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[bookmark: _Toc129035602]Executive Summary
The following report has heavily illustrated the various aspects of the hospitality sector along with the importance of it in detailed analysis. For a better understanding of these hotels' standards, hotel standards have been intensely focused, along with brand consistency. The significance of maintaining brand reputation has also been illustrated, as have the various positive and negative impacts of hotel operations. Moreover, this report has also depicted the methods hotels can use to gain loyal customers. Further, specific recommendations have been made to manage market sensations.
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[bookmark: _Toc129093157]Introduction
[bookmark: _Toc129035603]The following report will focus on reputation management, one of the most commonly used terms in the modern hospitality industry in the United Kingdom. Because of the importance of brand reputation, successful management of the business image can significantly improve the business's long-term stability. As a result, the purpose of this report is to explain how modern hotels in the United Kingdom maintain brand consistency standards. Apart from that, in today's digitalised society, this report will demonstrate the various ways in which negative customer reviews can affect a hotel business. Moreover, the report will also look at how hotels in the UK can build customer trust and loyalty. Further, at the end of this report, some viable suggestions will be included that can be used by modern hotel management to keep up with the trends of the modern hotel industry.


[bookmark: _Toc129093158]Key Findings
[bookmark: _Toc129093159]Hotel Standards
[bookmark: _Toc129093160]The purpose of Brand Consistency Standards 
In terms of businesses associated with the UK hotel industry, the term brand consistency is quite significant. Brand consistency ensures that a hospitality business succeeds in providing quality standardised services to its customers. Successful brand consistency execution ensures that the business increases the rate of the brand's success, which generates loyal customers. Popular names in the UK hospitality industry, such as Premier Inn, Hilton Hotels, and many others, all have distinct brand consistency strategies. The successful maintenance of brand consistency provides several benefits to hotel businesses, some of which are summarised in the following points (Gebbels,2020, pp.126-147).
Enhancement of the Brand Image
This is the most important benefit of brand consistency, and maintaining effective brand standards assists UK hotel businesses in improving their market image. Aside from that, providing hospitality services within the desired parameters assists hotels in attracting the attention of investors. As a result, the company's long-term future is secure.
Consistently providing high-quality services
[bookmark: _Toc129035605]Brand consistency standards enable businesses like Premier Inn and Hilton hotels to provide quality services to their customers. This results in customer satisfaction among the visitors, as well as loyalty among them. As a result, they are enticed to use the services of the hotel concerned on their next visit.
Upsurges brand value 
This is also one of the reasons why hotels in the United Kingdom maintain brand consistency. Delivering consistent services necessitates trained employees as well as the use of current or trending technologies. As a result, operational costs and maintenance fees have increased. However, providing consistent services and upholding all standards can help an organisation increase the value of its brand after generating loyal customers. As a result, it is possible to conclude that a hotel can raise its prices for high-quality services, increasing annual profitability (Ntounis,2022).


[bookmark: _Toc129093161]Differences in standards among multiple hotels
[bookmark: _Toc129075587][bookmark: _Toc129035606]The standards of hotels differ depending on their type and class. The standardisation has varied depending on the organisational goals and objectives. The amenities provided by the hotels determine the hotel's standards. Service quality, atmosphere, and staff skill quality have been differentiating factors, along with brand recognition, that distinguishes giants in the competition (Ruel,2021, pp.53-66).


