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Executive Summary
The hospitality industry is one of the biggest and continuously changing industries in the world and is easily impacted by many external forces. Technology advances and the values of the guest are changing so social media has a big success. Guests are looking on social media for places to visit, hotels to stay, and restaurants to eat and they care more about other guests’ reviews than the hotel brand’s standards. This is an opportunity for traditional brands to maintain their existing brand qualities but at the same time to offer a more personalized experience that goes beyond guests’ expectations and normal hotel stays. In this way, they can maintain their brand reputation among other competitors and gain more loyal guests (EHL Insights, 2023).
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1. Introduction 
The last couple of years were challenging for the hospitality industry as the coronavirus pandemic had a severe impact on it and also was affected by Brexit. The hospitality industry must change and adapt through the years to keep its revenue and attract guests (Office for National Statistics, 2021). Because the hospitality industry is very competitive, companies must keep up with the latest trends but at the same time make sure to follow their brand standards, maintain their reputation, and make sure they care about their guests offering them the best customer service and personalized experiences.
2. Main Findings
a. Brand Consistency 
Brand consistency is the way hotels deliver their messages depending on their brand values, using their logo in similar ways all the time, and repeating the same colors for their visual elements. Brand consistency also guarantees that the brand is easily recognizable in different marketing channels. The benefit of brand consistency is brand recognition, and this is what every business strives to achieve, to be recognizable by their target audience (MerlinOne, 2023).
One good example of brand consistency and maintaining high-quality standards is Ritz-Carlton. From the beginning of the company, their founders established several sets of concepts called “Gold Standards”. These Gold Standards are a set of concepts that the company and its employees follow every day. The rules are written on a “Credo Card” which is part of the staff uniform (Michelli, 2008, p. 28).
As the Credo states “The Ritz-Carlton is a place where the genuine care and comfort of our guests is our highest mission.
We pledge to provide the finest personal service and facilities for our guests who will always enjoy a warm, relaxed, yet refined ambiance.
The Ritz-Carlton experience enlivens the senses, instills well-being, and fulfills even the unexpressed wishes and needs of our guests.” (The Ritz-Carlton Leadership Center, 2022) the company`s main mission is to make its guests feel relaxed and that they are genuinely cared about.
b. Customer Loyalty
For hotels to attract guests can be sometimes challenging but their focus is to create loyal guests. Customer loyalty is the relationship between the satisfied guest and the company they frequently use. Loyal guests are important for businesses because if they are satisfied with the services offered by an establishment they spread the word about the company, come back more often, and tend to spend more money, and usually, it is more expensive for companies to acquire new customers than to keep the existing ones (Business.com, 2023). 
Marriott Bonvoy is a loyalty program for a couple of hotel brands including The Ritz-Carlton and Marriott. Marriott Bonvoy is a reward program for loyal guests, allowing them to earn many benefits and enjoy unlimited travel possibilities. The more they stay the more points they can earn, and those points can be used for different activities during their stay, flights, car rentals, gift cards, and for shopping. Also using Marriott`s app, loyal guests feel like they are at home as they do not need to check in and out at the reception desk, they can do in on the app and go straight in and out of the hotel room (Marriott Bonvoy, 2023).
Marriott knows how to keep their loyal guest and make new ones as they are creating new marketing strategies to capture Millennials’ attention. As Arne Sorensen, the President of Marriott International wrote on his blog “Marriott`s social media marketing strategy isn`t like most hotels. What social media is allowing us to do is not draw attention to ourselves, but to see our guest in their own spotlight”, the company created M Live, a center where social media experts keep track of the brand`s presence on various channels. By keeping track of what guest post on their social media platforms about their experiences at Marriott Hotel, the staff can make the guest`s stay more unique and personalized (Social Tables, 2022).
c. Reputation Management
Reputation is the way in which the hotel is perceived by the other companies and by the guests and is very important in building company value and credibility, long-term advantage among their competitors, and can be a source of future benefits (Dacko-Pikiewicz, 2022, p. 32). Reputation management is a continuous process of managing the public perception of the hotel and taking actions to improve the company`s image and this is more important nowadays online as the reviews affect direct the hotel revenue and growth (Caroline Forsey, 2023). For the hotels to maintain a good reputation among their guests and to manage their reputation effectively is very important to always talk with their guests during their stay, to offer them personalized customer service, and ask the guest to leave reviews or testimonials as this can build trust with new leads, and always work proactively and keep the expectations high so the hotel can always do good (Revenue Hub, 2023). 
As online reviews affect direct the hotel, managing customer feedback and online feedback is a very important practice because this can help understand guests’ experiences, can make improvements to their services, and also can protect their brand reputation. Studies have shown that 81% of people always read hotels` reviews before booking, 31% of people use reviews when choosing a destination, and 72% of the time travelers will choose guest ratings over a hotel`s brand (Migs Bassig, 2022).
It is very important for the hotel to respond to reviews because the consequences of ignoring the reviews could be devastating, the hotel can risk losing up to 22% of its customer with only one bad review and this can go up to 59.2% with just two or more reviews. When faced with a negative review the next step for the hotel is to identify the problems the guest has, address them, and try to solve them. With attention and lots of time, a dedicated employee from the hotel with a list of all the review platforms can go through the reviews and keep on top of them with the responses (Hotelogix, 2019).

3. Conclusions
As shown above, the last couple of years were challenging for the hospitality industry and the hotels had to adapt to keep up with the changes and with the latest trends. Big hotels chain as Marriott and Ritz-Carlton easily came up with many new innovative ideas to attract more guests and keep their loyal guests happy. It is very easy for hotels to know what their guests like as the guests love to write reviews. The hotels need to keep on top of the reviews because sometimes the reviews can make more harm than can do good. 


4. Recommendations
As stated before, the hospitality industry is continuously changing to attract more guests. After the coronavirus pandemic, in 2022 people started to travel again without any fear and they are looking for a new and interesting experiences. Many hotels offer their guest a virtual tour of the location and hotel, so they know exactly what they are booking. One good example is Bovey Castle Hotel and Spa, located in Dartmoor National Park, UK. The 5-star hotel offers luxurious and relaxing stays and many different activities and new experiences. To attract more guests the estate has a virtual tour that people can access (Bovey Castle, 2023).
Another trend people like is focusing on fresh local food. Guests are interested in meals produced with local ingredients and as natural as possible. They are willing to travel for a good meal and a good atmosphere (EGL Insights, 2023).
In 2022 many studies have shown that more than 71% of guests expect personalized interactions. The hospitality industry can personalize guests’ experiences by using guests’ reviews and their social media activity to tailor their promotions and offer individual experiences that the guest is searching for so the hotel makes sure that delivers the best service (EGL Insights, 2023).
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