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[bookmark: _Toc129161058]Executive Summary
One of the most competitive industries is the Hospitality industry. To achieve success in this industry, businesses need to be up to date with the current trends in the industry. Hotel standards differ according to the class and type of the hotel. Most hotels will design their standards based on value proposition and what they want to achieve. Hotels are also categorized based on their standards, both operational and physical standards. Hotel Brand consistency refers to ensuring that how a hotel is presented and portrayed remains what it stands for and offers remains the same across all the marketing channels to unify the hotel's image and message communicated to customers.
Reputation management in the hotel industry refers to the practices that monitor and influence how the general public perceives a hotel. There is a high probability that a customer will prefer a highly reputable hotel compared to a less reputable one. The biggest portion of reputation management is done online. It may include activities like keeping track of review sites, optimizing your site for search, posting and engaging on social media platforms, and much more. Customer loyalty refers to the probability of a customer doing repeated business with a brand or a company. It comes because of customers' good experiences, satisfaction, and the overall value of services or goods they receive from the business.; this can happen through the loyalty programs such as point loyalty programs, Paid loyalty programs, and Tiered Loyalty Programs.
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One of the most competitive industries is the Hospitality industry. To achieve success in this industry, businesses need to be up to date with the current trends in the industry. Hospitality industries need to sustain high hotel standards, which help in building customer loyalty. Keeping up with the latest trends in the industry helps in reputation management (Rhou, Yinyoung, and Manisha, 2020). Customers have raised expectations regarding quality services in every facility and product they anticipate using. Hotels, therefore, must ensure consistency in standards. Hotel standard refers to physical standards, such as the condition, quality, and utility of leased property and fixtures, and operational standards, such as amenities, staffing, and advertisement. Hotel reputation refers to influencing and monitoring how the public views your hotel (Lai and Ivan, 2019, p.115). It involves monitoring the review sites, engaging and posting on social media, and optimizing sites for easy and quick searches. Customer loyalty refers to the state where customers repeatedly buy or use a specific Hotels services in a certain location. Customer loyalty comes from customer satisfaction (Leninkumar and Vithya, 2017, p.455). This report will cover hotel standards, reputation management, and customer loyalty.
[bookmark: _Toc129161060]Hotel Standards
Hotel standards differ according to the class and type of the hotel. Most hotels will design their standards based on value proposition and what they want to achieve. Hotels are also categorized based on their standards, both operational and physical standards. These categories include luxury, mid-range, and budget hotels (Banerjee, Snehasish, and Alton, 2017, p.123). Luxury hotels have high standards and offer world-class services. For instance, Four Seasons hotels, with more than 100 properties, are considered one of the most luxurious hotels globally. The Canadian-based hotel has attracted many investors, such as Prince Al-Waleed bin Talal and Bill Gates, due to its dedication to high standards in the amenities offered and design (Gonçalves, Tiago, and Cristina, 2023). In 2023, it earned nine new Forbes Travel Guide Five-Star awards, thus totaling 73 record-breaking five-star awards. Standardization is one of the most important elements in chain hotels. Standardization is usually achieved through branding in design, loyalty programs, and amenities.
Hotel Brand consistency is ensuring that how a hotel is presented and portrayed, what it stands for and offers remains the same across all the marketing channels to unify the hotel's image and message communicated to customers. Hotel branding helps in being recognizable, communicating personality, and establishing trust (Šerić, Maja, and Josip, 2020, p.461). Brand consistency helps increase customer loyalty and trust, build brand authority, and stand out among competitors. When customers recognize your brand, they are more likely to make repeated purchases and even recommend to others the reinforced qualities (Foroudi, Pantea, 2019, p.276). McDonald's is a good example of the hospitality industry that has established brand consistency. They have been so consistent in their brands that anytime one sees a red and yellow scheme with the common golden arches, they immediately recognize that it's a McDonald's restaurant (Joe et al., 2020). Customers know what to expect from any MacDonald's restaurant, which has contributed highly to their success.
[bookmark: _Toc129161061]Reputation Management 
Reputation management in the hotel industry refers to the practices that monitor and influence how the general public perceives a hotel. There is a high probability that a customer will prefer a highly reputable hotel compared to a less reputable one. Reputation management is all about practices that guard and promote a hotel's image to the customers to capture their attention (Aula, Pekka, and Saku, 2020). The biggest portion of reputation management is done online. It may include activities like keeping track of review sites, optimizing your site for search, posting and engaging on social media platforms, and much more. A well-reputable hotel stays above its competitors. The most commonly adopted strategies for effective online reputation management adopted by the successful hotel are outlined below:
Staying active on social media- Social media is one of the best platforms to advertise a hotel brand since it allows direct connection and interaction with followers and customers worldwide. Staying active on social media means constantly being in touch with the public's comments, views, and opinions. Hilton Hotel, for instance, has utilized platforms like Facebook, Twitter, and Instagram to rise to the ranks of one of the most reputable hotels globally (Chang et al., 2019, p.273).
