











HOSPITALITY AND GUEST SERVICES

EXECUTIVE SUMMARY 
In this report, the significance in regard to guest service and the hospitality industry is focused on. Here it is presented that guest service experience is quite vital within an industry in the form of competitive and high-pressure hospitality. Thus, the details on brand consistency standards and hotel reputation management efficiently are presented. Customer loyalty within the hotel industry is also evaluated, to explain the Marriott hotel details provided. Lastly, two recommendations are provided so that the obstacles and market trends in the industry issues can be improved.
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The basis of this report is hospitality and guest services, it states the advice and assistance provided through hotels for individuals who do make reservations and buy and stay products and services at each hotel. Here are details on the UK hotel industry taking its focusing on hotel standards, reputation management and customer loyalty. Thus, here at first brand consistency standards and each hotel having similar standards are to be considered. After that hotel's ways to manage reputation efficiency is to be evaluated with details on guest review management. After that, the way they can retain and build customer loyalty is to be focused on its purpose. Lastly, the recommendations on hotels in regard to market trends and the problem they face in running the business are to be done.
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Brand consistency can be stated as a way of being recognisable, having a communicative kind of personality and establishing trust. Also, the creation of authenticity needs a brand to adamantly stand behind its purpose, values and mission. Maintaining consistency is quite vital for each audience on grasping what the business does stand for and each content asset, product m, message m experience and service needs to reflect the values (Forbes, 2023a). 
Having a strong brand for a hotel has got a lot to do with the establishment of a good relationship. It can be stated that a long-lasting and instant connection between the hotel and its customers can be stated at the end outcome of successfully done hotel branding (Bookingsucess, 2023). The dependency is on the services or products being offered and the procedure the hotel takes when it is in regard to the customer experience delivery within the business of hospitality (LinkedIn, 2023). The goal is needed to a rise in the recommendation and loyalty of the firm service.
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Clear consistency in a brand is quite essential as it assists in creating a good relationship with the firm's target audience. These days’ competition in regard to customers has become quite fierce in most industries in fields like hospitality and healthcare. The brand is considered the key to differentiating the firm from its competition, also it can be stated that brands are built by their consistent kind of delivery (Forbes, 2023b). It is done in regard to the brand promise using each of the touches of the stakeholders.
A few of the drivers of brand consistency are:
· Establishment of a clear and proper brand identity strategy 
· Selecting and designing the sensory identity 
· Selecting the identity of the organisation 
· Also delivering the brand identity with the use of external communication (Livreposditory, 2023).
It was stated that about 87% of the customers do think that brands need to work hard in the creation of consistent kinds of experiences. It also stated that average the brand delivery being consistent do rise sale by about 23% (Proofed, 2023).
Premier Inn did commit to “Consistent brand evolution” along with its decision to the extent in regard to a marketing message which is beyond the prices that are credited. It is because it assists in spurring the revenue of the hotel chain and its rival's market share (Marketing week, 2023). In regard to hotel customers, Travelodge brand awareness is at about 91% within the UK. The survey will use the brand recognition concept, which depicted respondents on both the written brand name and logo of the brand. It can be stated that in total about 31% of the hotel customers within the UK stated that they are fond of Travelodge (Statista, 2023a). 
[bookmark: _jt70zvo4iarj][bookmark: _Toc129021424]Involvement of the hotels in managing their reputation effectively 
Within the competitive kind of environment in regard to the industry of hospitality, its online reputation seems to be affected by sales volume directly. It can be presented that an effective kind of hotel reputation management assists in securing a good competitive advantage. Contrarily, having a poor online reputation can lead to potentially serious kind of losses (Customer, 2023). The source credibility can be stated as one of the elements which precede credibility in regard to online review. It can also be stated as the core element at the time when a user measures the general credibility of data contained within online reviews (Reyes-Menendez et al. 2019).
