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[bookmark: _Toc129219710]Executive Summary
It is important that all hotels uphold the highest operational standards in order to attain high standards and a loyal customer base in the hospitality sector as a whole. In order to stand in the competitive industry management of the hotel must maintain standards in all terms and take steps to make a customer happier. In the UK, a number of ISO standards have been adopted by the hotel industry which plays an important role in the success of the industry. The given suggestions are helpful for hotel management in attracting and keeping repeat customers. Additionally, the research demonstrates how important it is for hotel businesses to maintain a positive brand image. As a result, companies may be able to gain an advantage over rivals in the market through effective guest loyalty programmes.
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[bookmark: _Toc129219711]Introduction       
In the modern era, the hotel industry has become more evolved, and related businesses also have been constantly innovating in order to remain ahead of the competition. It is important for hotel chains to provide superior amenities and services to customers. Due to the fact that they encourage efficiency and uniformity in service delivery, the service standards of the hotel industry are a crucial component in assuring a positive guest experience. Moreover, it has also been observed that success in the hospitality industry depends on a variety of factors, including maintaining high standards at lodgings, attracting and retaining devoted clients, and generating new business. Thus, in light of these aspects, the aim of this research is to emphasise the importance of brand integrity. Also, the report will discuss the brand consistency standards used in the hotel chains, tactics to manage the reputation and processes to retain customer loyalty. 
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[bookmark: _Toc129219713]Consistency Standards in hotels
The main aim to keep brands consistent is to give customers a consistent experience. The operational and architectural standards that maintain the standard of hotels are basically the sum of their individual functions (Chung and Byrom, 2021). This help to guarantee that hotel administration consistently behaves professionally and in the interest of the customers. Because it ensures that guests will receive the best service and amenities, and thus consistency standards can be maintained. According to Bigné et al., (2020), hotels with a consistent company image last longer and attract more repeat business. For instance, Pan Pacific London is among the best hotels in the UK, so ultimately, their requirements are quite high. At the Pan Pacific, there are specific standards in the form of guidelines for how each division or department should operate (Pan Pacific, 2023). For example, for hiring new employees, the hotel set some criteria including the applicant must be fluent in English and have some computer literacy (Pan Pacific Careers, 2023). Despite offering a range of training options for its employees, Pan Pacific London does not hire people who do not possess the skills required for the open position.
 As mentioned by Chan et al., (2021), by upholding consistent standards, hotels can more easily gain the public's favour and retain returning visitors. The hospitality industry heavily relies on ISO standards, which encompass a broad range of topics including food and beverage, recreation, guest service, and hotel management. The standards for hotels can be very different based on the star rating of the hotel, location, and price range, among other things. Hotels in the UK are subject to a specific collection of regulations and laws. For example, Marriot, known as an innovative leader in luxury hospitality, adheres to the ecologically friendly ISO 14001 standard and is the largest hotel chain in the United Kingdom (Elliottm, 2021). The hotel effectively ensures outstanding environmental practices with the correct adoption of ISO 14001 standards. Similar certifications for environmental care and sustainability are available for management. Marriott is better able to participate in the creation of environmental policies and EMS procedures and ensure to have consistent standards (Dam and Dam, 2021). The guidelines apply to every single business unit of the hotel. The hotel does an appreciable job of upholding the requirement and guaranteeing the safety and purity of its cuisine. In order to track success and make necessary adjustments, the hotel has also adopted certified international standards for health and sanitation.                	
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According to Çizel (2015), reputation management is the process by which a brand influences and moulds the perceptions of its customers towards the brand and reflects a good reputation related to its goods or services. It involves monitoring and influencing how customers perceive a hotel brand, specifically in the contemporary competitive hotel industry. In the hospitality industry, reputation management is crucial because it is regarded as a potent instrument for boosting revenue by attracting new customers and keeping old ones loyal (Perez-Aranda et al., 2019). Establishing a positive reputation in the target market is crucial for increasing sales and, consequently, maximising income. It has also been examined that establishing a strong name for a hotel brand is crucial as it gives them an advantage over its competitors. Many hotel chains are considering this aspect like Marriot, Premier Inn and Londoner. Moreover, findings from various sources are evident that internationally renowned hotel businesses are also constantly embracing novel approaches and technologies that facilitate the achievement of predetermined objectives (Perez-Aranda et al., 2019; Çizel, 2015). One such hotel like Marriott, which used Revinate to monitor their online image (Insights, 2017). Another example is Londoner, one of the well-known hotels in the United Kingdom, uses the strategy to ensure positive engagement of customers. For this, the hotel uses social media smartly to stay connected with their clients by updating the customers via posts, events information and offers. Not only this, Premier Inn is another best example, as the hotel uses BART as a CRM tool to develop strong client relationships and, as a result, elevate the status of the hotel in its target market (Insights, 2017). 