Optimizing one’s website for search- Optimizing a website for search means enhancing and modifying your website so that it will appear among the first option in search engines. Hotels that rank high in searches usually have a good image with the public through online platforms. ImForza reveals that 93% of online experiences are initiated with search engines, so hotels ought to optimize their searches (Elbadrawy et al., 2022, p.225).
Generally, Guest reviews are very important, especially to the reputation of any hotel. Whether recorded on physical cards or online views and ratings, guest views can help a hotel know where they are doing well and the areas that need improvement. Online guest views also give the public a general perspective of the hotel (Brazytė et al., 2017, p.302). Negative guest or customer reviews may marr the hotel's image (Phillips et al., 2017, p.241). Many will tend to avoid a hotel with negative reviews because of the fear of encountering the same experience.
[bookmark: _Toc129161062]Customer Loyalty
Customer loyalty refers to the probability of a customer doing repeated business with a brand or a company. It comes because of the customer's good experiences, satisfaction, and overall value of services or goods they receive from the business (Leninkumar and Vithya, 2017, p.455). In the hotel sector, a customer that prefers a specific hotel's food or accommodation will keep going there. When the loyalty has been established, especially because of quality services and products, it is not easily changed by pricing or availability. Building customer loyalty helps a hotel to develop a good relationship with clients. There are various programs that a hotel can adopt to develop and sustain customer loyalty. Such programs include:
Points Loyalty programs- Customers are usually awarded points for engagements or transactions in these programs. The points aim to motivate customers to accumulate as many as possible to redeem specified rewards. This program is used to attract brand ambassadors and encourage direct bookings. A good example is IHG Rewards Club which offers travels, dinner, and shop or stay points redeemable after 12 months (Eisen and David, 2015, p.11).
Paid loyalty programs- These are fee-based loyalty programs that involve customers paying a fee for front membership to get benefits. After paying the fee, customers are guaranteed to enjoy the benefits immediately. A good example is the yearly $399 paid for Accor Plus membership for providing exclusive dining and accommodation benefits across the Asian Pacific (Sari, 2020, p.27).
Tiered Loyalty Program- This program aims to keep customers engaged by establishing certain reward levels. Gaming techniques, on average, increase customer engagement by 47%, such as hitting the next tier status. It mainly targets high-value clients with high purchasing power and needs strong communication strategies. A good example is Wyndham which has reward programs that provide Level parks like Gold after three nights booked, Diamond after 24hrs, or platinum after nine nights (McCartney and Scott, 2016).
[bookmark: _Toc129161063]Market Trends Recommendations
As one of the most competitive fields, the hotel industry has evolved and the relevance of any hotel now depends so much on how it is aligned with the prevailing market trends. Most of the challenges hotel businesses have gone through are because of failure or difficulty in going with the market trends. The main obstacles facing certain companies, especially in the hotel industry, are Staff retention and staff shortages. In the UK alone, the ONS report stated an increase in staff shortages by 83% more vacancies advertised and a short of 170,000 hospitality employees (Buchan et al., 2019). Secondly, the increasing cost of living also discourages customers and makes it hard for businesses to acquire the necessary resources. After the pandemic, the hospitality sector has encountered an increase of 55.2% in operating costs.
Therefore, businesses should adopt current trends to avoid continued struggles and losses and enhance their relevance in the market. First and foremost, advertisement through Google and other social media platforms; this trend is popular, and many businesses are already implementing it to increase product awareness and customer base (Voorveld et al., 2018, p.47). The second trend I recommend is the digitalization of business operations such as booking, ordering, and payment methods, these are expensive to implement, but the results are not doubtful. 
[bookmark: _Toc129161064]Conclusion 
In conclusion, the fast-growing hospitality industry requires a keep-in pace by individual hotels. For this to happen, these three areas should be given much attention: Brand consistency, hotel standards, and customer quality. Hotels have different standards based on the class and type of the hotel. Most hotels will design their standards based on value proposition and what they want to achieve. There needs to be more than the hotel setting and maintaining standards; the hotel's reputation must be developed and sustained. Reputation management in the hotel industry refers to the practices that monitor and influence how the general public perceives a hotel. Brand consistency is important in reputation management and in building customer loyalty. Brand consistency helps increase customer loyalty and trust, making brand authority stand out. Reputation management is all about practices that guard and promote a hotel's image to the customers to capture their attention. Customer loyalty refers to the probability of a customer doing repeated business with a brand or a company.; this can happen through the loyalty programs such as point loyalty programs, Paid loyalty programs, and Tiered Loyalty Programs. My recommendation to the two hotels concerning the current trends will be digitalizing operations and maximizing the online advertising platforms.
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