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“Report on Hotel Standards, reputation management, building and retaining customer loyalty”
[bookmark: _Toc127827233]Introduction:
Hospitality industry is a vast sector, which includes all the activities, which are directly or indirectly related to tourism. Hospitality industry is one of the competitive industry and businesses in this industry has to keep them aware of the latest trends or they need to adopt latest trends in order to survive in this vast market. Goal of hospitality industry is to provide amazing experience to their customers, whether that experience comes from eating delicious meal at the hotel or having a relaxing spa experience or providing entertainment to customers. It is very essential for the hospitality industry to deliver excellent customer experience which customers expects and wants from the hospitality industry. There are 3 major factors which businesses in hospitality sector should focus on which includes Hotel standards, reputation management and customer loyalty.

1. [bookmark: _Toc127827234]Hotel standards 
Hotel standards in hospitality industry means maintaining staff standards by hiring highly experienced and ethical staff, offering high quality amenities to its customers, providing good customer experience, maintaining quality standards and service efficiency. Maintaining hotel standards is important because it helps in retaining and attracting customers. These standards provides a sense of professionalism and at the same time, it evokes a sentiment of familiarity. Brand consistency is achieved over time by delivering brand message in accordance with the brand's identity, values, and strategy. Consistency ensures that your target audience receives the same key messaging, visual branding, and other brand components frequently, which can help to strengthen brand recognition (Jeong et al., 2022). The purpose of brand consistency standards is to create brand recognition because when people will start recognising the brand so they will more likely to purchase or commit to your business. This will help in creating loyal customers base (Jeong et al., 2022). Brand consistency in hospitality industry is essential because it tells how a particular hotel offers quality services to its guests (Bian & Liu, 2011). Brand consistency will help the hotels to build trust with their clients; it will also enhance their reputation and will help the hotel to survive in the competitive hospitality industry (Bian & Liu, 2011). One of the Major example from hospitality industry is Atlantis Hotel in Dubai because Atlantis Dubai provides top-notch service to their customers who come and stay at their hotel. Atlantis Dubai never disappoints their guests as they make them experience endless entertainment by offering high quality services, amazing dining restaurants, amazing aquarium experience and other luxurious amenities.

2. [bookmark: _Toc127827235]Reputation management:
The main focus of hotel's reputation management online is keeping an eye on and influencing how people view it. Monitoring review websites, posting and interacting on social media, improving the accessibility of the website, and other activities are all part of it (Cvent, 2020). Hotels in hospitality industry can manage their reputation effectively by staying active on social media platforms because social media is a place, which gives the opportunity to every business to showcase their brand and giving their brand a voice by connecting with the people directly (Mews, 2021). Social media networks can assist in establishing connections with prospective planners and guests (Jeong et al., 2022). Secondly, Hotels in hospitality industry must optimise their website for search engine in order to maintain their reputation. Having high ranking in search will clearly tell that the website is more likely to be found or the website is easily accessible (“Impact of Reputation on Revenue Management at Hotels,” 2017). Moreover, establishing hotel presence on different review websites such as trip advisor and Google reviews will help in seeking the attention of the customers because majority of people are dependent upon the reviews available on the internet (“Impact of Reputation on Revenue Management at Hotels,” 2017). For instance, one of the most popular Hotel Ayada Maldives have strong presence on social media platforms such as Facebook and Instagram. This helps Ayada Maldives in being connected with the people all around the globe. Having a strong presence on social media will also benefit Ayada Maldives in increasing their loyal customer base. In addition to this, Ayada Maldives have also build its presence on different websites like Tripadvisor, booking.com, Google reviews and Make my trip. On these websites people can easily find the different reviews about Ayada Maldives which will help the people in taking decision about whether they should stay in Ayada Maldives whenever they plan to visit Maldives. Ayada Maldives have 3000+ positive reviews on these websites, which helps the hotel to maintain its reputation effectively. Having negative reviews will influence the reputation of hotel negatively because people will avoid staying in that hotel, which have more negative reviews in comparison to positive reviews (Cvent, 2020).

3. [bookmark: _Toc127827236]Building and retaining customer loyalty:

