1






Hotel standards, reputation management, building and retaining customer loyalty

Student Name
Daniela Maria Vladoi

Student Id
2207143

Module name 
Hospitality and Guest Service Management (BMIH4003)
Module Tutor 
Muhammad Cassamo


















[bookmark: _Toc128468336][bookmark: _Toc128650192]Executive Summary
Hotels only have a chance of thriving in today's cutthroat hospitality industry if they consistently provide experiences that go above and beyond the expectations of their customers and introduce novel, forward-thinking hospitality standards—the study of hotels, the retention of loyal customers, and the management of reputations. Hotels must constantly operate according to the criteria set out by their respective brands. This ensures that their consumers will continue patronizing them and that their reputations remain maintained. Some evidence suggests that hotels of all types and price segments do better when they establish and continue to manage their own distinctive brands. Loyalty programs can potentially increase both sales and overall interest in a brand by recognizing and rewarding customers for their continued support and fostering an environment of camaraderie among the company's devoted followers. In the end, hotels that desire to remain competitive must adjust to accommodate the ever-developing hotel business. In the research, hotels are recommended to increase their spending on technology, provide a more significant number of services, and be more ecologically responsible. Hotels need to prioritize their efforts and focus on the areas that may influence their company most to overcome bottlenecks such as financial restrictions and a lack of resources. This will allow the hotels to get over obstacles such as these.
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[bookmark: _Toc128650193]Introduction
To fulfil customer expectations and new regulations, hotels must innovate. Consumer satisfaction drives business. Quality, brand, and regulars are hospitality's success elements. Hotels that attract and retain customers follow brand guidelines across their operations. A consistent corporate brand helps the company maintain excellence. This article discusses brand consistency and whether all hotels comply (Abhari et al., 2019).
Hotels must priorities reputation management since it impacts bookings, word-of-mouth, and online traffic. Managing guest reviews boosts your company's reputation. Guest reviews may help hotels. We will also evaluate complaints and suggest hotel improvements. Repeat clients are a hotel's lifeblood. Loyalty programmes may. Loyalty programmes may enhance hotel revenue and customer satisfaction (Adwan et al., 2020).
[bookmark: _Toc128650194]Main Findings
[bookmark: _Toc128650195]Hotel Standards:
The term "hotel standards" refers to a set of guiding principles or criteria that encourages consistency in the way in which services are provided, as well as in the operations of hotels and the amenities that they provide. No matter where in the globe a hotel may be located, the brand consistency standards that must be met must be followed to in order to give guests with an experience that is both recognizable and dependable. When hotels deliver a consistent experience for their customers, they have the opportunity to achieve a number of different goals, including establishing brand loyalty, enhancing visitor enjoyment, and developing trust with guests.
But unfortunately, not every hotel maintains the same standard of excellence. While some hotels do conform to the international standards set by trade organizations, others have their very own unique standards that were developed to fit the needs of their target market as well as the preferences of their visitors. These standards might vary from hotel to hotel. For example, luxury hotels are held to a higher standard than budget hotels, and the expectations of guests staying at each kind of hotel are likewise significantly different. Making ensure that a hotel's standards not only meet but greatly exceed those of its visitors is the single most significant thing that can be done to increase the likelihood that the hotel will be profitable.

