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Executive Summary
This report aims to analyze certain aspects within the hospitality industry that are being implemented in contemporary times. As technology is at its peak, hotels need to exceed in meeting expectations through new methods and strategies. Although Hotels may succeed in delivering exceptional services it could just be one negative review online that could create a major impact in reducing customers as a result this report will outline how hotels tackle situations through online marketing. Customer loyalty is a new trend that makes a hotel become successful therefore this report will demonstrate examples and ideas on how hotels can retain customers through loyalty programs.
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Introduction
During contemporary times, hotel industries have advanced well ahead in following new trends and practices therefore certain topics will be discussed in this report. This report will aim on analyzing how hotels could remain consistent in branding and discuss further whether all hotels are of the same standard. Alongside this, it will outline how guests' reputations are tackled and demonstrate examples of how they create a positive or negative impact. Further on it will also illustrate how hotels can benefit from customer loyalty. 

The purpose of brand consistency 
The purpose of brand consistency is to fulfill the expectations of its customers. Businesses will use many strategies to persuade customers to become loyal to them. There are many reasons why brand consistency standards are important. 
· It builds trust with customers associated with the business. 
· Having consistency in branding and following new trends allows the business to open more revenue channels.
· It helps the business to compete effectively with other competitors. 
· Having consistent messages creates an impact on the brand as it increases customers’ knowledge regarding who they are (Wong, 2022).
Hotel standards
Hotels that are operating in multiple areas should provide the same standards so that guests feel satisfied whenever visiting their branches, if a businessman uses a  product in one hotel then travels to another branch and doesn’t receive the same product could lead to poor guest services and create a negative reputation,  therefore each branch are required to provide the same standards to reach customer satisfaction. Another way to standardize hotels and remain consistent in branding is through similar designs (Lacalle, 2022). 
Hotels will select suitable uniforms for their employees representing who they are. When it comes to delivering services, hotels will make sure the employees treat all their guests the same way no matter where they are located. They will train all employees the same way and from online reviews and feedback will always find ways to strengthen their employees in delivering exceptional services.  According to the definition of hotel standards, it means when both physical standards for example (condition, quality, personal property, etc.) and the operational standards such as (facilities offered to guests, marketing, staffing, etc.) are such that hospitality industries as well as all its operations run in the same manner. Based on the hotel’s level, they will operate accordingly and compete with comparable businesses (Law Insider, N & D).
The standards for hotels change according to the type of hotel they are operating as. 5-Star hotels will have different standards to 2-star hotels through technology, amenities, food & beverages, prices, and services. On the other hand, standardization is a key element for hotel chains. They must try their best to provide the same facilities to guests so that they feel satisfied no matter which hotel chain they visit (Lacalle, 2022).

Improving Hotel Reputation
Hotel industries will go above capacity to improve in their reputation by using certain tactics. They will appoint someone to manage reviews from different platforms such as: 
·  TripAdvisor
·  Google reviews
·  Booking.com
·  Facebook
·  Instagram and so forth.
It is vital that they check all platforms as people use separate ways of expressing what they have experienced. It is also essential to respond instantly so that guests may receive feedback on time. Doing this makes the guest feel special, which could lead to improving the hotel's reputation. According to a study, it also changes a negative review to a positive result as guests will give a new review that the hotel had solved the solution (Darius, 2023). Hotels should also be less defensive and accept negative reviews, and finding ways of solving the problems strengthens the industry's weaknesses. 
Importance of guest reviews management
Hotels maintain a stronger brand and reputation by being consistent in managing their reviews. It opens opportunities for guests staying over to relate their personal experiences whilst using their facilities. The guests are the core reason hotels generate revenue and meeting their expectations makes the hotel grow bigger (Atchison, 2020). It allows the customers to speak directly with the business and share ideas on what they can provide ahead in the future. For example, a customer who stayed over at the Village hotel in Birmingham left a good review but also gave honest feedback by addressing that the hotel rooms need updating as the rooms looked tired (Village Hotel Birmingham Reviews, 2023).
Impact on negative reviews 
Hotel industries should act professionally when dealing with negative reviews. It could be possible that the reviews are fake therefore they should identify where the fake reviews are coming from so that they can maintain a higher reputation. If hotels fail to react towards negative reviews such as taking further action in improving guest services or not being able to identify where the fake reviews are coming from, it could lead to creating a bad reputation for them which will alternatively decrease their customers. This could cause a huge loss in their business. They are several ways Hotels could do to tackle the negative impact of reviews for example, by turning negative reviews into positive reviews. They could also monitor all platforms and respond to all social sites such as:
· TripAdvisor
· Booking.com
· Yellow Pages
· Facebook
· Google Reviews 
· Four Square and so forth (Otar, 2019).
It is essential to have more positive reviews than negative reviews and hotels should find ways to eradicate all fake reviews.

