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Executive summary
This study will address hotel standards and how important they are in the hospitality industry, as well as what it means to build a reputation and sustain it, as well as how to keep loyal clients, since keeping these standards high will keep businesses thriving and create future growth. 

Introduction 
The purpose of this paper is to define and research client loyalty and why it is so crucial in keeping businesses running, how they establish their reputation, and what it could entail if reputation and standards are not upheld Customer satisfaction is critical for both commercial and public sector organisations(Emerald group, 2004). This paper will cover a wide range of subjects. Overall, I will demonstrate the significance of hospitality in all industries that interact with the public. In order to support this, I will base my findings primarily on guest services and hotel standards, as well as case studies from a range of sources.

Hotel standards 
Every hotel has standards and expectations to maintain some higher than others, they also have star ratings which they use to demonstrate this, it also enables people to see which hotels are of a higher quality and the standard of the hotels which are of higher star ratings for example Marriott hotel has exceptional standards and also is 5 star rating which shows in there whole operation. Marriot was established on the belief that if they take care of their staff, they will take care of their customers, as when employees  feel good about themselves they will be encouraged to serve others (Morgan, 2016) . Which is one of the reasons they are so successful as staff are a key part in all operations of running a successful hotel. Which then leads to my next point hotel chain branding is intimately tied to standardisation. It is critical for a hotel chain to maintain consistent management in order to retain a global brand and generate a sense of familiarity, which will eventually evolve into loyalty (Post, 2021). loyal customers keep businesses growing as they are returning guest who are satisfied with the level of service, most of these customers leave good reviews and make recommendations to others which is good for business as creates new business and new customers tend to check reviews before creating new bookings especially if they are five star as people like to know what there paying for, whereas a budget chain such as premier inn there is not a great expectation of luxury  but they do pride themselves on good night’s sleep and hold standards just not as high as Marriott hotels. You can also get rooms from as little as thirty-five pound a night at premier inn (Johnson, 2023) whereas a stay at one of Marriotts  lower stars hotels such as Moxy can cost over a one hundred pound a night (Marriott International, 2023). 

Reputation management 
[bookmark: _9ccgwqptt2ls]Hotels appeal to a variety of customers, hotel management may have to improve the service they are offering to accommodate the diversity of their consumers, and may place a high value on tangible hotel components such as beautiful décor, (Nasution and Mavondo, 2008). As higher starred hotels are more likely to feature a variety of services such as 5-star hotel offers a lot of in-house amenities, such as free gym, spa, a private swimming pool, safe and more (Jaypee Hotels, 2020). With such an reputation of higher star hotels can be difficult to maintain but positive comments and reviews tend to motivate consumers to develop emotional trust, increase confidence and trust in the product, and have a powerful persuasive influence (Chen and Samaranayake 2022) by having good reviews they are great for business people tend to give reviews when their expectations have been met this can be by the services the hotel has provided like the spa experience or even little details like displays of towels or the guest services and front of house as they play a key role in the running of the hotels and are often the first point of contact in hotels also people like to feel welcomed and expect a high standard when in higher starred hotels. Whereas cheaper budget hotels, which have a more plain minimalistic design throughout ,when you book a low-cost hotel, your expectations are unlikely to be soaring(Kettle, 2019) . many choose this option for somewhere to just put there head down and use as a base many travelers pick cheaper hotels and studies have shown that Price is by far the most crucial  aspect when customers are choosing hotels(NorthStar travel media, 2019). There are numerous inexpensive hotels all around the world budget hotels that offers the bare necessities and services at a lesser cost than a regular hotel in the same area. This sort of hotel provides clean, safe rooms that suit a guest's basic needs  (Landman, 2022). But the standard is not as high as a high starred hotel so there is less expectation. yet people pick this option and they still expect cleanliness and some what of a standard, reviews are also important for the succession of budget hotels as Positive feedback has the greatest influence on customer demand(Phillips et al., 2016) regardless of its rating people want to have good experiences when staying at hotels. The standards must be upheld for this to continue when staying in budget hotels customers look for comfort, cleanliness and safe space budget hotels were established to target the people who can want to spend a minimum amount for staying(Roshan, 2017). Reputation is managed by keeping to these expectations.


Customer loyalty 
Reputation is very important as touched upon throughout this report it influences customers loyalty to the brand or chosen hotel whether it be a high starred one or low-cost budget hotel, client loyalty is the result of a constant positive experience that drives customers to prefer one brand over others. Loyal consumers are more likely to purchase high-margin products and services, and customer retention techniques frequently result in loyal customers (PECB, 2023). Many hotels use loyalty rewards Consider Marriott Bonvoy as one example the Marriott Bonvoy program's main selling point is its extensive network of hotels in major holiday destinations. Their members can also earn points by staying at affiliated brands such as the St. Regis or the Ritz-Carlton they may earn and redeem points at thousands of hotels and get exclusive perks such as free in-room internet, member pricing and many more (Elphick, 2019). This acts as an incentive for customers and can help build customer base as they can also make recommendations to friends and family and others.another factor about  hotel loyalty programs they provide important insights into client profiles. They can be used as an effective Customer Relationship Management  tool to improve interactions with guests, work out their needs, and develop profitable point-of-sale strategies. 



Recommendations
As of the present day mainly everything goes threw social media, Hotels that wish to stay current and attract younger consumer demographics should have a social media presence (McLoughlin, 2022). This will attract a wider audience of customers and many influencers on social media have impact on the wider community many people want to try or experience what they have seen which is almost like free advertising. Many of hotels are established and don’t reach the social media side of the population this can be a great tool to have. Also to continue to keep customers at the focus of everything and listen to feedback as without the customers there is no business but also with the staff there isn’t either all about balance.


Conclusion 
To conclude this report a variety of  things have been covered in this report including  hotel standards and how important they are and what they mean for customers and also as a business  and how they can be upheld, in turn the standards that hotels have built reputation and being able to manage reputation is also a key factor in a fast changing environment as with such a reputation they have been established over a period of time and have adjusted over the years having adaptability is a key factor and also the need to keep customers loyal and returning it is good to be adaptable as if customers are not happy there is no loyalty. 
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