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Executive Summary
Brand reputation is one such thing that a typical business needs to focus on as maintaining the brand reputation or image with effective strategies can yield better business outcomes in the long run. Similarly, businesses in the tourism and hospitality industry of the UK should also focus on maintaining their business reputation as hotel businesses are mainly driven and impacted by the reputation that the business holds. Thus, the following report has aimed to discuss reputation management which is one of the most important aspects of the modern hospitality industry of the UK. In that instance, this report has highlighted brand consistency standards and justified the ways each hotel manages its standards. The significance of guest review management has also been explained in this report along with showing the impact of negative customer reviews on hotel businesses. Further, the ways by which hotels can build trust among their respective customers and retain them have also been explained at the end of this report.
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[bookmark: _Toc129290414]Introduction
This report will be focusing on reputation management which is one of the most trending terms in the modern hospitality environment of the UK. Brand reputation is such a thing that successful handling of the business image can improve the stability of the business significantly in the long run. Thus, this report has explained the ways by which modern hotels in the UK maintain brand consistency standards. This report has also demonstrated the several methods by which negative customer reviews can impact a hotel business in the modern digitalised society. Along with that, the report has evaluated the ways by which hotels in the UK can build trust and loyalty among their customers. Moreover, some viable suggestions have also been added to the end of this report that can be used by the management of modern hotels to keep up with the trends of the modern hotel industry.

[bookmark: _Toc129290415]Main Findings
[bookmark: _Toc129290416]The purpose of Brand Consistency Standards 
The term brand consistency is quite significant in terms of businesses associated with the hotel industry of the UK. Brand consistency ensures that a business in the hospitality sector succeeds in delivering quality standardised services to its customers (Foroudi, 2019). Successful execution of brand consistency makes sure that the business improves the rate of the brand’s success which in turn generates loyal customers. Popular names within the hospitality industry of the UK such as Premier Inn, Hilton Hotels and many more all have unique brand consistency strategies. Successful maintaining of brand consistency gives such hotel businesses several benefits some of which are summarised in the following points. 
[bookmark: _Hlk129290559]Consistent delivery of quality services: Brand consistency standards give businesses such as Premier Inn or Hilton hotels the to offer quality services to their guests. Doing this generates customer satisfaction among the visited guests which also generates loyalty among them. Thus, alluring them to avail the services of the hotel concerned over the next visit (Marcom Central, 2020).
[bookmark: _Hlk129290717]Improvement in the Brand image: This is the most important benefit of brand consistency and maintaining effective brand standards helps the hotel businesses of the UK to improve their business image within the market. Apart from that, delivering hospitality services at the desired parameters also helps the hotels to catch the attention of the investors. Thus, securing the future of the business in the long term (Michael and Fotiadis, 2022).   
[bookmark: _Hlk129290777]Increase in brand valuation: This can also be considered as one of the purposes for which hotels in the UK maintain brand consistency. Delivering consistent services needs trained employees along with the use of updated or trending technologies. Thus, indicating a surge in operational costs and maintenance fees. However, offering consistent services and maintaining all the standards can also support the organisation to increase the value of the respective brand after the generation of loyal customers. Therefore, it can be concluded that a hotel can increase its prices for its quality services which in turn improves the annual profitability.
[bookmark: _Hlk129290826]The uniqueness of hotel standards: Each hotel in the hospitality and tourism industry of the UK exhibits unique brand consistency standards. Unique standards give a distinctive approach to diverse brands which has different impacts on the mindsets of different customers. It all depends on the goals and values of the respective hotel which determines the strategies of brand consistency (Wood, 2020).


[bookmark: _Toc129290417]The ways by which hotels manage reputation effectively
The term reputation management is significant in the context of hotel businesses. Effectively executing reputation management helps such businesses to earn the trust of their respective clients and earn improved revenues. The following points explain the different ways by which contemporary hotel businesses manage their reputation in the current digitalised environment (Lacalle, 2021).
[bookmark: _Hlk129290972]Online Reputation Management: This is perhaps the most effective way by which most hotels in the UK manage their reputation in the modern world. Almost all hotels in the UK have their own websites through which customers book room services. The hotel representatives help the customers to complete the booking procedure or assist them in case of any queries. The customers also place their experience reviews on the websites of the business concerned. Thus, this way a hotel manages its online reputation in the modern digitalised environment (Huynh, 2020).
[bookmark: _Hlk129291187]Social media management: In the age of social media almost all hotel businesses in the UK have their presence on each social media network. These are the places where almost half of the world's population stays online at all times. Thus, creating promotional content or posting advertisements can help the hotel to manage its reputation online over social media platforms (Monteiro et al, 2022). 
Importance of Guest Review Management: Guest review is one such aspect of hotel businesses that should be put on the priority list of all hotel owners. It is the most significant element of the business that leads the organisation to reach its desired objectives. The management of the hotels such as Premier Inn, and Hilton Hotels should focus to track and manage their different customer reviews. Additionally, all the complaints of the guests must also be solved. An effective response to guest reviews can gain the business customer trust and loyalty for the long-term, therefore, yielding improved profitability.




