Hospitality and Guest Services
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Hospitality industry plays a vital role in attaining success and recognition for any country. This report will focus on various crucial aspects related to hospitality and guest services. Hotel standards as well as the significance of maintaining brand consistency will be a major part of the report. Additionally, it will also highlight reputation management of the hotels as well as customer loyalty.
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Introduction
The hospitality industry is one of the most vital sectors of any country. The organizations of this industry work day and night in order to provide the best services to their customers which subsequently help the country to be recognized in terms of hospitality. At the same time, it expands the horizon of tourism as well. This report will discuss some major aspects of hospitality and guest services. Hotel standards along with the core purpose of brand consistency will be a vital discussion of the report. In addition to this, reputation management of the hotels will also be analyzed here. Hence customer loyalty is one of the vital aspects of hospitality industry organizations, this will also be discussed in this report. Examples of different renowned hotels will be cited throughout the report for better understanding. 
[bookmark: _Toc128858158]Hotel Standards
[bookmark: _Toc128858159]The purpose of brand consistency standards
Brand consistency refers to the process of continuous alignment of operations and actions within a business environment with the brand values and promises. This is very important for all business organizations, especially for hospitality organizations. When a customer chooses a specific hotel brand for their stay, they expect the same level of hospitality and quality of services which the brand unusually offers and promises to provide (Jacobsen, 2020). That is why hotels must align with their brand missions and values.  
Brand consistency standards should meet all the elements of hospitality such as-
· Generosity
· Empathy
· Confidence
· Presence
· Optimism (Hilton, 2018).
It is to be noted that not all the hotels have the same standards and the customers also do not contain the same expectations and standards from all the hotels. The expectation regarding service which any customer would have from Four Seasons or from The Ritz-Carlton will not be the same which they expect from any local hotel. That means, with reputation and popularity comes bigger responsibilities as well (Swarbrooke, et al 2011).
In the case of hotels or organizations in the hospitality industry, the products are basically the services provided by those hotels. And if a hotel aspires to succeed and earn fame, there is no other alternative other than maintaining brand consistency (Vallen, et al 2014).
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[bookmark: _Toc128858161]How can hotels manage their reputation effectively
It is utmost important for all the hotels to manage their reputation effectively. In order to provide the best kinds of services to the customers, it is essential to acknowledge what they are thinking about the hotel, their management and services. Without understanding their strengths and weaknesses, it will not be possible for any hotel management to be better and work on their flaws in order to satisfy the customers (Rushmore, et al 2001). In today's world most reviews are obtained through online platforms so it is a duty of the hotel management to check their online reviews very frequently. At the same time it is also important that the management of the hotel or any other professional of that hotel reply to the reviews and give positive feedback to each one of the customers or people who are staying at the hotel and providing reviews. One of the most effective ways to manage the reputation of any hotel effectively is to be active on social media and use the process of digital marketing. By marketing their services and amenities digitally all over the online platforms can help the business organizations in the hospitality industry to feature their services in front of the potential visitors and it will also make them able to attract new customers (Tesone, 2014). Besides it is also needed that the hotel management interact and engage with the customers on the platforms. Being there for the customers all the time and tending to all their needs and queries can surely help the management of the companies to manage the reputation very effectively (Johnston, et al 2012).
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As it has been mentioned previously, the importance of guest reviews management knows no bounds. It is through the reviews the hotel management can understand what their customers like and what they do not. In this way they can build their service strategies in a more strong and effective manner and it will also help them to make their customers more satisfied and more loyal towards their brand (Walker, 2013). When a guest is satisfied and happy with the services they have received from a specific hotel it is very likely that they will share their experience with their friends and families and this will create a great good impact on the success and reputation of the specific hotel. And at the same time, highlighting this kind of experience reviews will also prove to be fruitful for the hotel as good reviews of one customer gives many other customers the confidence to avail of the services (Wood, 2015).
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It is not a surprise that negative reviews can impact highly negatively for a business and it is not different for the hospitality industry. If any hotel receives continuous bad reviews it can hamper their business by a great deal (Mariott, 2019). When a potential customer sees a bad review of any hotel they will definitely not choose to stay in that specific hotel. Because of this reason it is very important that the hotel management offers the best kind of services to all of the customers with equal priority so that they do not have to receive such kinds of reviews or comments on their social media or any other online platform (Heppell, 2015). People are on the social media platform very continuously nowadays. Besides, they are always looking for reviews on these platforms before they decide to stay in a hotel. So, if the customers are avoiding any hotel because of negative reviews on social media it will hamper the success and revenues of that hotel and it will also impact negatively on their reputation and brand value. The hotel management should learn how to react to these reviews and also learn to bring in necessary changes based on the reviews so that their services are modified (Vallen, et al 2014). This will gradually nullify the bad reviews and show the potential customers that the hotel management values the opinions of their customers and act on their feedback to make their services better. 
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Customer loyalty means a lot for any hotel or organization in the hospitality industry. In order to build and retain customer loyalty the hotel management should take a lot of necessary steps. First of all the management should provide the best kind of services to their customers and at the same time they should try to exceed all the expectations of their customers (O’Gorman, 2010). It is important that the hotel management build a personal and strong connection and communication with all their customers. Building such a strong relationship can help them satisfy their customers (Premier Inn, 2021). The people who stay at hotels try to stay again and again in those hotels which give them the best kind of services and the comfort of their home. Thus it is needed that the hotel management understands their guest and all their expectations and preferences. Understanding the needs and demands of the guests will help the hotel management to build their services and strategies in such a way which will make their customers more loyal towards the hotel (Johnston, et al 2012).
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Top-notch hospitality and excellent guest services are what make any hotel popular and successful. Brand consistency is very vital for all the organizations in the hospitality industry. It has been seen from the report that the impacts of both good and bad reviews can influence the brand reputation as well as consistency for these hotels. In order to possess a loyal customer base and desired level of success and development, all the organizations in the hospitality industry must take necessary steps and formulate effective strategies. 
[bookmark: _Toc128858167]Recommendations for hotels regarding market trends and probable obstacles
This is the 21st century and the market trends of this era change a lot. The organizations in the hospitality industry must adapt to all the changes and modify their operations and actions in accordance to all the trends (IHG Hotels and Resorts, 2021). The market trends in the hospitality industry of this age are more use of AI and more technology into the operations. Voice automated rooms and services as well as changing room ambience with the help of remote controls are two good examples of that. The hotels should also keep in mind about using “Alexa” for hospitality which can give their guests a more personalized experience (Premier Inn, 2021). The increased use of technology and chatbots in responding to potential or existing customers can also help in elevating the guests’ experience. The obstacle in this industry is the number of growing competitors which can be minimized by the use of these suggestions.  
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