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Executive Summary
This report has described the hotel standards, customer loyalty program and review management. These are important aspects for maintaining a strong brand image and getting competitive advantages in the hospitality industry. Brand consistency generally depends on the trustable relationship between customers and the organisation. Moreover, customers’ positive reviews also play an important role to maintain brand image. The social media platform is one of the key aspects that most of the hotels in the UK use to manage reviews and gather customers’ feedback to modify their business based on customer demand. 
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[bookmark: _ftogw7lciy0m][bookmark: _Toc129825176]1. Introduction
The hospitality industry is responsible for serving quality services to customers and contributing to economic growth. In hospitality management, hotel, resort, and bar services are included. Moreover, to manage hospitality services successfully, the hotels need to gather positive customer reviews and must follow a customer loyalty programme. The customer loyalty programme is very essential to boost business revenue, compete with competitors, and influence customers' purchase intentions. Most of the hotels in the UK use different social media platforms to gather customers' feedback and interact with customers directly. In the digitalization era, hotels in the UK need to promote their business through digital marketing, which is necessary to engage customers for the long term. In this report, customer loyalty programmes and the importance of brand consistency have been described by analysing different hotel contexts.
[bookmark: _2nlhe72t32c2][bookmark: _Toc129825177]2. Main findings 
[bookmark: _Toc129825178]2.1 Purpose of brand consistency standards
Brand consistency represents the presence of the company, and the key purpose of brand consistency is to lead the brand in attracting customers. Wood (2015) has claimed that brand consistency is important for the hotel or hospitality industry to build a trustworthy relationship with guests and give them confidence in quality services. The standards of a hotel change according to customer service, hotel type, and customers, as well as food service quality. Brand consistency standards are essential to get competitive advantages as well. As an example, JW Marriott Grosvenor House London has maintained its brand consistency by providing quality services to customers, and the design of the hotel is very sophisticated, just as the employees of this hotel are focused on maintaining customer satisfaction rates. In this way, this hotel has expanded its business among 139 countries (Marriott.com, 2023). This hotel not only provides quality food but also gives other opportunities for customers to arrange events and take advantage of offers on special occasions to gather meaningful experiences in a significant way. On the other hand, the Mitre Hotel in Manchester is a small hotel that serves a small group of customers. This hotel provides bar and restaurant services, 24-hour car parking facilities, and offers discounts on their food as well as their drinking services (Mitrehotel.co.uk, 2023). Along with that, customers can contact the front desk 24*7, which is the specialty of this small hotel, and this hotel operates its business within the UK only (Mitrehotel.co.uk, 2023). Therefore, it can be stated that not all hotels have the same brand consistency or standards. Strong branding allows hotels to increase their customer base and keep customers engaged with the brand for a long time (Mitre Hotel.co.uk, 2023). Moreover, after the pandemic situation, the business approach of the hotel or hospitality industry has changed massively, and to maintain brand consistency, hotels need to give appropriate health security to every customer equally. Marriott is the largest hotel chain that gives high-quality health and safety facilities to their customers and employees, which has created a high brand image in the hospitality industry. The other hotel is a small hotel in the UK where the health and security facilities are lower compared to Marriott. The Mitre Hotel Manchester has maintained its brand consistency by delivering quality food and many discounts effectively to customers.
[bookmark: _Toc129825179]2.2 Importance of effective guest reviews management
Hotels can manage their reputations by monitoring their services and influencing customers to stay engaged with their brand for a long time. There are a few strategies that help hotels manage their guests' reviews. Staying active on social media helps the hotel manage guests' reviews. Walker (2013) has claimed that, in the digital age, customers can get information regarding hotels through social media platforms and can communicate directly with the hotel receptionist. On social sites, customers can give their reviews, through which hotels can understand their weaknesses as well as their strengths. On the other hand, focusing on digital marketing is another way that hotels can manage their reviews effectively. In their digital marketing strategy, hotels in the UK follow content marketing, email marketing, and digital advertising, where customers can gather information regarding the hotel's services as well as interact with employees. As per the study by Tesone (2014), guest review management is essential to increasing traffic and bookings and making guests confident about their decisions as well. At the same time, guest review management is important to modify the business strategy of hotels as per the customers' demand and marketing strategy. As an example, Premier Inn is a popular hotel brand in the UK that has gathered 68% positive customer reviews from online platforms (Premierinn.com, 2023). The positive customer review has helped this hotel increase its brand number within the UK, and recently, this hotel has 841 Premier Inn hotels in the UK (Statista.com, 2023).