Nowadays everyone is online, thud e-reputation management is something where the managers deal with the influencing and monitoring of the online record of a product, organisation or person (Preprints, 2023). Active management of the e-reputation assists the hotel in shifting the perceptions of the customer by influencing their decision for booking and finally increasing the revenue of the hotels.
The UK’s hotel market can be claimed as the contrast which ranges from the well-known hotel and 5-star hotels to the core national budget brands. The luxury and upper segments are considered a lot more prominent within London, where a lot of traffic and economic wealth seem to be provided with a greater market of first-class and deluxe hotels (Statista, 2023b).
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Building up better kinds of customer relationships and having deep knowledge and insights in regard to the hotel's reputation is quite necessary. Reputation management is quite significant within the hotel industry; it is because it can be stated as the core way to enhance hotel sales. It is to be done by ensuring their potential trust in clients and also by nurturing the past client's relationships (Yeo et al. 2020). Also, it can stay having a positive kind of perception the hotel brand can be stated as paramount which can impact the firm sales and thus help in maximisation of sales.
For instance, the UK hotel market in the year 2021 has got the biggest investment share which was 4-star hotels it represents about 60% of the sum of volume transactions and about 58% in the case of rooms.  The 2-star rated hotels and apartments have got less amount of popularity with 1 and 11% of its investment through the transaction with its volume in respectively, having the lowest amount of rooms share (Statista, 2023c).
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Attempting the creation of customer loyalty within the industry of hospitality with a lot of other businesses and brands competing for the same customer can be quite hard. Customer loyalty within the hospitality industry seems to be quite a complex topic which holds numerous unique factors. Each of these factors can be used in various ways which turn the hotel's visitors to be returning and loyal customers. A few of the most significant factors related to customer loyalty has got the inclusion of, Guest benefits, Value discounts and improved customer service or experience (Mediaboom, 2023).
Customer loyalty within the hotel industry is considered when the customer does provide repeated business to certain hotel chains or locations. This can be considered the case when a particular hotel is a lot stricter in its policies or has got a higher process (Mediaboom, 2023). It is because more customers have got the willingness to spend more in the hope of receiving their expectations assurance or a familiar quality.
Also, the purpose of customer loyalty is that guests will be returned only if they have the understanding that each of their desires will be met in a certain hotel. After that, they promote the hotel with their use of word-of-mouth or social media the creation of potential and loyal guests (Mediaboom, 2023).
For instance: While considering the brand awareness of the UK Marriott hotel, the outcome was stated to be that about 80% of the people have knowledge of the hotel. In regard to this survey, it was stated that the brand recognition concept got aided as it depicted the respondents in both its name and its logo. Also, it was seen that about 12% of the customer of hotels within the UK utilises Marriott which depict that 90% of them knows about the hotel or brand and 15% utilised them (Statista, 2023d).
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In the end, it can be stated that Quality guest service is quite consistent in delivering services and products which not just meet the customers' expectations but also exceed the guest's expectations. Also, the focus needs to be on providing a delightful experience which can last for a long time so that customer loyalty is maintained. Lastly, guest service utilisation and proper maintenance can be prepped as the foundation of service within the hotel industry.
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Recommendation 1 for “market trends”: Implementation of the Customer experience marketing 
It can be stated that customer experience marketing is a collection of marketing strategies in hotels which have got its basis on the customer experience when they stay or interact with the hotel business. By having a proper focus on the marketing efforts on the customer experience, the hotel can then tap into why the individual does stay within a hotel in the 1st place (Revfine, 2023).
Recommendation 2 for “Obstacles in business”: Initiation of the Personalisation and experience for Customer  
It simply can be stated as sufficient in looking part anymore as just a hotel. While it can be stated that image does offer comfort and hotel appointments are significant, the customer rising needs a personalisation and complete customer experience for hotels. For driving correct personalisation, the core data management technologies can do a lot of work for the hotel capturing, analysing and storing customer data effectively (Xotels, 2023).
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