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[bookmark: _Toc126012734]Executive Summary
Hotel management and reputation management forms one of the most important parts of the success of the hospitality industry. The standards and the managed reputation is the determining factor of customer loyalty. A well-laid hotel management and reputation management system has garnered success in many hospitality industries compared to those that have not considered these factors. Hotels must commit themselves to high standards and proper reputation management in order to ensure they perform better in the end and satisfy the needs of their customers. 
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[bookmark: _Toc126012735]Introduction
Hotel standards are identified as the rules, regulations, and expectations embraced in a given hotel. The hotel standards may include cleanliness, quality of services, the comfort of the guests as well as the security of the customers. These standards are essential as they ensure the guests are aware of the levels of services they should expect from the hotel they choose. The standards of the hotel are the determining factors of its reputation. Reputation in the hospitality industry ought to be managed in order to ensure the industries run in the best way possible without making losses. In addition, the industry must find ways to manage its reputation to gain more success. Reputation management is a way a hotel manages its image via positive customer experiences and interactions. Some forms of reputation management include monitoring all reviews, responding to customer feedback, and coming up with initiatives that focus on the customers. Building and retaining customer loyalty is where the hotel ensures the customers remain loyal to the hotel and continue seeking more accommodation services without changing their choices. 
[bookmark: _Toc126012736]Main Findings
[bookmark: _Toc126012737]Hotel Standards
Hotel standards identify with many things, such as management of the operations in areas such as staffing, advertising, and amenities, as well as physical standards. The physical standards include the quality of services, and hotel conditions, among other things. Hotels that have accorded high standards are said to have formed the basis of their success. One of the excellent hotels that have embraced hotel standards includes Shangri-La Hotel. Shangri-La Hotel is one of the best global hotels that has adapted to hotel standards helping it run successfully across the globe. The high standards embraced in the hotel are characterised by high-quality accommodation and services. The high-quality standards have enabled the hotel to run globally, having 200 locations based in 24 countries across the globe (Setia et al., 2021). In addition, they are featured with 24-hour service, thus the high number of quality customers that they manage to attract (Setia et al., 2021). The hotel offers luxurious services guided by the standards and values, which they focus on maintaining. The hotel is one of the best global hospitality sect described with luxury and elegance. 
However, other hotels, such as Travelodge, have been featured with failure due to the poor hotel standards, which the hospitality industry has embraced. The hotel has had guests complain of the lack of cleanliness and safety (Haynes and Egan 2020). The global hotel has a chain of operation, but its standards have been ranked low hence the low number of customers they attract. The hotels are featured with uncomfortable beds and dirty and worn-out linens, among others (Haynes and Egan 2020). Besides, the hotels experience guest complaints about their items being stolen. Comparing Shangri-La Hotel and Travelodge shows that the adaptation of high standards leads to a wider customer base and increased hotel performance. 
[bookmark: _Toc126012738]Reputation Management
Reputation management is characterised by the influence on stakeholders' perceptions as well as public conversations, which are sparked regarding a given brand. Reputation management accompanies monitoring perceptions and conversations and taking all opportunities to boost a brand's reputation (Kvítková and Petrů 2023). Hotels manage their reputation in different ways, such as immediate response to negative reviews, choosing channels through which they can build their reputation, and monitoring online channels that ensure they get the highest number of bookings. 
Every hotel focuses on having a positive guest review since they are the determining factor of the customers the hotel will likely attract in the future. The guests that accord a positive review act as the hotel's representatives in the outside world, where they can bring more bookings to the hotel (Kvítková and Petrů 2023). Negative reviews from the worst part that a hotel can experience since it scares away customers (Rialti et al., 2023). In most cases, many guests focus on hotel reviews before booking. Therefore, a negative review affects the performance of the hotel in the end. 
Some hotels, such as Mandarin Oriental, have been featured with the excellent ratings boosting their reputation. The reputation has helped ensure it is ranked as one of the best hotels across the globe, attracting more bookings. The hotel is known for the provision of a five-star experience to customers (Southward, 2019). The services and amenities are excellent hence the success it has managed to gather. In 2020, Luxury Travel Intelligence awarded the hotel as one of the world's most luxurious hotels (Punzon, 2021). The branding strategy adopted by Mandarin Oriental is focused on the provision of five-star experiences, which ensures they build a strong reputation. In addition, they use their website and social media platforms to engage with guests and ensure their problems are solved. These adaptations have enabled it to build a successful brand. 