Customer loyalty is the ongoing emotional relationship between the business and its customers (Jeong et al., 2022). Customer loyalty is the willingness of customers repeatedly purchase a product or avail services from that company from which they have experienced great customer experiences. Hotel chains should always put their guests' loyalty first in order to create an environment that promotes sustainable growth (Kandampully & Suhartanto, 2003). Regular guests not only boost the hotel's occupancy and profits, but they also give the staff the chance to get to know them better (Jeong et al., 2022). Moreover, customer retention basically means that whether the existing customers still buying products and using services of any particular company. Building and retaining customer loyalty have immense importance. Retaining current customers and luring new ones are the two objectives that any prosperous firm always strives to achieve. Same goes for Hotels as well. Superior service, in the eyes of a hotel, leads to customer loyalty. It is a result of customers continually receiving outstanding service and having confidence that their needs will be satisfied when they make a reservation with their preferred brand (Bian & Liu, 2011). It is possible that visitors who visit your site frequently and whose faces you get used to are now loyal customers (Jeong et al., 2022). Hotels can retain and build customer loyalty through excellent customer service, responding to each and every feedback or review that customers gives, tackling negative reviews effectively, making regular improvements, understanding the customers preferences and providing guest unique experience (Jeong et al., 2022). Numerous hotels provide excellent customer loyalty programmes (Jeong et al., 2022). Hilton Hotels is one of the American hotels that offers the greatest reward programmes. Hilton hotels have a large following of devoted customers because they give their guests the best experiences. When staying at one of Hilton Hotel's more than 7000 hotels across the world, loyal clients who becomes the members of Hilton hotel can enjoy exclusive benefits, such as access to spectacular resorts and opulent boutique hotels. Loyal Hilton hotel guests can also take advantage of complimentary room upgrades and free nights (Tas, 2021).
[bookmark: _Toc127827237]Obstacles faced by Hospitality industry:

There are different obstacles which hospitality industry faces due to changing market trends. 

· First of all implementation of advanced technology, Technology has advanced significantly in the hospitality sector over the previous year; self check-ins, contactless payment methods, online ordering through applications have all become standard. A strong customer experience requires a blend of tech-enabled and human interactions; as customers value experiences, businesses must make every effort to uphold this standard (Kandampully & Suhartanto, 2003).

· Second of all, social media platforms is the best place to get connected with the customers because these customers provides their online reviews about different companies through ratings, comments and pictures. Positive reviews of customers helps in creating strong business reputation whereas negative reviews can demolish the businesses in seconds (Kandampully & Suhartanto, 2003).

· Environmental issues are one of the biggest concerns that the hotel industry faces. Consumers are interested in finding out if the hotels they visit and stay at adhere to moral business practises in regard to the environment, society, and culture (Tas, 2021). Hospitality businesses can stand out by using sustainable practises. Companies will continue to struggle greatly as more organisations and people adopt sustainability as a way of life.

· Another challenge is personalising customer’s experience, In order to maintain a competitive edge, the hospitality industry must always discover new and unique ways to customise a customer's experience (Tas, 2021).


[bookmark: _Toc127827238]Recommendations:

· Firstly, every hotel in hospitality industry must offers more and more loyalty programs to their devoted and regular clients. Loyalty programs will help the business in attracting more and more customers, which will help in increasing their profits.
· In addition, hospitality industry businesses must adopt sustainable and environmental friendly business practices.
· Moreover, implementing more advanced technologies.
· Furthermore, building strong presence on social media platforms in order to be connected with people all around the globe and increase customer base. Actively posting on social media, advertising, collecting customers’ feedbacks and responding back to customers will help in building strong relationship with customers.
· Lastly, personalising customer experience is another important factor. Hoteliers should research about their customers’ preferences, buying habits and interests; this will help the hotels to easily alter their services according to customers’ preferences and interests.




















[bookmark: _Toc127827239]References:
1) Bian, J., & Liu, C. (2011). Relation between brand equity and purchase intention in hotel industry. International Journal of Services and Standards, 7(1), 18. https://doi.org/10.1504/ijss.2011.040640
2) Cvent. (2020). Hotel Reputation Management: Must-Know Tips, Examples | Cvent Blog. Www.cvent.com. https://www.cvent.com/en/blog/hospitality/hotel-reputation-management#:~:text=Hotel%20reputation%20management%20is%20all
3) IMPACT OF REPUTATION ON REVENUE MANAGEMENT AT HOTELS. (2017). JOURNAL of TOURSIM and HOSPITALITY MANAGEMENT, 235–241. https://doi.org/10.35666/25662880.2017.3.235
4) Jeong, M., Shin, H. H., Lee, M., & Lee, J. (2022). Assessing brand performance consistency from consumer-generated media: the US hotel industry. International Journal of Contemporary Hospitality Management. https://doi.org/10.1108/ijchm-12-2021-1516
5) Kandampully, J., & Suhartanto, D. (2003). The Role of Customer Satisfaction and Image in Gaining Customer Loyalty in the Hotel Industry. Journal of Hospitality & Leisure Marketing, 10(1-2), 3–25. https://doi.org/10.1300/j150v10n01_02
6) Mews. (2021). Hotel reputation management | What are the best strategies? Www.mews.com. https://www.mews.com/en/blog/hotel-reputation-management
7) Tas, G. (2021). How To Increase Hotel Customer Loyalty By Improving The Guest Experience. Www.gourmetmarketing.net. https://www.gourmetmarketing.net/blog/increase-guest-loyalty-improving-hotel-experience



