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Executive Summary
The hotel industry is based on laying out a place to stay for the people who are in an unknown place; therefore, it is crucial for the hotels to provide the best quality services to fulfil their promise of giving their customers the comfort of home. Hence, the hotel industry adopts different strategies to improve the standard of the hotels. Hotels of different sizes of businesses have different standards; for instance, a big hotel would have a specific criteria which would be of high standards, while on the other hand, a small hotel would be fine with low standards. However, the reputation of the hotels is significant for all types of the hotel because that is a places where people stay, and no one would want to live in a place that is not considered good. This is why hotel tries to manage their reputation efficiently through different methods, as it also helps them in the loyalty of their customers.
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The hotel industry is the sector that provides the people in new and strange places with the comfort of home; therefore, it is important for hotels to maintain their standards as high as they can by taking care of every need of the guests staying in the hotel. It is also essential because the reviews of the customers have great importance in the reputation of the hotel along with earning the loyalty of the customers for the hotel (Pimpan et al. 2015). The main purpose of writing this report is to find out the standards of different hotels and the strategies they use to get positive reviews from guests and manage their reputation efficiently. Moreover, the methods that the hotel industry uses to build a relationship of loyalty with the customers will be discussed. At last, this report will also provide recommendations for the hotel industry regarding the trends of the market.
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The standard of a hotel depends on the size of the business of the hotel. Luxurious hotels with larger businesses have to keep the standards of the hotel high as well, while at the same time, a smaller hotel can work fine with lower standards (Wichayanurak, 2015). To understand this concept in a better way, it is important to know what hotel standard refers to. Hotel standards are the specific criteria of a hotel that are followed to perform all of the activities of a hotel. It includes the standards of the operations of the business, such as staffing, marketing, services, amenities, etc., as well as the physical standards, which are the structure of the building, conditions, design, utility, property, etc. (Law Insider, 2023). According to the standard of the business, the ratings are given to the hotels; for instance, the hotels with exceptionally high standards are 7 star hotels, the ones with good standards are 5 star, and as the standard drops down, the stars become lesser as well (Kosar et al., 2015).
Pan Pacific London is of the finest hotels in the UK, and therefore, their standards are also very high. There is a particular standard of the Pan Pacific hotel set for every activity of every department. According to the criteria set for the recruitment of new employees in the hotel, it is a necessity for the candidate to be fluent in the English language; along with this, he should also possess some knowledge of computers. Even though Pan Pacific London organises different training sessions for their employees to enhance their skills, they do not hire the candidates that do not have any skills required for the position. Nonetheless, the hotel also has standards for the relationship between the employees and management (Pan Pacific Careers, 2023). Other than this, Pan Pacific London has also ensured the usage of the latest technologies and software in the hotel. To provide the guests of the hotels with the best, the hotel has made it a standard of the hotel that every new advancement in the hotel would be adopted by the Pan Pacific London. For instance, the use of AI to manage the check-ins and check-outs of the customers to avoid chaos or facility of IT Concierge can fairly elaborate the standard of the Pan Pacific London that it is among the top class hotels in the hotel industry of the UK (Pan Pacific, 2023).
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Maintaining the reputation of the hotel in the eyes of the stakeholders as well as the customers of the hotel is the practice which is referred to as reputation management. It is mainly consists of three phases which are reputation building, reputation maintenance, and lastly, reputation recovery (Draper, 2022). Since it is essential for the hotel industry to maintain a good reputation, the managers of a hotel need to make proper strategies. Therefore, one of the ways of reputation management of hotels is to stay active on social platforms because social media gives voice to the brands; along with it, social media platforms would also be helpful for the hotels to maintain a good relationship with the customers (Dijkmans et al., 2015). For instance, the Londoner is a big name in the hotel industry of the UK. Their strategy of keeping a good engagement with their customers through the use of social media is excellent. The hotel keeps on posting different information about the hotel on their social media accounts, different events, offers, etc. Due to this technique of the hotel, their reputation management has shown great effects (The Londoner, 2023). Another strategy which is used by Claridge’s hotel and is efficient as well as to provide complete satisfaction to their customers by fulfilling all of their demands of the customers in the best way possible. Claridge’s hotel believes that taking care of the needs of the guests staying in the hotel would help them in managing the reputation of the hotel in the eyes of the customers as well as the whole sector, and therefore, the hotel offers the best discounts to their customers along with the best quality service and showing them respect and empathy (Claridge’s, 2023). It is also important because the world is transforming rapidly and adopting digitalisation, and people now have the facility to review feedback online. In simple words, the customers of a hotel can express their feelings and review their experience by giving feedback online; this feedback can be read by the people who are choosing a hotel to stay in, while visiting a strange place. Therefore, negative reviews can affect the business of a hotel highly because an individual would not select the hotel with negative reviews for their trip. This is why it is significant for the hotels in the industry to provide their customers with the best to avoid getting negative reviews, and positive reviews would make a good impression of the hotel among the customers as well as the general public (Anagnostopoulou et al., 2019).
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The hotel industry requires the customers to be loyal to the hotel for their betterment. Therefore, the hotels adopt different strategies to earn the loyalty of their customers. One of the greatest techniques that hotels usually use is to design a customer loyalty program for their regular customers. A customer loyalty program is a reward system that gives many rewards to customers who keep on interacting with a hotel and repeatedly checks-in at the hotel. To encourage the morale of the customers to continue preferring their hotel rather than the competitors, hotels offer loyalty programs to their guests (Magatef and Tomalieh, 2015). There are big names in the hotel industry that uses this method to retain their customers and earn their loyalty. For instance, there is the Marriot Bonvoy program organised by the Marriot hotel to cheer their customers, along with hotels like Ritz-Carlton and St. Regis, who have adopted this strategy (Elphick, 2022). Hotels also improve their culture and standards in order to gain the trust of their customers; for instance, asking the people residing in the hotel for their feedback and genuinely work upon their opinions to enhance the experience for the customers in the future (Martínez, 2015).
Customer loyalty assists a hotel in maintaining a strong position in the hotel industry and enhances the performance and, alternatively, the business of the hotel. Having loyal customers with the hotel also helps in improving the standards of the market as it is considered that there should be something extraordinary about the hotel that the number of loyal customers of the hotel is so high, which ultimately proves to be of service in competing in the market with rival hotels much more strongly (Kandampully et al., 2015). Considering all of the reasons mentioned above, it is significant for the hotels to embrace the techniques and methods of attaining the loyalty of the customers so that the business of the hotel can perform better along with improving the reputation of the hotel in the sector.
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In a nutshell, this report describes the importance of the standards of hotels along with the methods of reputation management used in the hotel. Furthermore, this report also elaborates on the significance of attaining the loyalty of the customers for a hotel, along with different strategies that hotels use. Throughout the report, examples of the hotels that apply these factors to their hotels are also laid out.
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Even though the hotel industry in the UK is showing great performance; however, there are some recommendations that can be made. First of all, the hotels can provide personalised customer service to the guests to enhance their experiences; it would also be beneficial for the employees as there would not be any complications for them to attend to the guests at any given time. Hotels should also be very quick on social platforms to solve any queries of the customers in the most humble manner to improve the reputation of the hotel at the same time.
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