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[bookmark: _Toc127847111]Executive Summary

The paper discussed the brand consistency standards in hotels and the purpose of the brand consistency. The study explained that the brand standard of hotels changes based on the type and class of the hotel. In the report, we have also discussed how hotels manage their reputation and how the reputation helps hotels to succeed as well the negative effects of customer reviews on hotels. The study provided a detailed discussion on how hotels can build their customer loyalty through various loyalty programs and the paper elaborated on why these loyalty programs are important to the hotel industry. Finally, the paper recommends what hotels should do based on the current market trends and provided a brief explanation on the obstacle facing the hotel businesses.
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[bookmark: _Toc127847113]Introduction 

The hotel industry is competitive, which calls for businesses to keep updated with the latest hospitality trends to prevent being left behind. Also, keeping pace in the industry ensures businesses deliver the customer experience that individuals want and expect. The report will discuss the importance of brand consistency standards and whether all hotels meet similar standards; it also will elaborate on how hotels should maintain their reputations, the significance of reviews from guests, and the impacts of negative reviews. The report will also discuss how hotels should build and maintain customer loyalty and its importance. Additionally, the paper will provide recommendations regarding market trends and the challenges facing particular businesses.
[bookmark: _Toc127847114] Brand Consistency Standards

[bookmark: _Hlk127840822][bookmark: _Hlk127840996]Brand consistency standards by hotels promote consistent customer experiences (Radley, 2021). Every time people visit, they know what they want and expect, which results to brand trust and loyalty. Therefore, maintaining higher brand standards in all operations is essential for all hospitality businesses, including independent restaurants. In order for a brand to stand out, consistent brand standards should be in place to ensure every team member of the brand has the role of delivering uniform and consistent guest experiences (Giroti, 2020). The daily management leadership of the hotels can achieve compliance with brand standards through, On the job training, induction, recognition, training, and other learning and development tools available.  
Brand standard is used as a minimum level of goods and services by the guest. They tend to build the cohesiveness necessary for the hotel's survival. Brand standards are also essential in building brand equity and identity. The standards bring stability to the hotel industry and help in keeping them ahead of the competition. Delivery of brand standards and communication should be matched; importantly, the staff is provided with guidelines by the service standards on what they should do for the guests. Thus, standards enable the business to identify as well as close service gaps.
Brand standards for hotels change depending on the class and type of the hotel and can vary based on what the hotel wants to achieve and the uniqueness of the hotel's value proposition. For chain hotels, brand standardization is essential. An example of a chain hotel with brand standards is The Ritz-Carlton Hotel (Lacalle, 2022).
[bookmark: _Toc127847115]How Hotels Manage Their Reputation

[bookmark: _Hlk127841149]Hotel reputation management is the activity of influencing and monitoring how hotels are perceived online. It is all about posting and engaging on social media, keeping track of review sites, and optimizing your site for search. Hotel's online reputation is essential to the overall business, and retaining it can have a great impact on how the business performs against the competition. The following are strategies that hotels can use to manage their reputations. 
[bookmark: _Hlk127841344]By tracking and responding to all reviews, online reviews can have an impact on hotels' online reputation. Poor customer experiences can result in negative online reviews that will lead poor reputation for the brand. According to Whitley (2023), 79 percent of users of TripAdvisor are likely to book hotels with a higher rating, also by engaging with the hotel's audience in real time. Through social media, hotels should build relationships and interactions with guests and planners. Adding a live chat to the business's website to provide instant answers to customers. According to Elam (2020), 80% of businesses offering live chat had a positive impact on customer loyalty, revenue, and sales.
Effective guest reviews serve a significant role in the hotel industry. Hotels with good reviews earn customer engagement and trust; loyal customers can become the business's brand ambassadors as they are more relatable and credible and because they know the hotel's products and services. Positive reviews can also build brand recognition and equity, and this reduces customer hesitation when they need the service (Huynh, 2020).
Individuals pay attention to what customers are thinking about a certain hotel. In the hotel industry, online reviews are critical (Tas, 2022). Negative customer reviews can have an impact on the hotel's brand reputation badly and lower its reliability. Many clients are reluctant to book a hotel with negative reviews hence can reduce revenue. For instance, if a client writes about being mistreated by the waiters, the hotel's potential guests will assume that it offers a poor customer experience.
[bookmark: _Toc127847116]Customer Loyalty

[bookmark: _Hlk127841531]In the hospitality sector, customer loyalty is when a customer repeatedly does business with a certain hotel chain or location. This means a loyal customer chooses a single company over other competitors. Customer loyalty is developed when a hotel offers quality services; this will make clients return since their needs are met at a specific hotel. There are loyalty programs used in the hospitality industry, such as points programs, tiered loyalty programs, and premium loyalty programs (Arranz, 2022). These programs were first implemented by hotels, including Marriott, Starwood Hotels, I.H.G., and Hilton Worldwide (Team, 2023).
In points programs, customers spend money upfront in order to benefit in the future; they make a transaction initially and get the reward down the line. This program helps the hotel to get a large number of guests to sign up. Tiered loyalty programs are common in the hotel industry; they basically give rewards depending on certain milestones that clients cross. For instance, the more a client spends on a hotel, the higher their tiers. This program helps in increasing member engagement, making guests feel like they are in a more exclusive program. Marriott and I.H.G. have the best-tiered loyalty programs in the hotel industry (DePino, 2023). Premium loyalty programs are important to high-end hotels that need to increase customer retention. These programs require guests to make upfront payments to benefit instantly. Guests in a premium loyalty program they can choose to engage in the benefits and the culture of the program anytime.  
[bookmark: _Toc127847117]Conclusion 

 	Brand consistency standards in the hospitality industry promote consistent customer experiences. Brand consistency is essential in all businesses in the hotel industry, and it can be achieved through induction, On-the-job training, recognition, and training. Hotel reputation management is essential in all businesses, including the hotel industry, as it helps the hotel to perform better against its competitors. The hotel can manage its reputation by adding live chat and social media and By tracking and responding to all reviews. This enables the hotel to earn customer engagement a trust. Customer loyalty is achieved by meeting the needs of customers by providing quality services. Some loyalty programs can be used to achieve customer loyalty, such as tiered loyalty programs, points programs, and premium loyalty programs.
[bookmark: _Toc127847118]Recommendations Regarding Market Trends 

Hotels should improve on the customer experience; this can be done by offering unique features in guest rooms, delivering excellent customer service, and providing a great range of facilities for clients. Secondly, to improve customer service interactions, artificial intelligence can help interactions. For instance, AI-powered chatbots ensure customers get quick responses on the website through live chat functions 24 hours (Insights, 2023). Hotels should also increase the need for hygiene and safety measures, as well as customer communication. Guests think of safety policies and hygiene measures when making booking decisions, as well as how well the hotel communicates with its guests through emails, on the website, or third-party platforms. Hotels should improve on technology so guests to experience the hotel from afar; this can be achieved by using virtual reality. This can ease the booking process because they don't need an in-person inspection when they want to check the hotel facilities(Matthews, 2023).
Hotels may face some obstacles, like an increase in hospitality technology; during the pandemic, businesses shifted to the use of technology, which helped hotels in changing the needs of customers as well as improve customer experience. In this post-pandemic state, the guests have higher anticipation for the experience, and when businesses fail to provide, they risk customer loyalty and efficiency (Dignon, 2023).
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