


1. Executive summary
	In the hotel industry for the growth and development it requires to maintain the image and reputation of the organisation. Hotel standards are mainly defined by the services provide to the guests. Apart from that the reputation of the hotel is manage by reviewing the feedbacks of the customers. This is very helpful to make necessary changes in the hotel and improve the experience of guest. Along with that, customers loyalty increases by ensuring the satisfaction level of guests. 
	This report describes about the brand consistency and the purpose of it in the hotels. Brand consistency is the process to provide the same level of services to customers.  This helps in increasing the brand value of the hotel because customer visit hotel based on services provided to guests when they visit. Along with that, customers visit the hotel because of customers reviews. So, in the hotel industry customer review play very important role. That is why hotels should focus on the customers review management. 
	Negative reviews can affect the image of hotel in the front of customers because customers make prediction about the hotels based on reviews provided by others customers. To avoid the negative reviews and make guests stay memorable hotels should take care about the basic needs of the customers and provide the extra services like laundry, cab etc. Apart from this, hotel need to maintain the customers loyalty because it helps in increasing the satisfaction level of customers. In addition to that, this report defines about the various services provided by the hotels as per the different requirements of customers. In the hotel different types of guests visit from the different places. To fulfil the needs of all the customers hotels, face certain problems.
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	For the continuous growth and development in the business it is important to maintain the image and reputation of the business in front of customers and society (Han and et. al., 2019). To maintain the reputation of the business there are various strategies adopted by the business. In the hospitality industry standards of hotel and reputation is useful to retain the customers in business for longer period.     
          Reputation management is the process of influencing the perceptions of the individuals towards the company (Tabaku and Kruja, 2019). In the hospitality the image of the organisation is analyse by the image and reviews of the customers.
           This report is based on the hospitality industry and focus on mainly three topics: customer loyalty, hotel standards and reputation management. 
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4.1. Purpose of brand consistency standards and does all hotels have the same standards.
	Brand consistency means the delivering the same values to customers to make the effective identity of the business. To maintain the brand consistency hotels should always provide the effective services to the customers. Brand consistency provide the recognition to the brand. This is useful to increase the reach of the business at different places. For the hospitality industry when the reach of the business will increase then its sales and revenue will increase. Brand consistency is important for the growth and development of the business (Šerić and Gil-Saura, 2019). Brand consistency standards provide many benefits in the business like: develop positive image of the company, build trust among the customers etc. For example: Hyatt hotels is the multinational hospitality company that operates in different parts of the world. The hotel is known for providing the luxury services to customers. Hotel is trying to develop the diversify culture as per the environment. All hotels do not have the same standards because it depends on the services provided to its customers. The main aim of every hotel is to provide the best services to guests (Khan and et. al., 2022). The standards of hotel are also defined by the size of hotels and number of places it is operating. Along with that, hotels provide different types of services as per needs and requirements of the customers, this also set the standard of the hotel.
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4.2. Define how hotels manage their reputation and importance of effective guest reviews management. Along with that, what is the impact of negative reviews.
	Every hotel wants to maintain the reputation of the hotel because it is important for the long-term growth of the business. There are different strategies adopted by the hotels to manage their reputation like reply to all reviews, customers give reviews about the services offered by the hotels. This review can be both positive and negative. Hotels should give response to both the type of reviews. In the hotels different type of customers will visit, among the all there will always some customers those are not happy with the services (Rather and Camilleri, 2019). By replying negative reviews company can gain the trust of the customers by assuring them to make improvement in the services. In addition to that, company conduct the satisfaction survey which help to identify the present needs and requirement of the customers. By implementing the services as per the customers hotels can ensure the satisfaction level of customers. For example: Premier inn is one of the well-known brands in the hospitality industry which is known for maintaining the reputation of the hotel, for that company effective services to its customers as per their requirement. Guest review means viewpoint of the guests about the experience about the stay. Hotels need to manage these reviews of the customers because these reviews are posted on different websites and social media platforms. However, these reviews can be seen the many people which can affect the reputation of the hotels. So that, hotels need to ensure that guests should provide the positive feedback (Kim and Han, 2022). Negative impact is not good for the growth and development because it influences the mind of the other people. This may also impact the sales and revenue of the company. 
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4.3. Explain the way hotels build the customers loyalty and purpose of this.
	Customer loyalty defines the emotional relationship between the company and its customers. This compels customers to buy the product and services again and again. Customer loyalty play very important role in the business because this is useful to increase the sales and revenue. Customer loyalty is also useful to provide ensure the satisfaction level of customers (Elgarhy, 2022). For the high customers loyalty effective product and services should be provided to customers. To build the customer loyalty hotels try to give provide the best services to the customers when they visit the hotel. So that, hotels can build the customers loyalty by adopting the few strategies like: first of the make the effective first impression because guest build the mind by seeing the first actions of the hotels (Pradeep, Vadakepat and Rajasenan, 2020). For these, hotels can offer the welcome drink to the customers and make sure guest should not wait for longer period on the reception areas for the process of check-in. These small can create positive image of the hotel in guests’ mind. Along with that, to enhance customer loyalty hotel can provide the extra services to guest like laundry service, arrange the can, catering service etc. Along with that, hotel can ask to customers weather they something. When hotels fulfil these basic needs of the customers, this ensures the satisfaction level of guests and they post positive reviews about the services. In addition to that, satisfied customers recommend the hotel to their friend and family members which increase the reach and revenue. The next strategy adopted by the hotels to ask guests for the feedback about their experience (Perez-Aranda, Vallespín and Molinillo, 2019). This feedback can be both positive and negative. Positive feedback is useful to attract the more guests and negative feedback is used to make changes as per the requirement of customers. Apart from this, hotels can provide the extra benefits like discount to customers those visit the hotel repeatedly.
	The main purpose of customer loyalty is to increase the satisfaction level of customers because to maintain the image and reputation of the company it requires to maintain the satisfaction level of guests (Paulose and Shakeel, 2022). Along with that, customer loyalty increases the sales and revenue of the company. Apart from this, it reduces the efforts of hotels in finding the new customers.
For examples: To increase the customer loyalty the Hilton hotel offer the discount coupons on the future bookings. 
[bookmark: __RefHeading__3455_1794183318][bookmark: __RefHeading__4073_2010560320]
4.4. Obstacles faced by the businesses.
	There are certain challenges faced by the businesses in hotel industry like: change in preference of guests, it is one of the biggest challenges faced by the hotels (Koo, Yu, and Han, 2020). The preference of guests is changed with the time due to which hotels need to make changes in the services. Sometimes hotel do not able to provide the appropriate services to the customers. Along with that, customers expect something new and unique in the services which is challenge for the hotels to provide the unique services to customers all the time (Chi, Wen, and Ouyang, 2020). Another problem faced by the hotels is to retain the talented employees in the organisation. In the hotels employees are in direct contact with the guests. However, it is necessary to have the talented employees in organisation those can understand the needs and requirements of the people.



