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Executive Summary
The study is based on hospitality and the guest services provided by hotel chains. The study evaluates the description of the different ways of brand consistency and whether all the hotels follow similar standards of brand consistency. It also evaluates the management of hotel reputation and the importance of guest reviews management. Moreover, different ways of retaining customers are also evaluated alongside the purpose. The final phase elaborated the recommendations for hotels relating to market trends and the obstacles faced by the hotels across the nation. 
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[bookmark: _o79myw4ue5qu][bookmark: _Toc128885303]1. Introduction
The report is mainly focused on hospitality and guest services. The service to the guests is an important factor for the sustainability of the company within the marketplace as it defines the choice of the customers being loyal to the brand and continuing to use the services from the same brand. The study will mainly focus on the major purpose of brand consistency in the initial phase followed by the ways that can be adopted by the hotels for the management of their reputation in an effective manner. It will also explain the importance of guest reviews efficiently. The further section of the study will present the ways of retaining customer loyalty as well as its purpose and importance. The final section of the report will present the recommendations for the hotel businesses relating to the market trends and also the major problems that are faced by the hotel businesses. 
[bookmark: _p7tl36zgirgq][bookmark: _jnmug938s10y][bookmark: _Toc128885304]2. Purpose of brand consistency standards and whether all the hotels have similar standards
Brand consistency standards are mainly the habit of providing messages that are lined up with the core values in a repeated manner as well as in a similar tone. The main purpose of brand consistency is to be recognised by the customer groups. Brand consistency is significant for hospitality groups as it helps in building a strong association of the values, visual elements and core messages of the company (Vallen and Vallen Jerome, 2014). Moreover, it also helps in setting apart from the rival groups which is an important factor in generating sales and revenue generation for the company (Šerić et al., 2020). 
2.1 Shaping the brand perception
Another crucial benefit of brand consistency for the hotel is shaping the brand perception. Brand consistency is maintained and the perceptions of the customers are shaped in the mind of the customers in gaining the company's key message about the major elements of the company (Swarbrooke and Horner, 2011). 
2.2 Evoking positive emotion
Brand consistency also aids in evoking positive emotions among the target audience of the hospitality groups. When the hotel group is consistent in tying positive emotions, with the imagery and crafted words, it significantly assists the audience to associate with the emotions of the brand. The exposure of the brand is significantly helpful in making the individuals respond positively. 
2.3 Increment of loyalty and build-up of trust
Moreover, brand consistency is also an important factor for the increment of loyalty and build-up of trust. Brand consistency is an important factor leading to the confidence of the customers with the brand and engaging with them for a longer period. Brand consistency is a significant factor in the customer experience alongside visuals which is an important factor for the increment of the level of loyalty building the trust of the customer (O'Gorman, 2010).  Moreover, brand consistency is an important factor that has to be adopted by the hotel groups to differentiate the brand which is an important factor for the establishment of competitive advantage within the marketplace. Not all hotel groups have similar types of consistency standards (Johnston et al., 2012). The standards of the hotels vary as per the type as well as the class of the hotels and also depend upon the goals of the hotels. 
[bookmark: _p7p4hh5gvn3s][bookmark: _Toc128885305]3. Ways of managing hotel reputation effectively and the importance of effective guest reviews management
Management of the reputation of hotels is significant for continuously attracting customers and generating sales and revenue. There are various strategies which can be effective for the management of the reputation of the hotels.
3.1 Active on digital platforms
 One of the crucial things is staying active on digital platforms regularly. The digital medium platforms are the crucial platform for visualizing the hotel brand as well as the activities of the customer groups (Perez-Aranda et al., 2019). It also assists the brand to provide a voice and directly connect with the customers. Social media platforms are also an important way of communicating the core messages to the audiences which helps in creating a positive image in their views. 
3.1 Engagement with the customers in real-time 
This is also a major strategy for the management of the reputation of the hotel groups (Heppell, 2015). Engagement is an important factor for prospering relationships with clients and the customer which results effectively in the maintenance of brand reputation. Gaining an understanding of the views of the customers towards the brand is also an essential factor in the management of the brand reputation (O'Fallon and Rutherford, 2010). 
3.4 Monitoring and responding 
 There are two major factors as monitoring gains information while reviews can be effective to react accordingly. 
