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Executive summary
This report shows hotels and their different standards, reputation management and the benefits of customer loyalty schemes. 
Hotel standards from the service provided by its staff members to the amenities and cleanliness of a place can have a positive first impact or a resounding negative review for the hotel, you will see that not only the ratings a place has but also the way it conducts business matters.
Also, the way a hotel replies to its guest reviews whether they are positive or negative can be the difference between not only the reputation of a place but also the future business it may receive.
The benefits of a customer loyalty scheme and how they can help the business, why a tailored loyalty scheme can be helpful.
What approach is useful in the current market for the hotel business, and also some of the challenges faced by hotel owners currently.
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1 Introduction
Hospitality is as old as civilisation, hospitality comes from the word hospice to provide care and shelter for travellers where the concept of sharing food with a passer-by in simpler times is interesting, compared to today’s broad hospitality industry (Walker 2017 pg36).

2 Hotel standards
The AA hotel’s quality standards offer different ratings. The standards needed for five stars take work, a high level of quality, services and facilities with higher ratings guests expect better quality and services (AA 2018). The leading hotels of the world offer authentic luxury quality standards with periodical reviews to meet current guest expectations with an eight-hundred-point inspection from leading quality assurance covering everything the guest experiences (The leading hotels of the world 2023). ISO certifications supported by NQA also show your hotel promotes the best practices, it’s a way to improve the quality and service providing a better guest experience NQA helps with meeting standard requirements (nqa. GLOBAL CERTIFICATION BODY).
2.1 Purpose of brand consistency.
Brand standards are important, taking time to build a cohesive brand makes it more recognisable to consumers, brand consistency helps build trust and define the manner a guest sees an organisation, and having the correct marketing material on your hotel helps guest’s perception of your brand. Maintaining consistency in standards keeps brand identity recognisable while showing trust and professionalism, by defining the use of brand logos such approaches to marketing are easily remembered by guests as the guidelines for standards show new employees how effectively to communicate with the guest helping maintain quality of a standard (Reflection 2023).
2.2 Hotels have different standards 
Hotels offer different standards from the hotels themselves or the service offered, a standard hotel offers a basic to a midscale package with services and amenities limited, however, hotels with all the bells and whistles definitely offer much more be it full-service, all-inclusive, a destination resort or all-suite options there’s a higher standard in terms of amenities and services to guests, especially with the hotels that offer speciality properties there focus is on a certain aspect the hotel offers and they excel standards in this, for example, a spa hotel would provide full-time staff always available to ensure service standards are met, even independent small scale options offer a unique standard with its locations experiences and services keeping current with market trends. Home-like properties offer a basic homely look with a personal touch, but their standards are much simpler than a basic hotel and they offer few amenities (EHL insights 2023). Many hotels can boast the standards they offer, the operating principles of the Walt Disney Company have earned its guest shareholder’s business partner’s trust due to the high standards it commits to in every aspect of running the company (The Walt Disney Company 2022). And triple AAA diamond-rated guidelines require inspectors to give a detailed report on standards for the hotels they stay at (Walker,2021 pg80) with 1 diamond for budget hotel’s basic experience, facilities and services to 5 stars for impeccable luxury, comfort, amenities and level of standards showing hotels do not have the same standards (Walker, 2021 pg68). 

3 Managing Hotel reputation effectively
Hospitality providers use online platforms to relay promotions, prices and services, booking websites and social media are also used by guests to see these, and check online reviews giving them a window into services offered and despite the tangible or intangible services offered or if it’s a basic or luxury option, reviews are based on the guest’s experience providing an insight into the satisfaction or dissatisfaction of a guest however leaving a lower rating does not show a guests perception or expectations which may be more than the hotel offers (Roy 2023). A hotel’s reputation is vital to business, and effective reputation management can be done by monitoring review sites engaging with guests giving your brand a voice and constantly maintaining your hotel with its target audience across all platforms, videos have an impact on guests showing the products and services on offer, and replying to reviews positive or negative provides an answer not only to the guest posting the review but also to potential guests, by having a live chat option providing instant answers gives your hotel a competitive advantage with the potential to increase customer loyalty but not sacrificing quality getting across the right response makes a huge difference, making your website stand out and easier to navigate and have relevant original content with up to date reviews and focuses on digital marketing shows modern millennials who use reviews for most purchases what you offer, Boley (2020). 
3.1 The importance of effective guest management
As 96% of guests consider hotel reviews important when booking shows the power reviews have on a traveller’s decisions, and while replying to positive reviews strengthens the brand replying to negative reviews gives the chance to deal with any issues while there are many factors on how a hotel ranks on a review website, the importance of these cannot be understated as the correct management on review sites and OTAs costs less than an advertising campaign while strengthening the brand in the long run (Hotel minder 2020). Guests want to see reviews they want to know what they are buying or the credibility of a hotel and its reliability making the decision process easier this also benefits the hotelier as it improves the online visibility of the hotel while impartial reviews give insight on what to improve positive reviews are the best free marketing (smartHOTEL.nl).
3.2 The impact of negative reviews 
Managing your online reputation is more than checking TripAdvisor reviews it is important for a business to know what is being said online about its service, venue or employees and take the appropriate action where necessary to improve the business (Institute of Hospitality). A good first impression matters but a negative last impression has a worse impact than a bad first impression, Boley (2020) as guests consider reviews before they book the impact of negative reviews could mean a loss of up to 22% in bookings directly impacting the business and a possible loss of 70% in potential guests overall if these negative reviews affect a hotel’s online reputation and could mean a loss in booking and therefore revenue (Customer Alliance 2022). Even a one-time mistake or misunderstanding can lead to potential guests thinking you have poor service, the only possible benefit to a bad review could be they make the positive reviews seem more genuine, Tas (2021).
4 How hotels can build and retain customer loyalty
Loyalty programmes are often utilised in the hotel industry and are a popular tool, creating a customer and brand relationship and motivating guests to spend more to save more while tailoring content to individual needs for instance different levels of loyalty programmes offer different perks (Minjung et al 2020). And with customers becoming more vocal about their wants more hotels are offering rewards for loyal members with an aim to retain loyal customers while attracting new ones the crucial goal for any business (Cvent 2021) and offering the right rewards to the right guest for instance offering a room upgrade to millennials is certainly motivating the same offer may not appeal to business guests (Stayntouch). 
4.1 The purpose of customer loyalty programmes 
Showing guests that it’s worth coming back to your hotel with a unique tailored loyalty programme because guests want to be a part of your brand’s story and with an offer of personalised loyalty perk gives a fun and memorable experience, Expert commentator (2016) so guests see themselves as part of your valued hotel family (Cvent 2021).

5 Recommendations regarding market trends
Business events for hospitality offer insight into market trends and tech on offer (Institute of Hospitality 2023) virtual assistants can reduce response times but lack the human touch however instant messages give a human touch to online presence and since staff mostly interact with guests effectively training them about new technology also managing online reputation management, eZee absolute (2023).
6 Obstacles facing certain businesses 
Many challenges face the hospitality industry to mention a few underqualified staff or poor housekeeping which can impact guest’s first impressions, keeping on top of your online presence as there are many platforms, and ever more demanding guests as they see everything on offer prior to visiting and are not so forgiving when expectations are not met, Loccale (2021).
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