The purpose of customer loyalty and how hotels retain it

It is stated that the purpose of customer loyalty is allowing customers to commit themselves to a product or service by rebuying the product consistently in the future (Hikkerova, 2011). It creates a stronger relationship between customers and companies. Within the hotel industry, companies run loyalty programs to maintain loyal customers as they are better than new customers. It has become necessary to satisfy customers and give them what they want which is why companies are building loyalty programs to maintain an enduring connection with their customers (Kim et al.,2013). 

For example, Marriott which is one of the leading hotel industries is extremely successful due to running a loyalty program known as The Marriott Bonvoy. It allows customers to benefit from their services and is segmented into 5 tiers. The benefits of the lowest tier known as the silver elite program require a person to stay at Marriott for over 10 nights, allow guests to have a priority late checkout, and offer them 10% bonus points. On the other hand, Titanium elite customers who have progressed towards the second highest tier after staying over 75 nights in a year are awarded:
· 75% Bonus
· Late checkout until 16.00 pm
· Breakfast, and other facilities based on points.
· Lounge access 
· Annual choice benefits
· Given a choice benefit for staying.
· Having access to booking 2 days before staying over.

The highest tier is called The Ambassador Elite program which allows customers to receive the best awards which are: 
· 75% Bonus
· Checkout until 16.00 pm
· Hotel gifts such as breakfast and other amenities
· Room upgrade
· 24/7 service
· Access to all lounges
· Ambassador service.
Different types of customers who benefit from these programs are:
· Business class people
· Corporate Travelers
· Celebrities
· Retired people
· Sportspeople 
· Aircrew and so forth.

As another example, the 2.2-star-rated Village hotel allows customers to gain benefits from certain loyalty programs. The Village rewards is a package available for gym members who get to receive discounts from retail shops, entertainment brands, and travel. They also can be awarded a 20% discount on hotel rooms as well as a 25% discount on food & drinks. International continental hotel groups allow their customers to retain exclusive benefits after becoming members of their loyalty program. 
· They can redeem points for reward nights. 
· Earn points based on each stay in which they have 6000 destinations globally.
· Wi-Fi access  
· Access to the lowest rates.

[bookmark: _Int_5fTFk3yO]This is a fantastic way in gaining customer loyalty, therefore most companies within the hotel industry have developed loyalty programs to obtain customers in visiting them multiple times as it generates more revenue. Customers who become loyal to certain amenities will also recommend others to join them in experiencing services that meet their expectations.

Conclusion 
In conclusion, Hotels have found ways to be successful in following new trends and exceeding in satisfying guests accordingly. If we compare modern hotels to earlier established hotels, technology would be the main difference between both. During the early ’90s giving an online review was impossible as technology wasn’t as advanced therefore hotels which are operating now must be aware of new trends such as branding, customer loyalty, and online reputation and work consistently in developing them to remain successful.

Recommendation
Although Marriott is the leading company in providing loyalty programs within the industry, it would be nice to see them reduce the time spam within their packages. Perhaps change the year period to 3 years as people suffer to travel aboard due to the impact of the Covid-19 pandemic. As customers are still recovering from business losses and the recession it has become almost impossible to reach their points. On the other hand, Hotels such as Hilton which run Hilton honors loyalty program Hyatt Hotel which successfully run the world of Hyatt loyalty program should inquire more about their guest and meet their expectations so that they could become the leading hotel industry in operating loyalty programs.
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