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[bookmark: _a2uxalaar124][bookmark: _GoBack]Executive Summary
Hospitality has become the largest fastest growing industry in the world which is influenced by numerous factors and elements. The report provides information on factors such as hotel standards, reputation management and customer loyalty. In addition to it, the report offers information on different elements that influence the above factors and how it impacts the operation and growth of hotels. The report shows the significance and importance of brand consistency and its standards. It also shows the important role played by customer service in enhancing customer loyalty for the organisation. The report recommends that hotels need to observe and adapt changes according to the market trends and requirements of customers.  
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[bookmark: _vq6tx94t8my][bookmark: _Toc128871289]1. Introduction
[bookmark: _t38oktno6npu]Hospitality is one of the largest and fastest-growing industries in the world which is influenced by various factors and aspects (Dasgupta, 2021). The report will discuss hotel standards and the importance of brand consistency standards. It will also focus on offering information on reputation management and how it can influence the operation and business of hotels. The report will also shed light on customer loyalty along with the purpose of loyalty programs. The review management and its role in the success and growth of the hotel will also be focused on by the report. Further, the report will recommend new market trends that need to be adopted by hotels to understand the changing needs and requirements of customers.  
[bookmark: _Toc128871290]2. Hotel Standards
Hotel standards refer to the standard of maintenance management of an organisation including all the activities and operations. It basically refers to both physical and operational standards that concern the progress and growth of the hotel (Ouyang et al., 2019). The physical standards include condition, quality, the utility of fixtures, property and so on. The operational standards include staffing, advertising, amenities and others. On the other hand, brand standards refer to providing guidance to ensure its importance and relevance  
[bookmark: _xqhlx879ugcd][bookmark: _Toc128871291]2.1 Brand consistency standards
For any hotel, it is very crucial to maintain its brand consistency which plays a major role in the growth and success of the organisation. Brand consistency refers to an approach ensuring the positive and healthy presentation of the hotel brand. The purpose of brand consistency standards is to maintain and increase the value of the brand so that it can influence more customers (de Andreis and Carioni, 2020). To have consistency in the brand is very essential to ensure the effectiveness of the message spread by it. The brand image should have the potential to influence people across the world so that they can expand the business effectively. Different hotels have different strategies to maintain their brand value and consistency so that they continue to grow in the competition (O’Gorman, 2010). Thus, it can be considered that different hotels have different standards based on the methods they use. Some hotels may have developed better ways to maintain its standard than others which give them a competitive advantage within the industry.     
[bookmark: _mg1ssnzfz61][bookmark: _Toc128871292]3. Reputation Management
Reputation is the basic perspective of an organisation that is held by someone based on the experience or the services offered by them. For hotels, it is necessary for them to create a positive and healthy reputation so that people prefer to purchase their services and products. Hotel reputation management is a practice that is adopted by organisations to influence and monitor the property of the organisation throughout the web (Perez-Aranda et al., 2019). The reputation is managed by creating a relationship with people or through internet platforms such as social media.   
[bookmark: _dpojkvvwezm0][bookmark: _Toc128871293]3.1 Guest review management 
Guest review management is the process of monitoring the reviews left by the guest after experiencing the services offered by the organisation. The reviews are basically left in online platforms and the official websites of the hotels. These reviews are managed and monitored to gain information on the perception developed by people in the organisation. These reviews play a major role in influencing people as the majority of customers rely on the reviews before purchasing the products (Zarezadeh et al., 2022). If the company has positive reviews, more customers will be inclined towards their services. The review system developed by the hotel is important for various reasons and for the satisfaction of customers. Through reviews, customers will have more confidence in the decisions they make on purchasing specific services. Thus, it can be considered important to manage these guest reviews for the benefit of the hotel and customers (Walker, 2013). These reviews are used in order to bring effective development in the organisation so that they have a better and enhanced potential to meet the needs of the customers.   
[bookmark: _qsn5wb2e6feg][bookmark: _Toc128871294]3.2 Impact of negative reviews
The reviews provided by the guest can either be positive and negative that will impact accordingly. However, negative reviews have a greater and more significant impact on the organisation. The negative impacts can seriously hamper the reputation of the organisation as people will not prefer the services and products offered by them (Wood, 2015). If the hotel gets numerous negative reviews, they will lose their customers and the effectiveness of retaining customers will decline. This will have a direct impact on the revenue and profit of the hotel as they will have a compact and constrained income source. However, these reviews can also be used effectively as an opportunity to bring developments within the hotel organisation. They can understand the needs and the field that needs to be developed or focused on more. 
