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Executive Summary
 
Hospitality management is the core concept that involves all the tasks and activities related to managing a hospitality business. Moreover, guest management is one of the crucial parts of the hospitality business regarding enhancing the brand image. In this study, particular hotel standards have been mentioned and showcased different hotel brand and their standards in the market. Similarly, it has described reputation management and its significance for the hotel business. Likewise, the aspect of customer loyalty is also covered including the customer loyalty program importance using the example of a global hotel brand. It has also shown recommendations regarding the market trend in the hospitality sector.
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Hospitality management involves the board field that includes overseeing the day-to-day operational, administrative and commercial activities of the hospitality business. It includes activities like welcoming guests, providing them with services and providing a pleasant experience. Similarly, guest management is a significant task that is required to be done adequately to satisfy the guest's expectations (Busulwa et al., 2020). Moreover, hospitality and guest management are significant as it supports building the customer's trust and obtaining their loyalty to the business. The report aims to highlight the concept of brand standards and how hotels manage their reputation. It will also present the way hotels build their customer loyalty and some recommendations regarding market trends.
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Main body 
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What is the purpose of brand consistency standards? Do all hotels have the same standards?
The brand consistency standards are significant as they help to get recognisable, trust establishment and communicate personality. Brand consistency equally helps to incline the customer's trust and loyalty. Due to this the business organisation gets more attention in the market and increases the interest among the customers to get that business organisation's service or product (Coelho et al., 2020). In this context, brand consistency standards help the hospitality business to get more recognisable among the people in the market. It increases the hospitality business to get more aware in the market to get a higher standard in the market. However, every hotel does not have similar standards as it changes based on the type and class of the hotel. 
The hotel standard is based on various aspects, including design, service, amenities and technology (Luo et al., 2021). The more the aspects are performed adequately the more the standards of the hotel increase in the market. However, what the hotel is wanted to achieve is also a matter regarding setting standards in the hotel. For instance, luxury hotels aim to achieve more business expansion in different markets. In terms of the budget, the hotel aims to get more customers by providing affordable services. In terms of standards, hotels like JW Marriott have a higher standard compared to Ibis hotels. It is because JW Marriott has a higher market presence compared to Ibis hotel and JW Marriott is a luxurious hotel whereas Ibis hotel is a budget-friendly hotel. It can also be observed that JW Marriott has more technology involvement compared to Ibis hotel. JW Marriott has involved smart rooms in its hotel where customers can control rooms remotely (BETHESDA, 2017). In terms of financial comparison, JW Marriott has a higher position compared to Ibis hotel. Ibis hotel generated revenue of £594.70 million in 2022 (Reuters. 2022). Likewise, Marriott international generated revenue of £13.86 billion in 2021 and it is also recognised as the leading hotel giant in the hotel company globally (Statista, 2022). Hence, it is justified that every hotel has different standards and different market positions in the sector.  
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How can hotels manage their reputation effectively? What is the importance of effective guest reviews management? What is the impact of negative reviews?
Reputation is the most significant aspect that influences the development of a brand or name in the market. Hence, a good reputation positively enhances the business organisation's growth in the market (Agmeka et al., 2019). Similarly, a poor reputation will bring down the organisation in the market. In this case, hotels can create a strong position through its service to the customers, fulfilling customers' needs and making its marketing activities more enhanced. For instance, Hilton Hotels has a positive reputation in the market and it is globally recognised. Reputation management is also an efficient way to monitor the perception of the organisation. It includes influencing the stakeholder's perception and public conversation regarding the business organisation (Aula and Mantere, 2020). 
