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[bookmark: _Toc128679972]Executive summary
Explaining hotel standards, reputation management, and customer loyalty is the main aim of the report. The hotel industry is a significant portion of the hospitality industry which involves hotels, motels, guest houses, and so on. Different hotels have different standards based on their goals, unique value proposition, and so on. Besides, brand consistency standard is very crucial for hotels as it escorts to brand recognition. And, hotels can manage their reputation by garnering good reviews, focusing on social media, engaging with the audience in real time, and so on. Review management is considered one of the most powerful tools for developing credibility. And, ensuring customer loyalty is critical to hotels it aids in acquiring new customers, retaining customers, and growing customer advocacy. Moreover, several challenges such as staff shortage and retention, environmental considerations, developing a strong customer base, hiring the right individuals, and so on are faced by the hotel industry. In order to overcome the challenges, organisations may train their staff, develop an effective marketing strategy, adopt an anti-traffic policy, and so on.
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[bookmark: _Toc128679973]Introduction
The hospitality industry refers to an extensive territory within the service industry and involves each and every economic activity that depends upon or contributes to travel and tourism either in a direct or indirect way. The industry is comprised of three crucial sectors including travel and tourism, food and beverage, and accommodation. And, the accommodation sector means the hotel industry which is a subsection of the hospitality industry that involves hotels, motels, guest houses, and so on. The report aims to discuss hotel standards, reputation management, and customer loyalty. First of all, the purpose of brand consistency standards and various standards of different hotels have been explained the in the following report. Then, how hotels can manage their reputation effectively and the importance of effective guest reviews management have been discussed. Moreover, how hotels can build and retain customer loyalty as well as the purpose of customer loyalty has been explained in the following report.



[bookmark: _Toc128679974]Explaining hotel standards
Hotel standard states the level of the operational and physical conditions of hotels. Operational standards of hotels state the effectiveness and efficiency of the workforce, quality of advertising, and so on (Brazil, 2023). And, physical standards of hotels state the utility, condition, and quality of fixtures, and so on. According to the classes and types of hotels, the hotel standards differ.
[bookmark: _Toc128679975]Discussing the purpose of brand consistency standards
Brand consistency standard is very crucial for hotels as it escorts to brand recognition. It ensures that the way an organisation presents itself and what it stands for remain identical across all the marketing channels. Besides, developing trust, being recognisable, and communicating personality are the main objectives of brand consistency (Chan, 2021). Apart from this, the major purposes of brand consistency standards are to enhance customer trust as well as loyalty, stand out from the rivalry and develop brand authority. Tough competition exists in the hotel industry of the United Kingdom. There are different types of hotels in the industry. In order to sustain and make a strong position in the market, hotels need to maintain a brand consistency standard. Besides, it also leads to developing an emotional connection with customers (Chan, 2021). Moreover, hotels can create a brand identity as well as brand equity by maintaining brand consistency. 
[bookmark: _Toc128679976]Discussing the standards of hotels
A hotel refers to an establishment that provides various public services and lodging to customers. According to the location, size, levels of services, target markets, ownership and affiliation, number of rooms, and so on, hotels are classified (Gemar, 2016). 
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Figure 01: Classification of hotels (Iranmanesh, 2022)
According to the class and type of hotels, the standard for hotel change. And, Different hotels have different standards based on what they are trying to achieve, their unique value propositions (USP), and so on. However, one of the most crucial elements for a chain hotel is standardization (Lai, 2020).
[bookmark: _Toc128679977]Discussing reputation management of hotels
Reputation management refers to an exercise of affecting the perceptions of stakeholders and the conversation of the public regarding a particular firm and its brand. It involves overserving conversations and perceptions, managing the guest review, seizing proactively opportunities in order to enhance the reputation, and so on (Nam2021). 
[bookmark: _Toc128679978]Explaining how hotels can manage their reputation effectively
A critical factor of the hotel industry is reputation management as it is the key way approach to enlarging revenue by obtaining the trust of potential customers and nurturing the relationship with old customers (Rawal, 2020). At present, hotel reputation management basically refers to monitoring how organisations are perceived online. Organisations can follow several approaches to manage their reputation effectively and they have been discussed in the following paragraph.

