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Executive Summary:
The purpose of this report is to evaluate hotel standards, reputation management and how hotels build and retain customer loyalty. This report will look into how hotels build their customers respect towards their brand and build brand recognition and reputation. The results of this report indicate that the hotel image, reputation, and the factors in this report play a significant role in building customer loyalty. Providing brand consistency, the importance of reputation management and the importance of effectively managing guest reviews, the impacts of negative reviews and how hotels retain and build customer loyalty.
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1.Introduction:
Introducing hotel standards, reputation management and how hotels build customer loyalty. This report will be looking into the importance of hotels providing their guests brand consistency, the standards guests expect of their brands and how the hotels maintain and manage their online presence. Effectively managing reviews allows hotels to better understand their guests and provide a better service to their guests resulting in higher revenue and customer loyalty.
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Hotel Standards
2.1. Purpose of brand consistency standards:
The purpose of brand consistency is the practise of always delivering messages aligned with the core brand values in the same tone, presenting the brand logo in a similar way, and repeating the same colours throughout visual brand elements is known as brand consistency. These elements become ingrained in the minds of guests over time, making them more likely to remember your brand. Additionally, brand consistency ensures that your brand is easily identifiable across marketing channels and touch points (MerlinOne, 2023). The brand of a hotel is a representation of what the hotel is — its identity. It is what binds a collection of properties together under a common set of characteristics and values, the goal of hotel branding is to establish what makes a hotel unique (Campbell, 2023). When a branded hotel opens its doors, guests arrive with an expectation of the service that they will receive and that the hotel industry will fulfil those promises of the brand (Edmundson, 2023). 

2.1.1. Hotel Standards
The standards for hotels vary depending on the type and class of hotel, as well as what the hotel is attempting to achieve and its unique value proposition. One of the most important aspects of chain hotels is standardisation. This means that regardless of which of your hotels a guest chooses to stay at, they must be aware of what to expect. Some standardisations for hotel chains are design, service, uniforms, amenities, loyalty programmes and the use of technology (Lacalle, 2022). According to the AA hotel quality standards the requirements for hotels changes depending on services. Overall standards may change based on the star level of the hotel, but some services are required to have the same standards for all levels e.g., statutory obligations, safety and security and maintenance, as you go towards cleanliness, hospitality and services, reservations prices and billing, dining, reception, luggage handling and more; the standards required are more for as you go up to the 5-star rating hotels (AA, 2018). Looking at the upper scale hotels and budget hotels Marriott offers a higher service of standards compared to Premier Inn. 
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Five-star hotels offer a large breakfast buffet as well as a variety of restaurants and dining options. Guests will also have free access to a variety of world-class recreational amenities such as tennis courts, spa services, swimming pools, and 24-hour fitness centres (Coyle, 2023). A budget is one that offers the bare necessities and services at a lower cost than a standard hotel in the area. This type of hotel provides clean, safe rooms that meet a guest's basic needs. Extra amenities may be available at an additional cost (Xotels, 2022).
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Reputation Management
2.2.1 Hotels managing reputation effectively:
The way hotels can mange their reputation effectively is by managing their presence online. Views about an establishment are widely dispersed throughout online platforms like booking or review websites, which are accessible to Internet users from all over the world. Reputation management is therefore a strategy that involves keeping an eye on what people are saying about an establishment and enhancing reputation across a variety of internet channels (Huynh, 2020). Online reviews are a reliable source of information when making travel plans and influence online hotel booking decisions. According to TripAdvisor research, 72% of respondents read reviews about places before deciding to stay, eat, or do things, and the percentage is even higher for accommodation bookings (81% will read reviews before booking a destination to stay). Furthermore, when choosing between two otherwise identical properties, nearly 8 out of 10 TripAdvisor users (79%) are more likely to book a hotel with a higher bubble rating, and more than half (52%) agree that they would never book a hotel with no reviews (TripAdvisor, 2023). Good online reputation management will result in a high level of customer loyalty. What people think about a brand has an impact on how future customers engage with offers. A good brand reputation can help to gain the trust and engagement of customers. Some devoted consumers may become brand ambassadors as being regular customers and are knowledgeable about the goods and services, making the consumers more credible and relatable (and hence more effective) than well-known brand ambassadors or social media influencers. Hotels reputation management also builds brand equity and recognition. It is predicated on the notion that customers will buy a good or service that a customer is familiar with, and confident in. Brand equity is extremely valuable when a customer recognises and trusts a specific brand to the extent that they develop a strong psychological attachment to it. Online reputation management helps to build a strong brand awareness and decrease clients' hesitancy when choosing to use the service (Huynh, 2023). 
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2.2.2 Importance of effective guest reviews management: 
Hoteliers must respond to both positive and negative guest reviews and it is very important to effectively manage guest reviews. This is important as this enables managers to better understand their customers and provide a better guest experience. Guest reviews are the best way for property owners and managers to hear the opinions and feedback of their guests about the accommodation and the guest experience. They also assist managers in determining whether the guests' needs were met. Hotels can gather valuable information and apply necessary improvements to continuously improve the guest experience by inviting guests to leave reviews and taking the time to read their opinions and understand the customers' point of view (Nasta, 2021).

