
HOTEL STANDARDS, REPUTATION MANAGEMENT, BUILDING AND RETAINING CUSTOMER LOYALTY





Executive Summary

This report explores the importance of hotel standards, reputation management, and customer loyalty in the hotel and hospitality industry. This report analysed the practices of three global hotel chains, Hilton Hotels and Resorts, Marriott International, and The Ritz-Carlton, to identify key components that contribute to their success.

The report found that these hotels prioritize maintaining high standards through clear procedures, regular inspections, and staff training. They also emphasize reputation management through active monitoring of public perception, social media management, and responding to customer feedback. Additionally, they provide excellent customer service through personalized experiences, attentive staff, and anticipating customer needs.

The report recommends that hotels in the industry prioritize various loyalty programs that provide customers with rewards, benefits, and exclusive experiences to remain competitive and successful. By implementing the recommendations proposed in this report, hotels can provide excellent customer service, build and retain customer loyalty, and maintain a positive reputation, ultimately leading to long-term success in the industry.
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Introduction
The hospitality industry is a vast and ever-growing industry that provides accommodation, food, and other services to travellers worldwide. According to a recent report by Statista (2023), “the market size of the hotel and resort sector worldwide peaked at 1.52 trillion U.S. dollars in 2019. As a result of the coronavirus (COVID-19) pandemic, the market size dropped below one trillion in 2020 and 2021. In 2023, the market size was forecast to reach 1.21 trillion U.S. dollars”, highlighting the significance of the industry in the global economy. The success of this industry relies heavily on the reputation of the hotel, which is built on customer satisfaction and loyalty. Hotel standards, reputation management, and customer loyalty are vital components of a successful hotel. The importance of these components will be analysed in this report.

Main Findings

Hotel Standards
Hotel standards refer to the level of quality and service offered by a hotel to its guests. It involves various aspects such as cleanliness, safety, comfort, hospitality, and amenities (AA Hotel & Hospitality Services). Different hotel chains have different standards, depending on their target market, brand image, and location.
According to Narangajavana and Hu (2008), star rating is the most  widely accepted method of rating hotels, which ranges from one to five stars. The star rating system is used in many countries worldwide, however it has its limitations, as it does not account for factors such as customer reviews, online reputation, and personalized service according to Anderson (2021).
Case Study: Hilton CleanStay program
Hilton Hotels and Resorts is a global hotel chain that sets high standards. They have established the Hilton CleanStay program that includes industry-leading hygiene practices. The program includes enhanced cleaning protocols, contactless check-in, and the use of sprayers to disinfect surfaces. This helps to reassure guests that they are safe while staying at Hilton hotels (Hilton, 2023).

Reputation Management
Reputation management means tracking and supervising how the public sees the hotel. It is easy for customers to leave reviews and comments on various online platforms. Negative reviews affect the hotel's reputation and may decrease customer loyalty. It is important for hotels to manage their online reputation by responding promptly to negative reviews, thanking customers for positive reviews, and addressing any issues that arise (Ploumidou, 2018).
According to Boley (2020) one of the most successful reputation management strategies used by hotels is the use of social media platforms, which allows hotels to connect with their customers and promote their services.
Case Study: TripAdvisor
TripAdvisor is a popular travel review website that allows customers to share their experiences with hotels and other travel-related businesses. “TripAdvisor is one of the world’s largest review platforms in the tourism industry. It has over 320 million reviews from travellers around the globe and 200 new reviews per hour!” (Carreirão, 2019). The website has become an essential tool for reputation management in the hotel and hospitality industry, as customers are more likely to trust the opinions of other travellers rather than the hotel's advertisements. 

Building and Retaining Customer Loyalty
Customer loyalty is essential for the success of a hotel. Loyal customers are more likely to return and recommend the hotel. It is essential for hotels to build and retain loyalty by providing excellent customer service, personalized experiences, and loyalty programs according to Cvent (2021).
One of the most effective techniques for building customer loyalty is to offer loyalty programs. “Reasons for starting a loyalty program are, of course, related to getting and keeping customers” (Shoemaker and Lewis, 1999). The programs can include various benefits, such as room upgrades, free nights, exclusive discounts, and personalized amenities.
Case Study: Marriot Bonvoy Loyalty program
Marriott International has built a strong reputation for providing exceptional customer service, personalized attention, and innovative amenities. One of the key factors that have contributed to the hotel's success is their focus on building and retaining customer loyalty.
It has a loyalty program, Marriott Bonvoy, which offers various benefits to its members, such as room upgrades, free nights, and exclusive discounts. This also allows members to earn and redeem points for various hotel services, including dining, spa treatments, and room upgrades according to Marriot (2023). 
Marriott International also focuses on providing exceptional customer service. The hotel's staff is trained to provide personalized attention to each guest, from greeting them by name to “anticipating their needs and preferences” (Ritz-Carlton, 2023). 

