






Executive Summary 



The report will show the importance of the ‘Hotel 
Standards, the importance of hotel management reputation,
The impact of negative reviews, Customer loyalty, and 
some recommendations to earn more revenue of the
Hotel Business
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“Hotel standards, reputation management, building and retaining customer loyalty.”
Overview
Standards ensure consistency in customer experiences. Each time a consumer visits, they are more likely to be loyal to and trust the company when they know what to expect. High standards must be upheld by all hospitality enterprises, including independent small restaurants and large chains with hundreds of sites (Radley, 2021). Hotel standards are important in the following ways:
Boosts customer satisfaction: Consistency in client experiences is ensured through brand guidelines. Every time a visitor arrives, they are prepared.
Improves team communication: Teams are aware of their responsibilities and the conditions that must be met. If team members have access to the tools, they need to properly execute their jobs, the workday runs smoothly. They are more satisfied with their jobs since they have less stressful jobs.
Helps achieve a hygiene grade of five: Brand standards help teams by instructing them on how to carry out duties correctly, ensuring that team members do necessary inspections to a high degree.
Brand consistency is the ongoing communication of a brand's message following its identity, values, and strategy. Consistency can aid in the development of brand recognition by ensuring that your target audience consistently sees essential messages, the initial stage, and other brand elements. The art of maintaining brand consistency includes communicating consistently following your core brand concepts, using the same color palette throughout all your visual brand assets, and displaying your logo consistently. Maintaining brand consistency will ensure that your business is certainly familiar across all marketing channels and touchpoints. Brand familiarity is the most evident advantage of brand consistency. To stand out to its target market, every organization should take immediate action.
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One widely used example is the well-known beverage corporation Coca-Cola, which has a sizable global fan base. No one needs to worry about “what a bottle of Coca-Cola would taste” like because of its dependably high quality. Remember that maintaining brand consistency has an impact on both the user experience and the graphics. The connection between standards and a brand is intricately linked to the reputation of your hotel chain, regardless of where a specific hotel property of your chain is located. So different hotels are in different places the hotel's reputation is different, so the standards of the hotel are different. 
Hotel Manage their Reputation:
Enhancing the reputation of the hotels is very necessary so by using the following points the hotel manages its reputation effectively (Huynh, 2020).
Respond to all customer reviews, not just TripAdvisor ones:
Even though TripAdvisor is undoubtedly the most well-known website for hotel reviews globally, other websites also feature reviews of your hotels. In addition to this website, users can also publish reviews on Google and the review sections of OTAs like “Booking.com, Airbnb, Expedia,” and others. Make sure to accumulate the most internet reviews from visitors to your area and reply to them. The greatest way to enhance your review management strategy is to:
· keeping an eye on at least five of the websites that receive the most bookings.
· addressing any unfavorable comments received across all channels.
· Choose a few areas where you want to concentrate your efforts on building an outstanding reputation for your hotel reviews.
More swiftly managing hotel reviews:
Every extra second could be detrimental to your company, especially if the evaluations are negative, therefore the process needs to be over as soon as possible. It's crucial to reply to adverse online comments in under a day. By doing this, you can prevent losing potential clients who might have left the listing for your house after reading the evaluations. According to studies, 90% of customers concur that a professional response to a bad review changes how they regard your company. As a result, be sure to respond right away whenever you hear any unfavorable remarks.
Adjust your remarks to the reviewer’s concerns:
When they are respected and remembered, people are happy. As a result, always mention their username or name when replying to them, and be careful to be explicit about what they said. This shows them that you respect and care about what they have to say. You need to be certain that your response to them is customized for them and meets their demands (Tas, 2021).
Customers ought to be encouraged to leave evaluations:
Customers frequently forget to post reviews after their visits, therefore it's time to ask them directly. Asking for reviews of your visitors' stays via email or by setting up a specific section on your website are two ways to get feedback from them (Jeong et al. 2011). Another approach to get evaluations more promptly, personally, and directly is to request them at the time of sale (Lee and Youn, 2011). For instance, you might provide a consumer with a device like an iPad or tablet to complete a brief form when they pay for their purchase or near the end of their visit. Any feedback users offer via the form may later, at their discretion, be made public as an online review.
