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Executive Summary
Considering the growing importance of reputation management among hotels and the importance of Hotel standards for increasing customer loyalty the study has focused on analysing the importance of brand consistency standards and would analyse various types of standards followed by the hotels. Hotel standards can be regarded as an essential aspect of the hotel as it has been helping the hotel in maintaining its brand reputation. The report has also outlined the importance of guest review management and the influence of negative reviews on the hotel business. Brand reputation management has become an important aspect for the hotels as the guest reviews have been helping in attracting new customers. The report has also outlined strategies through which the hotels have been able in building and retaining customer loyalty. The loyalty programs designed by the hotels for increasing customer loyalty have been helping the hotels in retaining existing customers.
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Introduction
In the current digital age reputation management has become an essential aspect for the hotel change for succeeding in the market. In the current world, the potential gas has been greatly relying on social media and online reviews while making booking decisions and it has become essential for the hotel to effectively manage its reputation. Hence reputation management has become a top priority for Hotel managers and owners to maximise revenue and drive bookings. In the highly competitive market, hotel changes have been utilising Hotel standards as a tool of reputation management that has been helping in gaining customer loyalty. By maintaining Hotel standards the hotels have been able in providing satisfactory customer experience to the guests and it has been significantly helping the hotels increase customer retention rates. Considering the growing importance of reputation management among hotels and the importance of Hotel standards for increasing customer loyalty the study would be focusing on analysing the importance of brand consistency standards and would analyse various types of standards followed by the hotels. The report would also outline the importance of guest review management and the influence of negative reviews on the hotel business. The report would also outline strategies through which the hotels would be able in building and retaining customer loyalty.















Main Findings
Hotel Standards
According to Wood (2015), brand names and their standards can be regarded as an essential part of marketing for any type of hospitality venture and it has been regarded to be essentially important for hotels and resorts. Branding has always been regarded as an important operation within businesses especially for the service provider as it has been providing a sense of consistency to the customers. Hands brand consistency has been regarded as the ability of companies in maintaining communication and positioning with the elements and values of the organisation that has been helping eat in making its unique identity. The brand standard has been distinguishing the facilities from the competitive set and helping the hotels in establishing their own customer preference (People 1st, 2017). It has also been observed that customers prefer well- known Resort or hotel brands due to their listing brand standard over the genetic products that have been minimising their research and development risk. According to the hotels, brand consistency has been helping them increase customer loyalty and gain a competitive advantage over competitors and build brand authority (Tesone, 2014). The hotel standards have been regarded as an important aspect of the hotel change but the standards have not been similar for all the hotel chains. The standards for hotels have been observed to be changing in accordance with the class and type of hotel and have been different depending on the goals and objectives of the hotel. The hotel standards have also been influenced by the unique value proportion of the hotel (Walker, 2013). While considering Hotel standards there are 6 major areas that have a significant influence on the hotel standard which can be regarded as the design of uniform service loyalty programs and the use of technology. Premier Inn has been regarded as the biggest hotel brand in the UK and has maintained the hotel standards of all the six mentioned areas. The Hotel brand has been very sweet with its staff behaviour and services (O&#39; Fallon and Rutherford, 2010). Along with it, the company has also been providing loyalty programs to the customers which have been acting as a Major contributor to its high customer satisfaction. All the major hotel chains in the UK have been observed to be maintaining the hotel standards introduced by the government and maintaining these standards has not only helped the companies in building a good reputation towards their customers but has also helped companies such as Premier Inn in increasing customer loyalty.
 Reputation Management
Guest reviews have become an important aspect for businesses in the current world. The service providing Industries such as the hospitality industry has been greatly influenced by guest reviews. According to a report, nearly 90% of tourists or guests book hotels after searching online reviews of the hotels (Brazil et al. 2023). The report also stated that nearly 85% of the guests only make reservations at hotels which have good online reviews on several social media platforms recommended by any relative or friend. The report also showed that 70% of the guests do not book reservations on hotels or Resorts which have negative reviews on online platforms (Nair et al. 2022). Hence from the data it can be concluded that the review of the guest has been significantly affecting the business of the hotels especially since it has been influencing the purchasing decision of future guests. Hence, online guest reviews can significantly help hotels in gaining new customers. It has also been stated by the CEO of Hilton Hotels &amp; Resorts, after implementing an effective guest review management system the hotel has experienced a significant growth in new customers being associated with the organisation. From the reports it has been observed that after the implementation of an effective review management system, the company acquired nearly 25% more guests in 2018 in comparison to its previous year when the review management system had not been implemented (Silva and Belo, 2022). Therefore, from the discussion, it can be stated that guest reviews can be regarded as the central aspect of any hotel strategy.