3.5 Garnishing the reviews and managing 
them effectively is significant for the company as it helps in gaining insights into the perceptions of the customers towards the brand. Gaining insights on both the positive and negative impacts is crucial for understanding the customers' demands and their complaints and making an improvement in customer service. In addition, the reviews of the customers are also crucial for allowing the customers to have a voice and make an increment in the level of customer loyalty (Walker, 2013). The effective management of the reviews from the customers of the hotels is significant for improving the ranking as well as making an increment in the market share of the company within the marketplace. 
[bookmark: _6t2em1ha1zv5][bookmark: _Toc128885306]4. Ways of building and retaining customers’ loyalty and its purpose
Customer retention is an important measure for the business in terms of making a positive impact on the marketplace as well as maintaining a competitive advantage (Tesone, 2014). 
4.1 Customer priority 
There are various ways which can be adopted by the hotel groups for the maintenance of customer loyalty such as through the assessment of past customer bookings for the identification of the priority customers. The past bookings are crucial to assess the existing customers and providing them with additional services and facilities which is crucial to attracting them regularly and increasing their level of loyalty (Salem, 2021).
 4.2 Exploring the CRM for old leads
 This is an important factor in building and retaining customers. The CRM has an additional load of information regarding the business conducted by the hotels in the past when looked upon. It provides insights into repeated bookings which can also be an important factor for effective customers as well as saving the company's cost and money. 
4.3 Marketing the past interests of the guests 
 This is also an important factor for effectively retaining the customers and making an increment in the level of loyalty. After the identification of the leads within the system of CRM, the company can consecutively add value and reach out to the customers (Šerić and Gil-Saura, 2019). The past interest of the customers is significant for the company to effectively assess the customers’ interest and fulfil their similar request with additional services which is an important factor for making them feel valued which is an important factor for the enhancement of the level of loyalty and retaining them. 
Retaining the customers is the most important factor for the growth of the hotel brands as it provides vital assistance in cost-effectiveness which is not possible the first-hand consumers. Acquiring and hiring new customers is significantly more expensive than keeping the existing ones. Another crucial purpose of customer retention is also the increment the higher level of sales and revenue generation as it converts the sales with a focus on upselling. 
[bookmark: _kht2pwuu1pn5][bookmark: _Toc128885307]5. Recommendations for hotels regarding market trends and the obstacles facing certain businesses
 The insights into the market trends can be significant for the anticipation of changes for fulfilling the demands of the customers and adapting to the services and the products accordingly. 


5.1 Digital Marketing 
An important trend which is significant for the hotel groups in the hospitality industry is digital marketing. Digital marketing is an important trend which helps the offerings of the company to reach wider customer segments in a limited period (Barna and Semak, 2020). Digital marketing can also be significant for the company in terms of promotion of the events of the association, communicating the offers of the company efficiently and also reaching global customers across the world. 

5.2 Smart hotel technology 
This is also a vital trend that can be adopted by hotel groups across the world. Smart technology includes the incorporation of the IoT (Internet of Things) into the hotel which is an important factor in improving the experience of the customers (Heppell, 2015). It is also crucial for offering them efficiency, convenience as well as a sense of luxury. 
5.3 Sustainable hotels
These are another crucial trend which can be crucial to adopt the hotel groups as being conscious towards the environment leads travellers to choose a specific hotel rather than the rivals (People, 2017).  Sustainable hotel groups can also reduce the impact on the environment which is detrimental to the health of guests as well. 
The hospitality industry struggles with visitor expectations changing. Hotel demand is rising for unique experiences, entertainment, and check-in and check-out services.
[bookmark: _fkxkh3a74fxa][bookmark: _Toc128885308]6. Conclusion
The study has presented wider insights into the hospitality and guest services that can be provided to customers by hotels across the world. The first section has presented the meaning of brand consistency and its purposes such as shaping customers' perceptions, evoking emotions positively, incrementing customer loyalty and others. It has also presented the strategies for managing hotel reputation such as through digital platforms, engagement with the customers regularly, monitoring and reviewing. The importance of guest reviews alongside the ways of building and retaining customers has been presented. The recommendations for the hotel chains concerning market trends have also been evaluated like digital marketing, smart hotel technology and sustainable hotels. 
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