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Executive summary
This report focuses on the importance of hotel standards, reputation management, and customer loyalty in the hospitality industry. Hotel standards refer to the set of rules and regulations that hotels must follow to maintain consistency and quality in their operations. Reputation management involves monitoring and improving a hotel's image to ensure it remains positive in the eyes of customers. Customer loyalty is crucial for hotels to generate repeat business and attract new customers. The report explores the purpose of brand consistency standards and the varying levels of implementation among hotels. It also discusses the importance of effective guest review management, including the impact of negative reviews on a hotel's reputation. The report emphasizes the role of loyalty programs in building and retaining customer loyalty and highlights the need for hotels to keep up with market trends, such as sustainability and technology. The report also identifies the obstacles faced by hotels in achieving these goals, including the high cost of implementing new technology and sustainability practices. Finally, the report provides recommendations for hotels to overcome these obstacles and maintain their competitiveness in the hospitality industry.
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Brand consistency and the hotel's efforts to enhance and maintain such consistency are among the topics to be covered in this research report. The research will also include the criteria for rating hotels in order to learn about their quality and reputation, as well as the corporate culture in which the establishment is embedded. Information gleaned from this research will provide a deeper understanding of the hotel's reputation management practices. Customers want to stay at hotels with a good reputation, therefore that factor is also crucial to the hotel's prosperity. The importance of customer connections, as well as strategies for maintaining and expanding loyalty, will be analysed in depth. However, client loyalty is crucial to the success of any company, which is why the hotel never skimps on quality. After a customer uses the hotel's services and departs, they are unlikely to return.
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[bookmark: _Toc128568282]Consistency with the hotel's brand
Hotel standards refer to the set of rules and regulations that hotels must follow to maintain consistency and quality in their operations. Brand consistency standards are critical in the hospitality industry as they help to ensure that guests receive a consistent experience across all locations of a hotel chain (Burkard, 2011).
Follow this norm entails checking both the content and form of the introductions made about the company. Moreover, it ensures that the company will never compromise the product's quality and seeks to build upon the quality that it already has. By offering improved services and delivery facilities, the hotel raises the bar and better meets user and customer needs (Al-Msallam 2015). The hotel's quality has been rising in large part due to the positive feedback from guests. The quality of hotels may also be raised by consistent upkeep and cleaning. Standardization is impossible to achieve without feedback mechanisms, a response rate to client questions, and a strict adherence to all requirements (Al- Msallam 2015). The Athens, Greece, Hilton is a one-of-a-kind model that raises the bar for Hilton hotels elsewhere. By raising the standard of the services, they provide to clients, upgrading their facility system, and boosting the feedback system that is required to deliver to customers and consumers, hotels may improve and increase their consistency.
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In this context, the "grading system" refers to the set of criteria used to determine a hotel's overall rating (Sepula et al., 2018). The rating system relies on feedback from customers and official inspections by those in charge of making sure everything is running well. The hotels are graded in large part based on customer ratings and comments. The quality of the hotel's service directly correlates to the marks it receives from guests and patrons. When it comes to the quality of the amenities and services they provide, each hotel chain sets its own bar. The laws and regulations are strictly adhered to, and standards are based on the quality of services and facilities. The highest quality hotels have five stars, while some may only have four or three. The Corinthian Hotel London is often ranked as one of London's best hotels (Tefera and Govender, 2015).
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An organization's "corporate culture" refers to its overall ethos and values. What I mean by this is the way a company treats its employees and the way its finances are handled when they are handled by third parties. In most businesses, one of four distinct corporate cultures is in place. Clan culture, market culture, adhocracy culture, and hierarchy culture are all subsets of this overarching corporate culture (González-Rodrguez et al., 2019). Hotel and hospitality sector reputation management: In the hospitality sector, "reputation management" refers to the process of monitoring and repairing a hotel's standing in the eyes of potential guests. The term "organisational discourse" means the talk about the organisation in the public sphere. Hotels that care about their reputation make an effort to stand out from the competition by offering guests an experience that is distinct from those offered by other establishments. A hotel's standing in the travel industry is based on the comfort and convenience of its guests as well as the quality of its amenities and services. Being the primary venue for disseminating information about a hotel's services and amenities to a large audience, social media are crucial in preserving and managing the hotel's image (Perez-Aranda et al., 2019). Promoting the company through social media is really effective. Social media is a great place for hotels to market their amenities and services, which is why many guests choose to stay in them. Customer reviews are very important in maintaining and improving a hotel's reputation, especially if they are positive (Mp, 2021). The hotels' reputations improve as the number of people who utilise them grows. Since consumers and customers prefer to live and stay in hotels with high reviews and ratings, the effect of negative reviews may be detrimental to the hotel's image. The social aspect of hotel inspection has become more important in the current day. It is imperative that hotels take steps to improve their level and reputation if they have received poor comments or reviews, since this may have a chilling effect on potential guests. To be successful as a hotel owner, you need to maintain an excellent reputation. When it comes to keeping its good name, The Residence Covent Garden is among the greatest hotels in London (Quora and Khalifa 2016).