Impact of Negative Reviews :A negative review on the website of a hotel business means a lot to the hotel owner and it can bring detrimental effects to the outcomes of the business. Negative reviews on a hotel website mean that the hotel lacks the required brand consistency standards that limit the business to deliver quality services. Further, it can also render a negative impact on the reputation of the hotel business which will hamper the revenues of the business significantly annually (Guest Touch, 2021).

[bookmark: _Toc129290418]The ways by which hotels build and retain customer loyalty and its purpose
 Every organisation always wants to expand their business effectively in the competitive market and there they need to provide proper benefits to their customers. There are various ways hotels or the hospitality industry build and retain customer loyalty for their further expansion. A brief analysis of this matter will evaluate below for better understanding (Campbell, 2021). 
Provide Appropriate Customer Services:Customers play the most important role in every organisation that helps organisations to manage their process of business effectively in the competitive market. Here, it is necessary that every organisation focus on their customer services. With the help of appropriate customer services, an organisation can expand its business all over the world and generate maximum revenue in a suitable way. Along with this, providing proper customer service also helps an organisation to manage its customer base so that it can achieve its goals successfully. If customers get proper satisfaction during the time of their stay in a hotel, then that is always beneficial for every organisation to get better opportunities in the near future (Prentice et al, 2022).






[bookmark: _Hlk129291560]Collect Proper Feedback from the Customers: During the time of stay customers sometimes dislike any specific matter and they also want to inform the staff about this. The management of every organisation must take suitable feedback from their customers and improve those things according to that. This gesture generally helps organisations to maintain feel-good factors in the environment of the organisation where customers spend their most enjoyable time. With the help of appropriate feedback, organisations can change the quality of services to increase their customer base and build proper trust in customers’ minds.

Build appropriate Relationships with Travelers: Travellers can take multiple services from the hotels that they like the most during the time of their stay. Here, the management of an organisation related to the hotels and hospitality industry builds a proper relationship with their travellers for their further benefit. This specific initiative will help organisations to retain customers’ loyalty towards their services. 
[bookmark: _Toc129290419]Obstacles facing certain Businesses
[bookmark: _Hlk129291756]Lack of Business Plan: An appropriate business plan generally helps organisations to expand their business properly all over the world. Here, sometimes organisations face issues due to their lack of business plans. This specific matter through organisations unable to achieve their goal suitably (Cox, 2022). 
Insufficient Financial Support: If organisations have insufficient financial resources, then that increases difficulties in managing the business appropriately. Along with this, inappropriate financial support through organisations is unable to generate maximum revenue from the competitive market (Peshev, 2023).   
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Conclusion 
The above-concluded report has focused on the reputation management function of the hospitality industry in the UK. This is important for the hotels as they provide proper services to their customers that maintains their reputation in the dynamic environment leading to generate more profit. In that instance, this report has analysed all those necessary factors in an appropriate way to provide a better understanding of the topic. The importance of brand consistency and its standards has been evaluated in this report. The report has also demonstrated the methods hotels use to build trust and loyalty among their guests. Further, few recommendations have also been added in this report that has provided suitable suggestions to the hotels to achieve more success in the competitive market. 

[bookmark: _Toc129290421]Recommendations 
There are few recommendations that can be implemented by any organisation to run their business more suitably in the competitive market.  
Arranging Adventure Activities: These days customers always try new and exciting activities during the time of their stay. This can be considered as one of the opportunities for an organisation to manage its customer base in an appropriate way. It is highly recommended that hotels arrange various adventure activities, such as scuba diving, paragliding and many others for their customers and entertain them appropriately. This specific step will provide proper benefits to the hospitality industry to grow more towards their success (xotels, 2022).



Provide Quality Services: This is important for the hotels that they provide quality services to their customers. Maintaining a good quality of services generally helps organisations to achieve their goal successfully and build a good reputation in the competitive market. For this reason, it is highly recommended that hotels improve their services and provide the best memories to their customers for their further development (Mady, 2020). 

Maintaining a lower price point: It is also suggested that if hotels set lower price ranges for their services then they can build a strong customer base that also helps them to achieve the goal in an effective manner. An effective price point is one of the major recommendations that is mainly suggested to the hotels to get proper benefits in the competitive market (Perinotto, 2023).
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