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Figure 1: Number of Premier Inn hotels in the UK
(Source: Statista.com, 2023)
Therefore, it can be stated that positive customer reviews are necessary to increase business reviews and networking. On the contrary, Heppell (2015) has claimed that negative customer reviews decrease brand reputation, which restricts business growth. Accompanying that, negative customer reviews are also bad for attracting not only new customers but also employees from different regions of the UK. Therefore, every hotel needs to manage its customer reviews appropriately by staying active on social media, where customers can provide their valuable feedback. In this way, hotels can improve or modify their services as per customer demand and gain significant competitive advantages. Due to positive customer reviews, Premier Inn has increased its branch count in the UK. Customer review management is also essential to understanding an unknown market while expanding businesses in a new country or market (O’Gorman, 2010). In the digital era, social media platforms and updated official websites are the main ways to manage customer reviews and understand customers’ perceptions regarding hotel services. Moreover, after the pandemic situation, most of the hotels in the UK are using different types of social media platforms to promote their services as well as their products. Customers pre-book rooms after seeing the online reviews. Hence, staying active is the key way to review management. 
[bookmark: _Toc129825180]2.3 Customer loyalty 
A customer loyalty programme is an ongoing process that connects customers emotionally with an organisation. In the words of Nastasoiu and Vandenbosch (2019), the hotel sector can retain customer loyalty by exceeding guest expectations, giving excellent customer service, and responding to guests' feedback as well. The purpose of a customer loyalty programme is to boost business revenue, improve customer retention, motivate consumer behaviour, and encourage word-of-mouth marketing that helps gather referrals for businesses. Through a customer loyalty programme, a hotel can gather diverse customers and increase its business potential by expanding across the globe. As an example, Hilton Hotel and Resorts UK is a popular hotel chain in the UK that operates business globally within 122 countries, and this hotel has a strong international brand image (Bloomberg.com, 2023). This hotel has a strong customer base in the UK as well. On the other hand, Fida et al. (2020) have claimed that due to poor customer loyalty, a hotel cannot operate its business globally and can modify its services based on the customers’ choice. Therefore, from the above discussion, it can be stated that every hotel in the UK needs to maintain a customer loyalty programme to attract customers and maintain goodwill in the competitive business world.
[bookmark: _npd0e8uhmlg7][bookmark: _Toc129825181]3. Conclusion 
It can be concluded that, in the hospitality industry, brand image, customer reviews, and customer loyalty programmes play an important role in gaining competitive advantages. All these factors are responsible for influencing customers’ purchase intentions and keeping them engaged with this brand for a long time in a significant way. Most of the hotels in the UK, such as Premier Inn, Marriott, and Hilton, have expanded their businesses and opened branches in the different regions of the UK as well as outside of this country. Moreover, to manage customer reviews, every hotel needs to maintain a strong social presence through which customers can interact with the brand directly by giving feedback.
[bookmark: _rup8v1fscsaf][bookmark: _Toc129825182]4. Recommendations
The pandemic situation has drastically changed the business approach of the hotel industry (Hao et al., 2020). In that case, the key trend in the hotel sector is contactless payment. This approach helps to control customers' health and safety facilities. With proper precautions, customers can provide positive feedback. Apart from that, after the pandemic situation, most of the hotels are facing obstacles regarding reservation management, attending to guests, and maintaining cleanliness in rooms (Wong et al., 2021). In that aspect, the hotel sectors of the UK can hire employees for the long-term and short-term to manage huge pressure. In the cleanliness approach, the manager of hotels needs to provide adequate training to their employees to manage the housekeeping department appropriately. After the pandemic situation, the trends of cleanliness and health safety have increased massively (Rosemberg, 2020). In this way, the mentioned obstacles can be mitigated to some extent. These approaches are very essential to getting positive customer reviews and gaining significant competitive advantages.
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