[bookmark: _Toc128650196]Reputation Management:
Reputation management is the practice of monitoring, influencing, and maintaining a hotel's reputation both online and offline. This practice is also known as online and offline branding (or simply RM). Taking the time to listen to the feedback supplied by customers, delivering a reaction to negative assessments, and highlighting positive remarks are all required steps in this process. If a hotel wishes to gain the trust and credibility of its guests and attract new customers, the establishment's management of its reputation has to be done in an efficient manner.
Hotels have the ability to successfully manage their reputations by actively interacting with guests on social media platforms, responding to reviews left by visitors in a timely manner, and resolving concerns left by customers in a timely and professional manner. These three practices are all part of the reputation management process. It is hard to overstate how vital it is to have effective management of guest reviews since potential visitors rely heavily on online assessments before selecting whether or not to book a room. In light of this fact, it is essential to ensure that reviews are handled appropriately. It is possible that potential clients may be dissuaded from making a reservation at the hotel after reading poor reviews, which may have a significant impact on the hotel's reputation. As a consequence of this, it is essential for hotels to promptly reply to negative reviews, apologies for any trouble that may have been created, and make corrective steps to reduce the likelihood of issues of a similar kind arising in the future.
[bookmark: _Toc128650197]Customer Loyalty:
A given enterprise, like a hotel, may gauge the loyalty of its customers by determining the likelihood that those customers would continue to patronize the organization. It is necessary for hotels to build and keep the loyalty of their customers in order for them to maintain a consistent stream of repeat business, boost their profitability, and gain a competitive advantage over other hotels in the market. Hotels can accomplish all of these objectives by providing superior customer service.
Hotels have the power to build and retain customer loyalty by providing excellent service, as well as by offering guests one-of-a-kind experiences and by creating customer loyalty programmes. Participation in a hotel's loyalty programme, which may include receiving perks such as reward points, discounts, and special offers, is intended to entice guests to return to the hotel on several occasions. Guests who are greeted by their names, have their preferences remembered, and are given personalized recommendations are all examples of individualized encounters that contribute to the formation of an emotional connection between the tourist and the hotel. The establishment of this link eventually results in a rise in the guests' level of loyalty to the property.
[bookmark: _Toc128650198]Market Trends and Obstacles:
Since the hospitality industry is in a constant state of flux, brand new tendencies and challenges emerge on a regular basis as a direct consequence. Together with the adoption of new technologies and practices that encourage sustainability, one of the current industry trends is the rise in popularity of experiential travel. Other current market trends include the use of new technologies. Yet, hotels are faced with a variety of issues, the most significant of which are the ever-shifting expectations of hotel guests, the fierce rivalry in the hospitality industry, and growing operational costs.
Hotels should make use of emerging technologies such as artificial intelligence, mobile apps, and self-service kiosks in order to improve the overall experience that they provide for their guests and to simplify the business processes that they use in order to deal with the issues that have been brought to their attention. Using sustainability measures such as green initiatives, garbage reduction, and energy-efficient activities may help hotels reduce their operating expenditures and better meet the developing demands of their customers. This can also help the hotels better meet the needs of their guests. In addition, hotels should put a strong focus on providing guests with one-of-a-kind and immersive experiences that leave them with an impression that stays with them for a long time. Because of this, there will be an increase in consumer loyalty as well as positive word-of-mouth marketing.
[bookmark: _Toc128650199]Recommendations
[bookmark: _Toc128650200]Invest in Technology:
Technology improves hotel guest satisfaction, efficiency, and output. Hotels should employ chatbots, smartphone apps, and self-check-in. Technology streamlines business, automating marketing, and maintains online reputation (Gössling, Araña, and Aguiar-Quintana, 2019).
[bookmark: _Toc128650201]Prioritize Guest Experience:
Consumer happiness strongly affects brand loyalty. Service determines hotel excellence. Booking to pay should be memorable. Hotel feedback improves (Kim and Velthuis, 2021).
[bookmark: _Toc128650202]Offer Personalized Services:
Personalization may help hotels retain customers. Get-to-know-you hotels may provide welcome gifts and local activity suggestions (Liu-Lastres, Kim and Ying, 2019).
[bookmark: _Toc128650203]Embrace Sustainability:
Demand will favor eco-friendly hotels. Hotels may benefit from energy-efficient equipment, food waste reduction, and water saving. Sustainable tourism may benefit from eco-friendly hotels (Ouyang, Wei and Chi, 2019).
[bookmark: _Toc128650204]Leverage Social Media:
Hotels realize social media's PR, customer service, and brand management possibilities. Hotels may promote and enhance customer relations by listening and responding to comments and attracting new visitors via social media. Social media influencers may advertise hotels (Pérez-Morón et al., 2022).
[bookmark: _Toc128650205]Develop Loyalty Programs:
Loyalty programmes encourage customers. Hotel loyalty programmes provide discounts, freebies, and other perks to keep customers. Loyalty programme data may target specific populations.
[bookmark: _Toc128650206]Conclusion
Hotels need strict quality standards, a great reputation, and devoted customers to succeed in the competitive hospitality industry. The hotel's brand identity and reputation are crucial to attracting and maintaining customers. Monitoring and responding to guest reviews helps hotels maintain regulars and attract new business.
Loyalty programmes may help hotels attract repeat guests. Hotel guests may appreciate VIP treatment and savings. Hotels may stay ahead by prioritizing guests, sustainability, social media, and technology. Hotels must continually evaluate the market and make strategic changes to succeed. By copying top hotels, hotels may stand out.
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