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Executive summary
	The aim of this report is to evaluate the wide range of services of hospitality industry and provisions in terms of the changing consumer demands. The report will present an understanding of the resource provisions and operational systems needed to deliver excellence services. It will reflect the importance of guest services strategies.
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 INTRODUCTION
	Hospitality is one of the oldest businesses. It is one of the most dynamic, resilient and adaptable industries among all. The industry experiences constant change as the innovation and technology continuously integrate to improve the customer experience(Elsharnouby and Elbanna, 2021). The hotels in the hospitality industry required to maintain its standards and reputation in the market. They also need to build and retain the consumer loyalty in order to be successful in the business. The goal of the hotels is to provide the customers with the best possible experience and fulfil their demands (Choi and Burnham, 2021). It is focused on the satisfaction of the customers. The following report will include the purpose of brand consistency standards, how hotels should manage reputation, why effective guest review management is n necessary and impact of the bad reviews. The report will also reflect the ways hotels build and retains its consumers and some recommendations for hotels regarding the market trends.	
[bookmark: __RefHeading__18527_1395477139]MAIN BODY
[bookmark: __RefHeading__18529_1395477139]Purpose of brand consistency
	The brand consistency is the way hotels or any organisation delivers its messages aligned with their brand identity elements, core values, customer experience and brand promise(Hamzah,  Abdul Wahab and Waqas, 2021). The main purpose of brand consistency is to ensure that the brand of an organisation is easily recognizable across all the touch points and marketing channels. Hotels are able to create a cohesive consistent identity of the brand and also a unified  experience for potential and current customers (Bratu, 2019). The hotels are able to build trust through this and are further able to foster lifelong customer base. The more consistent a brand is, the more it is recognizable to the customers which provides a feeling of reliability. It enables customers to know the brand on a more personal level. It can be quite difficult for hotels to maintain the brand consistency. The purpose of brand consistency is also to influence the customers and shape their perception of mind in order to provide proper marketing and promotional activities(Munro, 2019). It also has a purpose of gaining customer loyalty which helps the hotels in getting good reviews and further increasing revenue.
	Every hotel has different standards. Not all hotels have same level of standards. They differ on the basis of the type and class of the hotel (Arli and et. al., 2019). The standards of various hotels can be seen through Michelin which is provided by the hotel management. The various types of hotels are provided with total five Michelin on the basis of facilities provided by them. The Hyatt has the five Michelin star, ITC too have five Michelin star and considered as  a luxury hotel. The Hilton Group has three Michelin stars.
How reputation can be managed effectively
	Brand reputation is the perception of employees, partners, customers and others have of a brand. The stronger the brand reputation, the more people trust and advocate the brand. In order to manage the brand reputation the hotels must take actions on the basis of the reviews, comments and feedbacks given by the guests (Hambrick, 2020). As hotels make those changes which the guests wants to see, it automatically build their reputation. The hotels must adopt such strategies like tracking the review sites, using reputation management solutions, using brand monitoring tools, replying to the customer reviews on time and in adequate manner and create campaigns in order to boost the reviews (Touni and et. al., 2022). The reviews must be responded whether they are positive or negative. These strategies will be helpful for the hotels in managing their brand reputation.
	The brand reputation is crucial for the smooth operating of a hotel. Effectively managing brand reputation helps the hotel to build a strong relationship with the guests. The relationship is helpful for the hotel in understanding the needs and preferences of the customers. This further aid the hotels in providing a better and personalized experience to their guests(Aula and Mantere, 2020).
Importance of guest review management 
	It is essential for the hotel that its managers manage the guest reviews effectively as it is the best way to listen to the feedbacks and opinions of the guests related to the services and accommodation and improve its services accordingly (Touni and et. al., 2020). The hotel must ask guests to leave reviews, then read their feedbacks and understand their point of view. Management of guest review is essential as these reviews influence other customers, they showcase transparency and professionalism and they also generate more reviews(Gil-Soto and et. al., 2019).
Impact of negative reviews
	The negative reviews have very serious impact on the operations and the profitability of the hotel. It directly impacts the success of the hotel organisation. The customers would not prefer to take services of the hotels which have more bad reviews. Bad reviews makes the bade brand image of the hotel (Latif, Pérez and Sahibzada, 2020). This creates a bad image of the hotel in the mind of customers.
[bookmark: __RefHeading__18533_1395477139]How hotels build and retain customer loyalty
	The customer loyalty is when a guest provides repeated business to a particular hotel. Every successful business has a goal of attracting new customers and retaining the old ones. It allows a sustainable growth to the customers (Latif, 2021). There can be many ways through which the hotels can build and retain the customer loyalty, some of them are mentioned below:-
· The best way to retain the loyalty of customers is by exceeding the expectations of guests.
· By providing excellent services to the customers.
· Providing the guests with personalised experience.
· Responding to the reviews and feedbacks of the guests in a constructive manner(Šerić, and Gil-Saura, 2019).
· Understanding the needs and preferences of the customers.
· Making constant and regular commitments to improve the services.
· Building good relationships with frequent guests(Liu and Hu, 2022).
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	It can be concluded from the above report that it is essential for the hotels to build and maintain a good reputation as it increases the revenue and helps them turning their clients into brand advocates. The hotels must manage and influence its brand image. They must keep a track of its review sites, optimize its site for search, post and engage on the social media in order to increase the engagement. It will help the hotels in maximising its revenue in the current highly competitive business environment. The customers must be provided with satisfactory experiences consistently as it will lead to the customer loyalty. The companies instead of solely focusing on the pricing strategy, must make efforts to develop customer loyalty as they will bring profit to the firm.
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	It is essential for the hotels to keep up with the latest market trends within the hospitality industry. Following the trends helps hotels in increasing their profitability and also build their brand image. It also increases the customer base and customer loyalty for the hotels as the latest trends grabs the attention of people specially the young generation. Following are some of the recommendation for hotels regarding the market trends:-
· Promoting safety:- This trend is of the utmost importance which has emerged after the pandemic specially in the hospitality sector. The hotels in order to make its customers feel safe, must highlight its hygiene policies, safety procedures and other decisions related to the safety of their guests.
· Using technology of virtual reality:- it is the biggest emerging technology and market trend. The hotels can provide its guests with a real experience of its hotel and location from afar through virtual reality. It provides exploration and immersion. It saves the customers time of physically visiting the place.
· Personalisation marketing:- this allows the hotels to market personalised content to the target customer base through the use of data collection and automation technologies. Personalised marketing focuses on engaging potential consumers through communicating with them as individuals. The hotels can also personalise their services for their customers to enhance their experience during the stay.
· Artificial Intelligence:- the hotels can use the artificial intelligence chatbots on their websites which will be helpful in developing a robust system and providing personalised services to the guests. The customers will be able to place their room services through these AI enabled websites which will save a lot of time of the hotel staff.
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