[bookmark: _boj21rt2az3][bookmark: _Toc128871295]4. Customer Loyalty
Customer loyalty in hotels refers to the relationship between a customer and the hotel where the customer purchases the products and services in a repeated session. Customer loyalty is considered an integral element of any organisation or hotel that supports its growth and development (Heppell, 2015). The success of the organisation lies in the customer service they offer. The customer service offered by the company helps in creating customer loyalty or to increase its customer range. 
[bookmark: _10un4b9vmnit][bookmark: _Toc128871296]4.1 Loyalty programs
Building customer loyalty should be the core focus of any organisation to develop better and more effective connectivity with the customers. To build these connections, companies adopt different strategies and methods to build better connections. The main initiative includes customer loyalty programs where loyal customers are offered benefits and rewards at certain intervals of time. Loyalty programs of the hotels are the approaches that are initiated to encourage customers to continue purchasing the product and services offered by the company (Johnston et al., 2012). These are the marketing strategies that are initiated to improve the relationship with customers and to motivate them in committing themselves to the organisational services. 
[bookmark: _n7gzeiuqr325][bookmark: _Toc128871297]4.2 Purpose of loyalty programs 
There are numerous purposes for initiating the loyalty program by the hotel or any organisation. These programs have the main purpose of offering benefits and advantages to the company. The behaviour of the consumer needs to be understood to develop a proper strategy to influence them (Swarbrooke and Horner, 2011). The loyalty program is initiated to strengthen positive customer experiences. The programs offer different benefits that show the worthiness of the products and services so that customers buy the products. With an effective and proper loyalty program, the referral rate will also increase (O'Fallon and Rutherford, 2010). Thus, the customer range of the company will expand offering a larger platform to earn income. An effective loyalty program has the ability to increase a company's potential to retain its customers or attract more customers (Rather and Hollebeek, 2019). More customers will offer enhanced information on the needs and requirements of the customers and about the changing trends. This information can be used to develop and manufacture products and services that will satisfy these needs and requirements. 
[bookmark: _bg4r8a47mtmr][bookmark: _jqwzr6bxax2r][bookmark: _Toc128871298]5. Conclusion 
[bookmark: _aqnzgri719d1]To sum up the above findings, it can be concluded that the hospitality industry and its operation is influenced and affected by numerous factors. The report has primarily focused on hotels along with the hotel standards, reputation management and customer loyalty. The report shed light on the brand consistency standard and its importance for the organisation. It also discussed reputation management and how it influenced customers. Further, the report focused on customer loyalty and its importance in hotels along with the new market trends that need to be observed and understood by the organisation. 
[bookmark: _Toc128871299]6. Recommendations
In order to adapt to the changing business environment, hotels need to develop strategies according to the changing preferences and trends. The current market has started to use technologies at an extensive rate. Technologies such as AI and automation have been effectively used in the hotel industry. Thus, hotels need to adopt these technologies in order to improve and increase efficiency and effectiveness. New talents need to be recruited in the organisation which needs to be executed with a proper talent management strategy (People 1st, 2017). The current society has become more aware of their health and prefers to take healthier diets. Thus, the menu of the hotel needs to offer a healthier diet for customers. The use of online systems and developing apps needs to be improved to make the process more flexible and convenient for customers. The Chabot system has become a new trend in the hotel industry that assist customer 24*7. In addition to these market trends, sustainability has become a popular trend that customers and organisations embrace. Thus, hotels can focus more on developing sustainable ways to bring development in hotels. There are many obstacles and challenges that are faced by hotels in the industry that can undermine their operations. Retaining and hiring staff has been the most common obstacle for hotels. Inconsistent and longer working hours makes it difficult to find staff and retain them (Tesone, 2014). The trend in the market has been observed at a continuous rate making it difficult to track and develop products accordingly. Inflation and change in the price of commodities are other common obstacles that are faced by hotels. In addition to it, data security has been a major concern for the hotel industry as it can be easily breached. 
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