Utilize Online Reputation Management tools and Negative customer reviews:
This is the best choice for managing your online reputation straightforwardly. This system supports all necessary steps “for an effective reputation management approach. From monitoring all reviews and replying to them to enticing users to submit reviews on other platforms, the program will handle it all and save you a ton of time (Kim et al. 2015). Hotels and other businesses must recognize that their online reputation is a vital asset that cannot be ignored. Hotel Link offers Reputation Management Solutions to help hoteliers promote the efficacy of their” ORM. Unfavorable customer reviews may significantly damage the reputation of your brand and lessen your dependability. Online reservations for hotels and restaurants are declining or increasing, which reduces revenue (Black et al. 2009). Take the instance where a customer complained that your waiters didn't treat them well (Au et al. 2014). Even though there may have only been one error or miscommunication, potential consumers may automatically think that you provide a terrible customer experience in your restaurant.
Customers loyalty
Customer loyalty plays a significant role in the hotel business (Gruen et al. 2006). A brand will win a customer's loyalty if they constantly have a favorable experience with it as opposed to the rivals. Because of the emotional connection, they form with a brand, devoted customers frequently stick with it (Arranz, 2021). These clients typically buy goods and services with high-profit margins. there are the subsequent ways to build and retain customers loyalty:
Create a Positive First Impression
First impressions do matter, as the saying goes. Even before your guests arrive for their stay with you, be aware of their requirements and expectations. Because it establishes the tone of your facility and makes it straightforward for new visitors to check in (Bhatnagar, 2017).
Offer rewards:
In the hotel sector, rewards are essential for satisfying customer expectations. Build a foundation of incredible incentives to turn new visitors into devoted patrons. Consider more than just bringing food and drinks as a welcome! Before asking yourself, "What will be essential to the guest?" make sure to carefully consider your audience (Rodriguez et al 2018).
Design practical hotel loyalty programs
You can predict your long-term customer loyalty by being aware of the many guest-satisfaction tactics used by the hotel industry. In this scenario, hotel loyalty cards are crucial to client loyalty programs. Through these ways, the hotel builds and retains customer loyalty.
Recommendation for Hotel business
For survival, a hotel business needs a consistent stream of revenue. To improve this stream of revenue and hotel popularity I have some important recommendations.
Training Programs
The primary responsibility of the hotel industry is to provide services to guests. To deliver the desired level of service, which affects customer satisfaction, you must train the workforce. By funding training, you may provide your staff with the abilities needed to handle customer care. Using the RSA refresher program, you train your staff members on customer acquisition and retention techniques. Through the training program, the hotel business can work on market trends.
Honor your clients:
Customers like companies who have specialized knowledge to provide. If a hotel delivers customized services, guests are more inclined to return. They will also advertise the property. As a result, you must find a point of differentiation that will enable you to provide consumers with a distinctive service. When the hotel business gave honored its clients then they give more suggestions about the improvement of the business.
Obstacles
No of their size, the hotel businesses struggle with many problems. A few of them include they cannot provide the proper training programs to their workers so they cannot know how to manage the business and the other one is related to the first one that if the hotel management cannot provide the proper training programs, then the hotel staff did not know how to give honor to their customers. These are two important obstacles that face every hotel business.
Case Study
In the case study, the report focuses on the United Kingdom's top hotel brands and how they get more revenue. ‘Grantley Hall’ is the famous hotel they considered the main requirement of the people. They also provide online services to people. They give training programs to their workers, so workers communicate with their customers professionally and also gave honors to their customers. So that’s why they earn more revenue and are included in the top list of United Kingdom hotels. 
Conclusion
In conclusion, to get maximum profit and popularity in the Hotel business the hotel standard, hotel management reputation, and customer loyalty play a significant role. When the hotel businesses focus on all these the hotel standard, hotel management reputation, and customer loyalty, avoid or overcome negative reviews then they can get a high revenue and more people know their business. 



Recommendation
To chase the market trends hotel businesses must improve their training programs and must honor their clients. When the hotel business gave honors its clients then they give more suggestions about the improvement of the business.
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