfaction and customer loyalty are important, however loyalty is much more important for a hotel as a loyal customer will repeat business, will spread the word and therefore a good reputation of the hotel will result, in other words a hotel will benefit more from loyal guests than from satisfied guests. According to Solomon (2016) “Success in today's rapidly changing hospitality industry depends on understanding the desires of guests of all ages, from seniors and boomers to the newly dominant millennial generation of traveller’s”. As Johnston states (2012) some of the reasons as to why it is important for hotels to seek customer loyalty are as follows: the guests that booked in the past are easier to deal with, the business already knows their habits and expectations, can reduce operation costs, can increase revenues, loyal guests are likely to spend more than new guests, and can generate long-term revenue streams. According to Forbes the steps to gain customer loyalty are understanding guests needs, facilitating  excellent guest experience, addressing online reviews in a constructive manner, having a continuous improvement approach by improving services offered on one side and training staff regularly on the other side. 
5. Conclusion
All concepts presented within this report are interconnected, meaning that a hotel must focus on all aspects addressed here; there has to be a braid between standards that the hotel presents, offering excellent service, ensuring the hotel’s reputation is positive, none of these key elements can be omitted when managing a hotel, otherwise, as they are interconnected as a chain, one aspect failure can lead to business failure.
6. Recommendations
Based on all the information already presented, the following recommendations can be used as tools for a hotel that seeks success. In the first instance, there is investing in offering excellent service at the same level as investing in marketing strategies that ensure reputation is the main focus; an excellent service can bring more guests because of the free commercial made by the satisfied guest, and a good marketing strategy that focuses on the hotel reputation will have the same effect, gaining guests. A second recommendation is to think about creating sections on the official website, called a virtual assistant, where a potential guest can type any question or worry- this will make him/her to feel more comfortable with the brand, will build trust and will make him/her spend more time on the platform, so perhaps be more attracted to booking.
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