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[bookmark: _Toc128590199]Executive Summary
The report is based on the “Hotel standards, reputation management, building and retaining customer loyalty.” The report has focused on these three topics and has outlined how the hotel standards, reputation management and customer loyalty are impacting the services of the hospitality industry. It has provided solutions on how to enhance the standards of hotels, enhance reputation and maintain customer loyalty. 
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[bookmark: _Toc128590200]Introduction
The hospitality and tourism industry is one of the largest sectors which engages in all the financial activities directly contributing to the revenues of the world (Ntounis et al., 2022).It is the robust , flexible and dynamic industry in the world. To enhance the experiences of the guest technology and innovation is incorporated in the economic sector. The hospitality industry has accounted for providing opportunities to the people. Customer satisfaction is key and the main goal of the hospitality industry. The hospitality industry has experienced a high growth over the decade till the economic crisis (Davahli et al., 2020). The hospitality sector has been hard hit by the shock of COVID 19.  The unprecedented challenges had a great impact on the arrival of international tourists as per the figures from UNWTO. The steady growth will witness a staggering decline of -73% in arrivals 2020. 
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[bookmark: _Toc128590202]Brand standards-
These are necessary for maintaining the customer experience and it leads to brand loyalty and trust. It is necessary to maintain the higher standards and is crucial for the hospitality sector (Chung and Byrom, 2021). Brand standards are important to increase the customer experience and cater to the needs and requirements of the customers. Brand standards in the hotels are therefore required to develop the symbiotic relationship among the owners and franchisees. Each owner is looking forward to mandating the brand standard compliance to enhance their services. The company rests on the owner to align with the standards and spend the money to make sure it holds the position.  There are various reasons to maintain hotel standards. 
i) Brands build trust - It is an integral part of communication and skill-constructed social media helps to cover the visibility of a brand (Ansari et al., 2019).  Besides the physical space, the guest experience is significant to continuous communications. It will strengthen the relationship among the customers. Brand strategy will enhance brand loyalty. For example, Hotel Trinity has maintained the hotel standards to build trust among the customers. 
ii) Opens Revenue Channels- Every hotel requires a respectable face and branding frequently serves as that face by appealing the prospective clients and delighting them all throughout the journey. It is necessary to develop a strong brand identity and it is one of the best strategies to promote the company (Xiong and King, 2019). Hotel standards will help to attract more customers and the key to successful hotels is transforming prospects into guests. 
iii)Control the power of emotions- Consumers are more likely to change from potential visitors to legitimate clients if the hotel standards give them with a convincing enough reason to care about the hotel and what it can do for them. This is important to recognise because research has shown that the most of consumer buying choices are influenced by feelings rather than logic. Hotels may increase brand loyalty and attract repeat clienteles by generating an communicative brand that reverberates and attaches with the audience.
iv) Manages the reputation of a hotel: The hotel standards help to maintain the reputation of the hotels. The hotel standards will assist in handling the expectations of the guests. 
[bookmark: _Toc128590203]Reputation Management: 
Reputation management is the process of handling public perceptions about the business. Brand reputation management will allow the business to stay on top of business. It will address the various issues of management (Lai, 2019). A strong brand reputation will help the customer to trust the business.  Reputation helps the hotel industries  to impact the whole business positively. For example, Airbnb which rebranded in 2014 shifted its tech perceptions to people centric business. According to Tripadvisor, 93% of people consider reviews to be significant when deciding the type of hotel. Satisfied guests provide positive feedback to the hotels but negative feedback helps to understand the flaws and enhance the quality of the hotel services. 
Reputation management helps to gain a competitive advantage and increases the sales of the company. It is an intangible asset which helps to differentiate a hotel from others. Many hotels are required to be friendly to the customers to make them satisfied. Hotels are focussed on reputation management as it enhances revenue by gaining the confidence of future clients and sustaining connections with old customers. The effective practice of CSR will help organisations maintain their reputation and gain a competitive edge (González-Rodríguez et al., 2019). It is necessary to possess an online reputation in the contemporary period. It is necessary to address the good reviews but essential to respond to negative reviews. The better service will help the hotels to preserve the brand visibility to both online and offline. 