 



5. CONCLUSION
	From the above information it has been concluded that, hotels are one of the businesses in which it is very important to maintain the image and reputation because this is the main factor to attract the customers. This image and reputation show the level of service provided by the hotels. The image of hotels can be affected by the review of customer because they can give both the positive and negative feedback. To maintain the image of hotels it is important that hotels should provide the services as per the requirement of customers. In the hotel industry it is important to provide the effective services to the customers because it increases the satisfaction level of guests. Hotels require to maintain the standards of the hotel because this shows the level of services provided by hotels for the satisfaction level of customers. This also helps increasing the reach of the business. Along with that, brand consistency is also important for the growth and development of the hotel. In these hotels try to maintain the same standard of the services. There are various hotels those maintain the brand consistency that is why they are able to grow their business successfully. The standards of all the hotels are not same because it depends on the size and services. To maintain the standard of hotel they give their best to understand the needs and wants of the provide them services accordingly. Along with that, the feedbacks of the guests are valuable for the hotels because this help them to make the necessary improvement that also helps in increasing the standards. Guests give both positive and negative review based on their experience. Hotels adopt the best strategies to build the customer loyalty because by this customer base of the hotels will improve. 









6. RECOMMENDATIONS 
In the present time the market trends are continuously changing as per the needs and requirement of customers. For the effective growth and development in the business it is recommended to follow the market trends. There are certain market trends in the hotel industry like: focus on developing the digital image, in the present time people are active online and like to prefer the online booking (Kim, Han and Ariza-Montes, 2021). So that, it is recommended to hotels that they should provide online services to the customers. In these hotels should provide the effective deals to the customers. Online service can be provided on different travel websites, this increases the reach of the business because customers can book hotels from anywhere through online websites (Myo, Khalifa, and Aye, 2019). Along with that, as per the market trend hotels should also focus on the privacy of data. At the time of checking in guests need to provide the identify proof. This is mandatory in all hotels for the safety purpose. So that, it is the responsibility of the hotel that personal data of guests should be protected (Ali and et. al., 2021). Apart from that, hotels should use the effective strategy for the marketing like social media because according to market trends it is the best method of marketing.
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