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Loyalty from guests may be fostered by the hotel, but only if the establishment's services and amenities are first-rate (Wirtz, 2017). This is because guests are more likely to return to a hotel that provides a positive experience, such as by promptly addressing any concerns or issues they may have and by being transparent about all aspects of their stay. Being a customer-focused establishment, the Sofitel London St. James rewards its regulars well. It's crucial to a hotel's development and success if guests feel comfortable returning to the establishment after their first visit. Customers’ and clients' loyalty is crucial and must be fostered. Compared to other sectors of the economy, the hospitality and hotel industries are notoriously cutthroat. As a result, hotels in this sector need to use careful strategic planning and innovative marketing tactics to succeed (Yao et al., 2019). Several hotels across the globe stand out from the crowd because of their distinctive features, and no other lodging establishment can match them in terms of popularity and success. Hotels like these recognise that satisfying their guests is of paramount importance, so they consistently provide excellent service and go out of their way to meet their needs.
The success of a hotel relies heavily on its marketing efforts, therefore it's crucial that it knows how and where to promote itself. Due to a large number of users and the high level of interaction between them, social media is a powerful tool for brand promotion. Offering discounts, hosting events and seminars, and using social media are all essential marketing strategies for hotels (Cheng and Lew 2015). It is crucial for hotels to understand how their guests feel about the hotel's services and amenities, as well as whether or not the hotel satisfies their requirements and expectations so that they can make the required adjustments.
[bookmark: _Toc128568286]Recommendation
Since that today's consumers are used to using cutting-edge gadgets, one trend prediction for the hotel and hospitality sector is that the industry as a whole will benefit from a more innovative approach to marketing and the implementation of cutting-edge technologies. If it wants to attract guests from all over the world, a hotel has to promote itself online, and one of the best and largest venues for doing so is social media. Increasing levels of competition in the hotel and hospitality sectors are a major challenge. Providing high-quality services or facilities, in addition to a customer feedback system and prompt responses to consumer questions, may help remove this barrier (Cheng and Lew 2015). Successful recovery lowers the frequency with which customers express dissatisfaction. It is essential that the hotel provides excellent care in order to facilitate a speedy recovery. By saying that it would never cut corners on service or facility quality and will always provide higher-quality options, the hotel forges relationships with patrons and consumers. More than that, the hotel guarantees its clients or patrons that it will do its part to keep quality high (Yao et al., 2019)
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Findings from the research were presented in this paper, and the need of adhering to a brand-consistency standard was emphasised. The research also included the criteria for assessing hotels according to the standard and how to do it. The importance of the hotel's reputation to the organization's performance was examined, as was the role of corporate culture in shaping that reputation. Information on the hotel's reputation and the methods it uses to keep it positive and grow it was included in the research. The research went into depth on the subject of customer loyalty and how to keep them loyal consumers.


Reference
Al-Msallam, S. (2015) “Customer satisfaction and brand loyalty in the hotelindustry,” International Journal of Management Sciences and BusinessResearch, 4(8).
Burkard, N. (2011) Market segmentation and branding in the hotel industry. Grin Verlag.
Cheng, B. L. and Lew, K. C. (2015) “Antecedents of customer loyalty in the Malaysianhotel industry,” International Journal for Innovation Education and Research, 3(8), pp. 97–109.
González-Rodríguez, M. R. et al. (2019) “Hotels’ corporate social responsibility practices, organizational culture, firmreputation, and performance,” Journal of Sustainable Tourism, 27(3), pp. 398–419.
Mp, L. (2021) Customers reviews stability and examples: Update 2021. Independently Published.
Perez-Aranda, J., Vallespín, M. and Molinillo, S. (2019) “Hotels’ online reputation management: benefits perceived by managers,” International Journal of Contemporary Hospitality Management.
Sepula, M. B. et al. (2018) “Does grading standard dimension of hotel rating system predict customer satisfaction? Empirical evidence from Malawi,” Journal of tourism and hospitality management, 6(2). doi: 10.15640/jthm.v6n2a13.
Tefera, O. and Govender, K. (2015) “Hotel grading, service quality, satisfaction andloyalty-Proposing a theoretical model and relationship,” African journal ofhospitality, tourism and leisure, 4, pp. 1–17.
Wirtz, J. (2017) Managing customer relationships and building loyalty. Ws Professional. doi: 10.1142/y0012.
Yao, T., Qiu, Q. and Wei, Y. (2019) “Retaining hotel employees as internal customers:Effect of organizational commitment on attitudinal and behavioural loyalty ofemployees,” International Journal of Hospitality Management, 76, pp. 1–8.
Moncarz, E., Zhao JinLin, Kay, C., 2009, An exploratory study of US lodging properties' organizational practices on employee turnover and retention., International Journal of Contemporary Hospitality Management, Vol. 21, No. 4, pp. 437-458
Picoult, J. (2017) The Best Service Recovery Story Ever [video]. Available at: https://www.youtube.com/watch?v=Z2iBxdF1lNg (Accessed: 2nd March 2023)
Lee, H. and Blum, S.C. (2015) ‘How hotel responses to online reviews differ by hotel rating: an exploratory study’, Worldwide Hospitality and Tourism Themes, Vol. 7(3), pp. 242-250. 
Marriott (2023) Discover Your Benefits. Available at: https://www.marriott.com/loyalty/member-benefits.mi (Accessed: 2nd March 2023 )
LuxuryHotel (2022) The most expensive hotels & hotel suites in the world. Available at: https://luxuryhotel.com/guides/most-expensive-hotels-in-the-world/ (Accessed : 2nd March 2023)