Figure 02: Ways of managing reputation (Serra-Cantallops, 2018)
For the hotel industry, the appropriate place of showcasing the brand visually and providing the brand a voice is social media while connecting with the followers in a direct way. And, it also supports the development of a strong relationship with potential planners and guests. That’s the reason, staying active on social media is effective for hotel reputation management (Shaharuddin, 2018). Besides, hotels can develop brand loyalty by ensuring authentic interaction and communication. And so, organisations have to engage with the audience in real time. A crucial portion of hotel reputation management is to optimize the website for search. Research has shown that 93% of individuals use online reviews while identifying which hotel to book (Soelton, 2018). That’s the reason, hotels need to garner good reviews regarding their services and so on. Moreover, it is very significant to stay current in order to ensure that hotels don’t fall behind as the digital landscape is shifting constantly. Organisations can also digital marketing to manage their reputation.
[bookmark: _Toc128679979]Discussing the importance of effective guest reviews management and the impact of the negative review
Review management refers to an approach to keeping track of customers' reviews posted regarding the brand on social media channels and websites (Tesone, 2014). And, it is a critical area of the overall marketing strategy of the organisation. When hotels manage reviews, they can protect as well as improve their brand reputation, promote brand trust among existing and prospective customers, enhance search engine performance, and so on. Besides, it is considered one of the most powerful tools for developing credibility (Walker, 2013). Moreover, review management supports hotels in enhancing traffic and bookings and the confidence of the guests regarding their decision of staying at the establishments.
On the other hand, every form of business organisation is affected by negative reviews. And, they are also considered as a damaging factor to the trustworthiness, reputation, and credibility is negative reviews of hotels. Research has shown that 86% of individuals hesitate to buy services and goods from organisations with negative reviews (Wong, 2020). As a consequence, the overall revenue of organisations is reduced.
[bookmark: _Toc128679980]Explaining customer loyalty
Customer loyalty is a critical element in the hotel industry that explains the ongoing relationship between an organisation and its customers (Wood, 2015). It manifests how willing an individual is to purchase goods or services from the organisation than other rivals. Besides, it is also a consequence of a consistently satisfying experience. 
[bookmark: _Toc128679981]Explaining how hotels can build and retain customer loyalty
One of the most significant consequences of superior service is customer loyalty. And, hotels that want to develop customer loyalty and enhance customer retention should concentrate on refining guest experience, hotel service, and guest perception (Brazil, 2023). However, hotels can develop as well as retain customer loyalty in different ways and the ways have been explained in the following paragraph.
Hotels can exceed guest expectations, provide excellent customer service, and respond to the reviews and feedback of guests in a systematic and constructive manner. Besides, they can make regular commitments to improvements and develop a relationship with frequent travelers. And, they can provide guests with a personalised experience. Moreover, they can also arrange reward programs for customers which also support organisations in retaining loyal customers (Wynn, 2022).
Apart from this, hotels can organise loyalty programs that mainly indicate rewarding customers in the form of points for spending money at their property. And, customers can use the points for future stays, dining discounts, room upgrades, and so on. The loyalty program also supports hotels in building and retaining customer loyalty (Chan, 2021).
[bookmark: _Toc128679982]Discussing the purpose of customer loyalty
Customer loyalty is critical to business organisations such as hotels and so on as it aids in acquiring new customers, retaining customers, and growing customer advocacy (Gemar, 2016). All metrics significant to running a hotel are impacted by customer loyalty. One of the main purposes of customer loyalty is to enhance revenue. Research has shown that a loyal customer could spend over 300% more with a particular brand than a customer who is not loyal. Besides, it is also very significant for a hotel to retain existing customers and if a hotel doesn’t do it, it can’t generate a strong customer base which is a crucial metric of business success (Nam, 2021). To sustain and make a strong position in the competitive market, hotels need to ensure customer loyalty.




[bookmark: _Toc128679983]Conclusion
The hotel industry is a significant portion of the hospitality industry. Different hotels have different standards based on their goals, unique value proposition, and so on. Besides, brand consistency standard is very crucial for hotels as it escorts to brand recognition. And, hotels can manage their reputation by garnering good reviews, focusing on social media, engaging with the audience in real time, and so on. Review management is considered as one of the most powerful tools for developing credibility. Moreover, ensuring customer loyalty is critical to hotels it aids in acquiring new customers, retaining customers, and growing customer advocacy.


[bookmark: _Toc128679984]Recommendations
At present, organisations in the hotel industry are facing several challenges such as staff shortage and retention, environmental considerations, cope up with advanced technology developing a strong customer base, hiring the right individuals, and so on. For overcoming these challenges, organisation may adopt an anti-traffic policy, train the staff in order to help them in adjusting to advanced technology and enhancing their capabilities, improve the recruitment process, develop a well-researched and effective marketing strategy in order to attract new customers, and so on.
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