González-Rodríguez et al., (2021) emphasised the significance of increasing customer satisfaction as a way to create a strong and favourable business image in the marketplace. In the hospitality industry, this is usually accomplished using tools for managing guest reviews. According to Magno, Cassia, and Bruni, managing customer reviews is an essential component of managing the hotel's image (Anagnostopoulou et al., 2019). A good review on one of these sites acts as free advertising for the business in the shape of word-of-mouth. However, negative comments can significantly affect how the public perceives a business. Considering this, The Claridge's Hotel also contributes to managing its reputation effectively. The staff of the hotel is highly skilled and committed to attending to each guest's requirements in order to make their stay as pleasant as possible (Claridge’s Hotel, 2023). Because the hotel believes that considering as well as fulfilling the needs of customers while they are staying at the hotel will help them manage the hotel's reputation in the eyes of the customers as well as the entire sector.  
[bookmark: _Toc129219715]Customer Loyalty in hotels
Studies revealed that customers are more likely to select one brand over another, based on the goods and services (Myo et al., 2019; Rather and Hollebeek, 2019; Anagnostopoulou et al., 2019). In the competitive market, customers who have grown emotionally attached to a brand are stronger to stick with it over competitors. These customers are most likely to purchase the most worthwhile products offered by the business. Customer loyalty is one of the top priorities because a loyal customer group has a much greater lifetime value (Li and Huang, 2022). This enables the brands to generate steady revenue over an extended length of time. When a consistent customer chooses one hotel over another, it demonstrates company loyalty. In most cases, the implementation of a rewards programme is just one of the many strategies used by hotel companies to encourage repeat business from their customers. 
For instance, the World of Hyatt reward programme. This allows customers to move Bilt points from Chase's Ultimate Rewards programme to Hyatt stays. Furthermore, IHG One Award is another excellent example of this trend; the business recently updated its co-branded credit cards with the help of this programme. Myo et al., (2019) claim that hotel loyalty programmes are a successful form of promotion for the hospitality sector as a whole because they help retain current customers while also attracting new ones. 
According to (Li and Huang, 2022), hotel loyalty programmes and rewards help businesses retain customers, which is advantageous for the financial health of hotels. This enables the hotel chain to provide higher-quality service to their customers, which in turn enhances their reputation and gives them a competitive edge. These sorts of tactics have also been used by well-known hotel chains to keep guests returning back. Like, The Marriot Bonvoy programme is intended to satisfy guests, just like the Ritz-Carlton and St. Regis, which have also adopted this approach (Elphick, 2022).
[bookmark: _Toc129219716]Conclusion       
In a nutshell, the findings discuss the value of hospitality standards and the importance of reputation management techniques used in the hotel industry. The report reflected that hotel chains that want to maintain their competitiveness must prioritise discovering new methods to retain customers. Due to the intense rivalry in the hospitality sector, businesses must use successful tactics that will help retain existing customers and draw in new ones. The importance of customer loyalty as well as the various strategies hotels employ to win and retain the loyalty of their visitors have also been discussed. Numerous case studies of hotels conclude that the use of social media and advanced tactics is helpful to increase customer loyalty, and ensures a positive reputation for the hotel. 
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Based on the above discussion, below mentioned are some recommendations for how hotel companies in the industry can keep growing.
· Businesses are advised to invest in customer-facing tools in order to better comprehend the requirements and needs of their customers.
· In order to boost their image, hotels should respond quickly and humbly to the concern of guests via social media tools.
· Implementing cutting-edge technologies like augmented reality can also increase efficiency and help give customers a better experience.
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