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Figure 1: Importance of Hotel Reviews 
(Source: Heppell, 2015)

As per the perspective of O'Fallon and Rutherford (2010), the guest reviews can focus on many different topics hence it can cause numerous difficulties for the hotel owners and managers. In the study, it has been represented that negative reviews have been significantly affecting perceptions of other gas of the hotel brand. In the study, it has been shown that nearly 93% of UK Hotel chains have reported that their business has been affected by the negative reviews of the guest. For example, “Holiday Inn Hotels & Resorts” has been reported as being dirty especially since the guest have reported that the carpet provided in the hotel rooms are dirty which has lost a significant 30% sales of the company in 2020. The study has also shown that 91% of people between the age range of 18 years to 34 years have been trusting online reviews (Yaşarsoy et al. 2022). Hence, purchasing decisions of these customers have also been influenced by these negative reviews and it has resulted in loss of sales by the company. 
Therefore it can be stated that reputation management can be regarded as an important aspect of the organisation as it has been reflecting the brand value and influencing the customer acquisition power. Johnston et al. (2012), have provided some strategies for the hotel brands for maintaining effective Hotel reputation management. The hotels need to the action on social media platforms and can utilise the social media platform for building relationships with potential customers. The hotels can utilise their social media profiles for assuring their guest that the hotel has been avoiding all the safety and health guidelines and the premium quality services provided by the hotels. 
[bookmark: _knj9ji6zdkfu][bookmark: _Toc135581596]Customer Loyalty
Attracting new guests and generating new business have been regarded to be essential aspects for the hotels but it requires significant investment in Advertising and Marketing. In the current world, many hotels have been utilising loyalty programs for retaining their customers with the help of loyalty programs as it has been observed that retaining customers can be less costly in comparison to attracting new customers (O’Gorman, 2010). On the other hand, loyalty programs enable hotel companies in providing better services to customers through which the companies have been able in developing a good relationship with the customers and use them as a marketing tool through word-of-mouth advertising (Swarbrooke and Horner, 2011). The hotels have stated that it has been fasting nearly one person 25% of boom revenue for creating, promoting and operating loyalty programs. From a study on the effectiveness of loyalty programs in the hotel industry, it has been found that 49% of the guest kind of two Loyalty programs for a hotel becomes frequent customers of that Hotel. Even the study has also shown that the loyalty programs have significantly increased 57% of bedroom revenue within the hotel. Health can be stated that loyalty programs have been essential for hotels in increasing sales (Vallen and Vallen, 2014). 
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Figure 2: Benefits of customer loyalty programmes 
(Source: O’Gorman, 2010)
[bookmark: _GoBack]
Companies can introduce defective loyalty programs for guests to increase customer loyalty. The hotels need to design successful Hotel loyalty programs that have been easy to access and join. The guest will be able to track their word, access their profile and update their personal information to the hotel without any difficulty (Kanyama et al. 2022). As the guest prefers instant gratification therefore the hotels need to make it easy for the guest to earn initial rewards quickly. 
Conclusion
[bookmark: _xanxpenf20ez]Therefore it can be concluded from the above discussion that Hotel standards can be regarded as an essential aspect of the hotel as it has been helping the hotel in maintaining its brand reputation. Brand reputation management has become an important aspect for the hotels as the guest reviews have been helping in attracting new customers. The loyalty programs designed by the hotels for increasing customer loyalty have been helping the hotels in retaining existing customers. 
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The hotels need to the action on social media platforms and can utilise the social media platform for building relationships with potential customers. The hotels can utilise their social media profiles for assuring their guest that the hotel has been avoiding all the safety and health guidelines and the premium quality services provided by the hotels. Companies can introduce defective loyalty programs for guests to increase customer loyalty. The hotels need to design successful Hotel loyalty programs that have been easy to access and join. 
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