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The hotel industry is moving forwards with the time and the market is getting competitive. Here in my report, I will be focusing on some key areas such as the hotel standard, how the hotels can manage their reputation and building it, who are lacking behind and customer loyalty. 

Hotel standard, if we compare the hotel standard who are leading the industry in 5-star rating category then the Hilton hotel & resorts, Ritz Carlton and Marriott just to mention a few have gained the popularity in their own right. 
Hilton hotel was established over one hundred years ago in an era when luxury hotels were only for the guests who demanded it. But what has changed now is that there are others in the industry who offer similar quality of services for their clints. From making the guests feel welcomed to focusing on key standards such as each individual specific requirement during their stay. 
For a brand to maintain its reputation it is important to make sure that its social media platforms has a team who are active. Customer review and feedback is also very important 


Managing an online reputation is crucial to growing a business specially in a competitive market like the hotel industry. Having the knowledge of the weak points of your company to be able to focus your attention in the right direction. With the new technology and social media platform, it has become less controllable to manage an one directional reputation. It has many positive impacts just as much as it has negative side too. Reputation management is a long term strategy that a brand must follow. So to do that, the hotel industry must prioritise the adaptation of modern form of tools that are needed to be able to keep track of it's online reputation.

The hospitality industry thrives on possitive reviews. The effectiveness of reviews and good feedback can make a big difference for any hotel business. A study suggested that A one star rating increase on Yelp can lead to an increase of five to nine percent in revenue. A hotel with large number of reviews will attract more guests to their hotel. A large number of reviews give the customers the confidence of what to expect during their stay at the hotel. The hospitality industry very much depends of the reviews from customer, so it is very important to maintain a steady positive service for the hotel business to continue succeed in the industry.  



The negative customer reviews can have a long term impact on a hotel business. 
It can affect the brand reputation and weaken it's reliability. If the guests are complaining about their dissatisfaction they have experienced during their stay at the hotel. Continuing receiving too many negative reviews on the review sites such as Google reviews, Yelp and TripAdvisor can have a serious negative impact on a hotel. 
That can deter potential customers from booking at the hotel. 
It is very important for the hotel to respond to negative reviews and have a good management team in place to handle the platforms. It shows the potential customers that the management take responsibility for their brand and the response gives a positive affect on the business. 
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