The hotel business also can practice reputation management to maintain a positive reputation in the market. Guest review management is an essential aspect as it supports hotels in getting more value in the market (Hospitalitynet, 2021). Positive guest reviews help hotels increase its visibility and enhance customer contact. It also positively impacts the guest considering choosing the particular hotel to stay in. Similarly, the guest reviews also support maintaining the positive reputation of the hotel obtained by serving and meeting the customer's expectations. In terms of London Hilton Hotel has obtained positive guest reviews as the Telegraph expert has given it 8 out of 10 ratings (Telegraph, 2023). Negative reviews are also a common part of the business environment. In the hotel business, it has a drastic impact as negative reviews can decline the public image of the hotel. However, many times it can be seen that hotels are receiving negative reviews in the market that damage the business. For instance, Premier Inn receives negative reviews due to its poor service in refunding customer money (Wood, 2022). Customers also provided negative reviews regarding Premier Inn as one of the customers had a bad experience in terms of a less hygienic room and the food was cold (Tripadvisor. 2023).
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How can hotels build and retain customer loyalty? What is the purpose of this? 
Hotels can build and retain its customer loyalty by providing effective service and other programs like customer loyalty programs. Loyalty programs are an efficient way of attracting customers to use particular hotel services (Nastasoiu and Vandenbosch, 2019). It is also considered a marketing strategy to increase the awareness of the hotel brand in the market. The loyalty program includes special offers or discounts and these are provided to make the customers repeat users of the company. Similarly, loyalty programs are provided by the hotel to retain the customers and make them permanent customers of the hotel. In terms of marketing strategy loyalty program helps to increase the brand name in the market. 
It could be people getting the loyalty program from a hotel will also tell others and their relatives about the loyalty program. In this way, the particular hotel will get more customers in its business (Koo et al., 2021). Moreover, it will equally support providing the hotel to offer similar facilities to the customers and result in retaining and getting a better return from repeat customers. For instance, IHG hotels have loyalty program facilities under the One Reward program (Ihg, 2023). It allows the members to earn points for a reward night, including breakfast and dining deals. All these help the hotel to attract more customers. The purpose of these offers and benefits will provide the guest to get more efficient service from the hotel and it will increase the standard of their stay. It equally helps to retain the existing customers in the business to make them repeat users of the hotel services. Therefore, the use of a loyalty program is justified as an internationally present hotel business has efficiently utilised this strategy in the business.
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Conclusion 

The above study concludes with a description of hospitality management and the guest service management concept. It equally presented the significance of efficient hospitality and guest service management in the hotel business. Similarly, the report involved the particular area's guests are managed and provided a memorable experience by the hotel business. Moreover, it has showcased the importance of brand consistency standards and the different standards of the different hotel brands. Similarly, it included the concept of reputation management and its significance including the effectiveness of guest reviews management. The report has covered the aspect of how the hotel business builds and retains customers. It is recognised that a loyalty program is offered to the customers. Furthermore, it has obtained that loyalty program help to make the customers permanent utilising the example of an international hotel group.
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Recommendations
In recent times hotel business has changed in various aspects as the hospitality market has grown rapidly. Therefore, some recommendations are provided regarding the market trends.
· It is recommended that the hotel business must involve technology and stay updated with the new technology and innovation in the business. It will support the hotel business to stay up to date with the latest technology and serve more seamlessly and new experiences to customers. For instance, JW Marriot has involved various technology and innovation in the business such as mobile keys and mobile requests (Marriottm, 2023).
· It is also recommended that the hotel business must keep its marketing activities with the latest trends. It will support getting more awareness regarding the hotel brand among the customers and cover a large audience base in the market. For instance, influencer marketing is the new trend in the market. It will support the hotel business to get a more advanced audience from the followers of the influencer. 
In terms of obstacles, Premier Inn hotel is facing a staff shortage issue in its organisation. It is stated that the company required more staff and it lacked staff crisis to fulfil the vacancies in the organisation (Bbc, 2021). Similarly, it is also recognised that the company is planning to increase the wages of employees by spending £12 million to £13 million (Ambrose, 2021). It is planned to reduce the staff shortage issue by attracting more employees in return for higher wages in the organisation.
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