[bookmark: _Toc129093162]Reputation Management
[bookmark: _Toc129035607][bookmark: _Toc129093163]The way hotels manage their reputation effectively. 
[bookmark: _Toc129075590][bookmark: _Toc129035608]Maintaining a positive reputation in a difficult environment is critical for hotels in terms of long-term revenue generation. Hotels can manage their reputation in a variety of ways, as maintaining a strong brand value is critical in the hospitality industry. Hotel reputation management is all about monitoring and influencing various things that have a direct impact on brand reputation. Communicating with all staff members, delegating, hiring the right person, rewarding star employees, and creating a positive work environment are the keys to providing overall quality service to customers. In this industry, it is critical to build and analyse the trust of all customers in order to manage a hotel's reputation (Walker,2021).
[bookmark: _Toc129093164]Importance of effective guest reviews management
[bookmark: _Toc129075592][bookmark: _Toc129035609]Guest reviews serve as feedback for the hotel industry, indicating areas for improvement to a certain extent. Correct feedback from guests is used to analyse the areas that require proper management and improvement. Analyzing the needs of the guests also aids in understanding the correct requirements that must be met in order to increase brand value in a competitive market. Large hotel chains such as Marriott International, Hilton Worldwide, and IHG (InterContinental Hotels Group) have implemented several customer feedback techniques for their guests in order to analyse their scopes and improve them accordingly. It eventually assists organisations in maintaining a sustainable working environment, which leads to quality service delivered to customers (Calinaud,2021, pp.677-695).
[bookmark: _Toc129093165]Impact of negative reviews 
The term reputation management is important in the context of hotel businesses. Effective reputation management enables such businesses to gain customer trust and increase revenue. The following sections explain how modern hotel businesses manage their reputation in today's digitalised environment. Negative reviews can severely harm a hotel chain's reputation, necessitating drastic measures to keep the business profitable. Similarly, potential customers are hesitant to associate with a brand that has received negative feedback on the internet. Negative reviews also aid in determining the need for specific changes, which can eventually lead to an increase in overall revenue generation.
[image: UK Hotel investment soars in first four months of 2022]
Figure 1(Transactional Volume of the hospitality industry in the UK)
Source: (Goldstein, 2022)


[bookmark: _Toc129093166]Customer Loyalty
[bookmark: _Toc129093167]Maintaining Customer base and loyalty
Customers are the most significant aspect that an organisation should focus on. Improving the relationship with the customers through various means will provide a loyal customer base that will persist in good as well as bad times for the organisation (Peek, 2023). A loyal customer base can be created by keeping aligned with the original goals and objectives of the organisation. The hospitality industry is service-based and hence the maintenance of good service quality to the customers is a key factor that helps the organisation grow (People 1st, 2017). The several strategies that can be applied so that organisations can increase their customer loyalty in the hospitality industry are:
Loyalty Program
A customer loyalty program should be developed so that the customers can be encouraged to use the services of the organisation more and more. The development of loyalty programs is done on the basis of demands among the customers and some rewards are provided as the customers prolong their period of service with the organisation. Organisations mainly hotels provide their customers with some reward points to boost the likeability of customers wanting to repeat their stay at the hotel (Heppell, 2015). These reward points can be used in the exchange for discounts for various services at the organisation.
Increased Engagement with Customers
Customers tend to forget about the services that they have used and they need to be constantly reminded of this. This can be done with the help of social media with various posts and advertisements that constantly remind the customers of the service with the organisation. Social media can also be used to directly contact the customer to ask them for their feedback on the service and provide them with special offers customised to their taste (Tesone, 2014).


[bookmark: _Toc129035614][bookmark: _Toc129093168]Conclusion
The above-mentioned report has thoroughly described all aspects of the hotel business in detailed analysis. This report has demonstrated hotel brand consistency standards and the reasons for maintaining the same standards in the market. Additionally, the importance of maintaining reputation has been discussed in this report. The concept of guest management, as well as the effects of negative reviews on hotel operations, has been thoroughly explained in the report. Moreover, in accordance with loyalty management, the methods by which hotels can retain their loyal customers have been discussed. Further, the report has included certain recommendations to help organisations deal with current market trends.     


[bookmark: _Toc129093169]Recommendations
The major obstacles that business organisations in the hospitality industry are facing are regarding the low sustainability of the structure in a highly competitive globalising market. The organisations have to compete for smaller fractions of the market and the market is hugely monopolised by multinational organisations. The market trends have not been very favorable for the hospitality industry of late, this has been due to the recent global events that have affected the business of tourism and hospitality greatly (O'Fallon, 2010). The recommendations to overcome these challenges are as such:
Creating a viable digital business model
A digital approach to marketing and providing service has become a norm in the industry. Almost all organisations are trying to establish a digital platform that can boost their marketing as well as convenience for the customers (Wood, 2015). This also requires less trouble and resources can be used otherwise to boost the operations of the organisation.
Providing incentives to the employees 
Overcoming the tragedy in global events has increased the workload for the staff in the organisations. This could be done with the help of employees that will support the organisation and its functions (O'Gorman, 2015). These incentives will be key to organisations optimising the workplace and creating an efficient employee.
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