Comparison of Global Hotel Chains
To provide a comprehensive analysis of hotel standards, reputation management, and customer loyalty, a comparison of three of the largest global hotel chains: Marriott International, Hilton Worldwide, and AccorHotels. 
Hotel Standards
Hilton Worldwide maintains high standards through their CleanStay program, which includes “enhanced cleaning procedures, disinfection of high-touch areas, and contactless check-in and check-out” (Hilton, 2023). 
Marriott International has implemented the "Marriott Commitment to Clean" program, which includes thorough cleaning, social distancing protocols, and contactless methods. They also have a Global Cleanliness Council, to ensure their protocols remain effective according to Marriott (2023). 
Accor Group has implemented the ALLSAFE label, which also includes thorough cleaning, social distancing protocols, and contactless methods. They also have a team of experts to ensure they meet or exceed industry standards according to Accor Group (2023).
Reputation Management
Hilton Worldwide actively monitors and responds to customer feedback through their Hilton Honours program, social media channels, and surveys. They also built a subject on social media called “Hilton Suggests” which has at the back a team of experts who analyse online reviews, provide feedback to hotels to improve guest satisfaction and also acts as a virtual concierge for everyone travelling (Bredava, 2018). 
Marriott International actively monitors and responds to customer feedback through their Marriott Bonvoy program, social media channels, and surveys. They also have a social media command centre that tracks and analyses online conversations to identify opportunities for improvement (Marriott, 2016). 
Accor Group actively monitors and responds to customer feedback through their ALL program, social media channels, and surveys. They also have a digital reputation program called “Voice of the Guest” that tracks and analyses online reviews to improve guest satisfaction (Accor Group, 2015).
Customer Loyalty
Hilton Worldwide offers the Hilton Honours program, which provides members with exclusive benefits, such as lowest rates, room upgrades, free breakfast, and points that can be redeemed for free stays or experiences. They also offer partnerships with airlines, car rental companies, and other travel providers to provide more value to members (Hilton, 2023). 
Marriott International offers the Marriott Bonvoy program, which offers members special advantages, such as discounted member rates, room upgrades, unlimited Wi-Fi, mobile check-in and points that can be redeemed for free stays or experiences. They also offer partnerships with airlines, car rental companies, and other travel providers to provide more value to members (Marriott, 2023). 
Accor Group offers the ALL program, which provides members with exclusive benefits, such as members rate, online check-in, dedicated customer care, room upgrades and points that can be redeemed for free stays or experiences. They also offer partnerships with airlines, car rental companies, and other travel providers to provide more value to members (Accor Group, 2023).
Overall, all three hotel chains prioritize maintaining high standards, reputation management, and customer loyalty through their various programs and initiatives. However, Hilton Worldwide and Marriott International have more established loyalty programs with more partnerships, while Accor Group is in the process of integrating its loyalty programs under the ALL program. Additionally, each hotel chain has unique features that differentiate them, such as Hilton Worldwide's focus on sustainability and Marriott International's Global Cleanliness Council.

Conclusion
In conclusion, hotels must uphold high standards, manage their brands, cultivate and keep customer loyalty to keep up with competition. The use of technology, social media platforms, and online review management tools can help hotels maintain a positive online reputation and respond to customer feedback and complaints promptly and professionally.
Customer loyalty is crucial for the hotel's success, as loyal customers tend to spend more and provide positive reviews. Loyalty programs, personalized attention, exceptional customer service, and innovative amenities are effective techniques for building and retaining customer loyalty.
The comparison of the three largest hotel chains, Marriott International, Hilton Worldwide, and AccorHotels demonstrate the importance of maintaining high standards, managing reputation, and building customer loyalty in the hotel industry. These hotel chains have built a strong reputation for providing exceptional service, personalized attention, and luxurious amenities, which has helped them succeed in the competitive hospitality industry.




Recommendations
Based on the discussions and case studies presented in this report, the following recommendations can be made to the hotel and hospitality industry:

· Maintain high standards: The quality of services and facilities provided to guests is a critical aspect of a hotel's reputation and customer loyalty. Hotels should maintain high standards for cleanliness, comfort, and safety to attract and retain guests.
· Monitor and respond to customer feedback: Reputation management is essential for maintaining a positive image and attracting new guests. Hotels should monitor and respond to customer feedback through websites such as TripAdvisor and other review platforms to maintain a positive image and address any negative experiences.
· Offer personalized experiences: Personalized experiences can help to build and retain customer loyalty. Hotels can offer personalized recommendations and offers, such as loyalty programs, to create a more memorable experience for guests.
· Invest in technology: Technology can help hotels to improve the quality of services and facilities, enhance reputation management, and build and retain customer loyalty. Hotels should invest in technology such as customer feedback systems, online booking systems, and mobile applications.
· Train staff: The quality of customer service is a crucial aspect of building and retaining customer loyalty. Hotels should invest in staff training to ensure that employees are able to provide exceptional customer service and enhance the guest experience.
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