2.2.3 Impact of negative reviews:
Negative reviews have a huge impact, an empirical study by the ITB and the University of Worms in Germany found that more than 35% of Internet users would not make a reservation if they discovered online evaluations of a hotel that were more unfavourable than favourable. 20% even planned to inform others of their discoveries. An institution is feared to lose 22% of reservations as a result of negative reviews. This percentage rises substantially when several negative reviews are posted on several websites, and it can result in a hotel losing up to 70% of its prospective customers. This has obvious implications for a hotel's internet reputation: If bad reviews predominate in a hotel's online presence, reservations will decrease, and income will suffer as a result. Negative evaluations may have long-lasting repercussions (Customer alliance, 2022).
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Customer Loyalty
3.1 Hotels building and retaining customer loyalty:
Hotels should concentrate on enhancing hotel service, guest perception, and the guest experience if they want to boost customer loyalty or guest retention. Hotels can increase customer loyalty in a variety of methods, including:
· Exceeding guest expectations
· Providing excellent customer service
· Making consistent pledges to improvement by constructively responding to customer reviews and feedback.
· fostering connections with regular travellers
· Knowing what a guest desire
· Giving guests a specialised experience (cvent, 2021).
Marriott Bonvoy offers their customers a loyalty programme which offers many benefits such as free in-room Wi-Fi, member rates, mobile check in-out and many more (Marriott bonvoy, 2023). World of Hyatt also offer loyalty programmes which benefits their customers with 10% member rates, exclusive member only rates, earning points and many more (World of Hyatt, 2023). Offering these loyalty programmes to customers satisfies guest needs, connects with guests and gets retaining customers, which builds brand reputation.

3.1.1 The purpose of building and retaining customer loyalty:
In order to build an environment that allows for sustainable growth, hoteliers should always keep guests’ loyalty at the top of their minds. Recurring visitors not only increase occupancy and revenue for the hotel, but they also give staff members the chance to get to know them better. This can prepare a facility for a better visitor experience by enabling staff to better anticipate guests’ demands this makes the hotel an enhancing place to visit and improves the hotels position in the market (cvent, 2021).
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4. Conclusion:
To conclude for hoteliers’ online presence is very important and how they manage their online reputation plays a huge role in brand recognition and brand reputation. Hospitality is a fast paced industry with guests and travellers from all around the world coming into hotels expecting certain standards, having a brand consistency allows guests to know what to expect. It is essential that hotels provide great customer service, build and retain customer loyalty so guests don’t leave negative reviews which will have a huge impact on the establishment resulting to loss of reservations, guests and a loss in revenue. 
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Recommendations
5. Recommendations for hotels regarding marketing trends:
Hotel marketing trends were influenced by COVID-19, pandemic life, and changes to the traditional workplace. The hospitality industry witnessed significant advancements in digital and touchless hotel technology, contactless service options, and a complete overhaul of how guest and staff safety is managed. Hotels should look at advertising their presence online with a strong video focus, be active on social media e.g., having a TikTok platform showcasing attractions and activities. Optimise direct booking channels to increase hotel direct bookings. Being proactive- identifying industry changes that may have an impact which may require implementing new technology and hotel policies (cvent, 2022).

5.1 Obstacle faced by hotels:
There are many obstacles facing the hotel industry such as
· Staff shortages and retention
· Cost of Living Crisis
· Increase in Hospitality Tech
· Environmental Considerations
· Meeting demands of guests (Dignon, 2023).
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