[bookmark: _Toc128590204]Customer Loyalty
Customer loyalty comprehends and continuous emotional relationship between the hotel sectors and the customers (Priyo et al., 2019). If the customers experience enough satisfaction and appreciation from the services of the hotels it will help them to retain the customers effectively.  Loyalty is the result of a pleasant consumer experience and helps to gain trust. It is critical for any hospitality firm to look for ways to obtain an edge using various methods. There are two dimensions of customer loyalty such as behavioural and attitudinal. The behavioural dimension. The behaviour dimension states the customer’s behaviour on repeated purchases showing a particular preference for the brand. The attitudinal dimension states the intention of the customer (Nastasoiu and Vandenbosch, 2019) 
Nonetheless, practitioners and specialists agree that establishing client loyalty has shown to be the most preferred technique, as the price can have a detrimental impact on the firm's medium- and long-term profitability, thereby hurting the firm's image. As a result, rather than relying on pricing techniques to attract new clients, hospitality businesses must establish strategic tactics for acquiring customer loyalty. Although price remains an important factor in retaining customers, fair pricing alone is unlikely to create long-term consumer loyalty. Customer loyalty is a priority for all serious businesses because it describes customers' propensity to buy and suggest a product or service (Lai, 2019). In the context of the hotel service sector, consumer behaviour is expected to return and refer a hotel to other potential customers to recommend others for purchasing the services.
[bookmark: _Toc128590205]Conclusion
The hospitality sector is always struggling to maintain its brand reputation, customer loyalty and business standards. The hotel industry is a dynamic sector providing employment opportunities to many individuals. Corporate reputation is necessary to maintain the standards of the business. The report has discussed the various functions of hotel standards, reputation management and customer loyalty. The report has provided recommendations for maintaining the hotel standards, reputation management and customer loyalty. 
[bookmark: _Toc128590206]Recommendations
Ways to enhance hotel standards -
The hotels are always engaged in tough competition to incorporate a never-ending list of ultra-modern amenities as part of their brand standards. If the hospitality industries are improving their services by incorporating latest technology, then the hospitality industry will maintain the brand standards. The utilisation of AI and Machine Learning are allowing the hospitality sectors to apparel more customers (Jain et al., 2021). 
If the customers are provided with all internet connections and proper basic amenities it will upgrade their brand standards (Chan et al., 2021). It will raise their rating on social media and appeal to more customers to utilise their services. 
By providing a good ambience and positive culture the hotels can enhance their brand standards. The promotion of healthy culture will have a great impact on public reputation. 
Ways to improve the brand reputation-
The hotels can build effective management strategies by responding to all the reviews of the customers. It is essential to address the bad and positive reviews to understand both strengths and weaknesses. It is helpful while addressing the bad reviews as it lets the hotel sectors understand their faults and provides scope to improve the services. By establishing an online presence, they will support the hotels to experience the brand identity and develop appropriate impressions (Casais et al., 2020). 
By enhancing the experiences of the customers, the hospitality sector can develop an effective brand reputation. It will let the hospitality industries obtain a competitive advantage. 
Authentic communication will help the hotel industry to develop customer loyalty which will result in repeat purchases and bookings (Mehta and Tariq, 2020). Addressing the feedback and reviews of customers is necessary for improving the services. It will develop a good relationship between the clients and the organisations. 
Ways to maintain customer loyalty-
The hotel organisations must comprehend the motivations of the customers and thereby incorporating a customer centric vision it will allow a company to understand it in a better way (Lugosi, 2019). 
Various customers have distinct needs, and it can be gratified in different methods. By segmenting them according to their tastes will be helpful for hospitals to create customer loyalty. By monitoring the customer moves the company can experience sustainable growth. 
The challenges of market trends with solutions-
The recruitment and selection of the staff are one of the greatest challenges of the hotel industry. It is essential to hire quality staff on all divisions of the organisations to provide effective services to the clients. But lack of skills among the youth is proving to be one of the most critical challenges in the hotel sector. Effective training and development will enhance the skills of the staff. A properly trained staff will provide a positive impact on the perception of the customer (Tsiopanis, 2021)
The shifting needs of the customers have always been one of the greatest challenges of the hotel industry. It has made the competition tougher and more intense. The industry had to shift its traditional services to cater to the needs and requirements of the customer. 
The operational challenges are also one of the greatest challenges in the hotel sector. It ranges from reservation management to the front office operations and maintenance of hygiene in the rooms and premises. The hotels often fail to execute the tasks leading to chaotic situations. So, they are required to focus on operational tasks and improve them accordingly. 
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