However, Super 8 Motels is a hospitality hotel chain that is featured by a lousy reputation rendering its service provision less wanted. The hotel is said to have received low ratings, such as 1.5, with many customers having complaints across the globe (Sherman 2021). This bad reputation reflects the need for an excellent reputation that will increase the customer base, as shown in the case of Mandarin Oriental. 
[bookmark: _Toc126012739]Customer Loyalty
Customer loyalty forms the most important factor in the success of any business. The hotel industry must utilise customer loyalty to ensure its services' successful provision. The hotel industry values building customer loyalty as the primary way to stay competitive. In addition, maintaining customer loyalty ensures that they have built a strong customer base, which aids in their success (Satti et al., 2020). Customer loyalty originates from the constant provision of positive experiences to the customers. Customers with the most enjoyable experiences in hotels are said as the most loyal and best at making referrals. Therefore, hotels must come up with strategies to ensure they manage and improve their customer's loyalty. 
Loyalty programs are the best ways through which hotels build their customer loyalty. These loyalty programs are identified as ways through which the hotels award their customers to keep them interested. Some rewards may include giving customers discounts, free stays, and other forms of awards (Satti et al., 2020). Hotels offering these awards to customers create an environment of care for the customer's needs hence the loyalty that most of these customers are likely to spark. The awards give the customers incentives to return and encourage them to continue seeking their services. 
In addition, hotels can utilise social media to boost their customers' loyalty and attract others to their business. Social media plays a big role in building relationships, and relationships form a bigger role in boosting customer loyalty. The personal connection between the hotel and the people builds more loyalty (Sota et al. 2020). Besides, hotels should utilise customer feedback to improve and boost the loyalty they gather from their customers. Hilton Hotels and Resorts is one of the excellent global hotels in customer loyalty due to their implementation (Nautiyal and Shaheer 2022). Hilton Hotel and Resorts has implemented loyalty programs such as Hilton Honours Program, which gives its members rewards and benefits (Irina et al., 2022). The rewards and benefits include bonus points, discussion, and the availability of special offers. In addition, they have points and miles programs that give the members opportunities to earn points for every dollar they spend. As a result, all hotels should embrace loyalty programs to increase their customers' loyalty. 
[bookmark: _Toc126012740]Conclusion
Hotel standards are the rules, regulations, and expectations in different hotels. These standards are the determinants of the success that a hotel can gather. Hotels such as The Savoy in the United Kingdom are featured with the best hotel standards, which have enabled it to excel since its founding. In addition, reputation management is a very important part of a business. Therefore, in the hotel industry, hotels must come up with reputation management strategies that allow them to excel. Reputation programs have been proven as the best adaptations as they have enabled many hotels to grow. Hotels such as Mandarin Oriental have built a proper reputation, as shown by their rating hence the excellence they have been experiencing. Besides, customer loyalty is a determining factor in the hotel industry's success. The Hilton Hotel and Resorts has built customer loyalty, which has enabled experience positive feedback from clients. In addition, customer loyalty has seen the company attract more customers, increasing its customer base. The hotel gives its members rewards and benefits. These rewards may include special offers, and through them, the hotel has been able to achieve more success. In addition, they have the Hilton Honours Program, which attracts more customers and ensures that they are loyal to the brand. 
[bookmark: _Toc126012741]Recommendations
Hotels are experiencing problems with the hotel standards aspect; for example, The Travelodge hotel can adapt ways such as having a professional management team. A professional management team can help in setting goals that can reflect the hotel standards embraced in the industry. In addition, hotels experiencing reputation management problems can develop programs where they interact with customers and identify the problems they can solve to attract a better reputation (Perez et al., 2019). The programs can include campaigns that can help ensure they do better. Furthermore, hotels experiencing customer loyalty problems can come up with discounts and rewards, which can attract more customers (Perez et al., 2019). In addition, a great management team can ensure positive experiences by providing great services. 
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