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The customer of today has greater demands than ever and business all over the world are adapting different methods to acquire new customers as well as retain those who they already had. Customer acquisition and retention is pivotal if you want to survive in competition today.

Business are adapting different approaches to gain and retain its customers. One of those approaches is to deliver exceptional customer service. Service leaders believe that they can win customer loyalty exponentially by excelling in customer service.  (Nankervis, 1995)
[bookmark: _Toc118340519]Delivering an effortless experience
The idea of delivering effortless customer service is to delight customers in one way or the other. Customers want ease and obviously, they will stick to you if they found you easy to work with. 

The days are gone when hotels can please a customer with a bouquet of chocolate or a basket of fruit. They have to do much more in order to be at the top of the industry along with following industry standards.

Consider the example of FlyZoo hotel in Hangzhou (China) has developed a mobile app for booking, check-in, room managing, and service processes Along with that they have placed a voice assistant in each room which caters to guest requests. Like adjustment of room temperature, light, curtains, TV, music or answering simple questions. (taken from:  https://www.intellectsoft.net/blog/customer-service-in-hospitality-industry/).

Reputation Management

In order to deliver seamless customer service, it is extremely important to know how your brand is perceived in the industry. Thus, here comes the role of reputation management.

Reputation management is all about knowing what customers think of your brand and then taking action wherever necessary. Both online and offline. One of the main reasons why hotels have started to incorporate reputation management into their strategic goals is because of their online presence. Hotel online reviews plays an important role. Majority of the consumers today refer to online reviews before making a reservation.

You can keep a track a track of your reputation by simply tracking of review sites, posting and engaging on social media, and optimise your site for search. According to Trip Advisor, 93% of the people use online reviews while making a decision to stay. While 53% of the people would not book a hotel that has zero reviews. (taken from: customer-alliance.com).

How to build reputation?

If you are a hotel that want to cherish a good relation with its customer the process starts right from building an online image of your hotel. Make your business proposals are attractable and reachable, use language that is understood by all, show them that you care. Try to gain positive reviews from your existing clients. (chechung, 2012)
Again there are many strategies that could be adapted to boost hotel’s reputation. It varies from hotel to hotel. It is extremely crucial part as it has a direct effect on company’s profit.

Customer Loyalty

Another philosophy of service is to build customer loyalty. Customer loyalty can be defined as the ongoing relation between a business and its customer. Customer loyalty defines how frequently a customer is willingly spending only on you and not switching to competitors. (Ashfaq, A. 2011)

Loyal customers trust in the quality they are receiving, so they're willing to spend a few extra dollars to ensure their expectations are met. Today, customers have become more vocal about their service standards and actively seek out brands and businesses that align with their standards. 

Over the year’s businesses has deeply invested in building customer loyalty and customer retention. One of the exemplary example that we can look at is of Star Bucks’. Star bucks is a successful brand operating all over the world.

Star bucks has ’My Starbucks Rewards” named mobile app which allow customers to pay from the app in exchange for customer loyalty rewards (points or discount). This app also helps Starbucks to collect more personalized data. Hence, more personalized service.

[bookmark: _Toc118340520]How we can create customer loyalty?
Well, there are a number of ways which can be practiced for creating customer loyalty. However we suggest;


· Allocate reward points for each visit
Use a strategy to distribute reward points whenever a customer stays in your hotel. The points can be redeemed with a special lunch, hi-tea or spa services.


· Use flexible check-in and checkout timings
Yes, it might sound stupid but in actual you can just ask customers what time they would prefer for checkout rather than giving the standard time. By practicing these method customers will feel a little authorized with their bookings.


· Easy cancellation procedure
We know with the on-going travel restrictions all over the world customers are looking for that little edge that made them book your hotel. This can be done if you could promise an easy cancellation procedure.

Your customer loyalty is also linked with your reputation. If you have loyal customers, then we can pretty much perceive that your business might have a good reputation as well. Your customers are the one that will share their experience with you to others which in return will frame your reputation. Either good or bad. (Andaleeb, 2006)

A business that invests in building high customer loyalty definitely enjoys high returns in terms of profit, time and effort. 

The Dove Mountain Resort engineer has not only fixed the issue with water in the guest room but also made an extra, unexpected, and really pleasant surprise for the hotel resident. He left an apology note with personal contacts in case there are any other issues he can assist with, including a chocolate wrench. By creating such wow moments, this hotel definitely increases the number of loyal customers.
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Service standard helps to patronized way in which a business is conducted. For hospitality industry ISO:9001 is the leading quality management system. 

For example; The businesses should be able to translate their culture with their interior decorations. No matter how many hotel chains they might have they should all have something in common. This will develop a familiar sense in customers.

The US hotel chain Kimpton Hotels & Restaurants has more than 65 locations scattered throughout the country. One of their strategies is to have the same type of decor for their rooms in all locations, aligned with their hotel service standards. (Jie,X, 2011)
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Preparation
Preparation is the first step in this service system which simply means to be prepare.
For instance; there is a 5-star hotel who prepare a room before the arrival of its guest while there is 2-star restaurant who start preparing room once the customer has checked-in. In the latter case the customer has to wait to get settled which can be bothersome.

Execution
This means to deliver what has been defined through written processes. 

Guest preference 
Guest Preferences basically means guest histories, preferences, loyalty program activity and any other related information collected from actual or potential guests or customers of the hotels.

Guest preference and guest experience goes hand in hand. Whatever the customer is experiencing that is recorded in terms of data and hence becomes guest history. A good guest experiences can ensure customer loyalty.

Experience tracking
Technology can help in tracing customer experience along the way. Their likes and dislikes. Using proper technology, the right CRM will result in enhanced customer services. (Gannon 2015)

Recovery
This step allows to look for failures within a customer journey. Customer who had a terrible experience and then resolve it. This step is to map out all the details and revise the touch points. An effective service recovery is crucial to maintain long term relation with the clients. ( Boella, 2015)

For example, the Ritz-Carlton employees are allowed to operate up to $2,000 to fix any guest problem without question. And that is why, after having left his charger at the hotel, one of the customers received a package with his charger and a note from the hotel manager. 

There are several methods to recovery model such as ARFFD, AREC, LEARN etc.

Recovery model

This model gives a framework for the staff on how they should win a customer back.

ARFFD basically stands for 
A: Apologize and ask for forgiveness
R: Review the complaint with customer
FF: Fix the problem and follow-up
D: Document the problem

Continuous Improvement

There is always a room for improvement in every industry. Customer demands are increasing day by day so as the competition. Simply put, continuous improvement is important because it's the best way to ensure that we're doing things the most efficient, effective, and productive way, every single day of the week, and on every single component that you are working on. (Denysenko 2021)

One of Marriott’s fundamental beliefs is: “If you take good care of your employees, the employees will take good care of your customers.” This belief can be at the core of who you are and what you believe in as a company. 
[bookmark: _Toc118340523]Conclusion
Travel and tourism is at its peak. There is a room for hospitality businesses more than ever to benefit from this opportunity. Today’s world is all about customer. How they could be acquired and pleased. By following the proper standards and procedures and base their organizational values on customer services success can be acquired. Training your staff to properly execute your goals and working with the right strategy and technology can help you reach at the top of industry.
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· Proper training of staff is required as they are the that will be dealing with your customers.
· Empower your staff to take prompt action wherever necessary. Like we have seen in the Ritz Carlton example, employees are allowed to spend up to $2000 if they feel that could please a customer.
· Learn the phrase ‘Customer is always right’ and swear by it only then you can channel this belief into your employees.
· Always go to an extra mile to deliver services.
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