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EXECUTIVE SUMMARY
Hospitality sector encompasses hotel industries which is responsible for hosting the guests by offering them staying amenities, food and beverages and other entertainment facilities. The report covers various factors which needs to be considered by hotel industries to create a reputed name in the market. The report emphasis on the concept of reputation management, hotel standards and customer loyalty. The report provides a recommendation which assists the hotels to stay ahead of its competitors during the changing market trend. 
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INTRODUCTION

Hospitality industries encompasses several sectors such as restaurants, hotels, amusement parks, casinos and others. The objective of hospitality sector is to earn revenue by hosting travellers and guests with its exceptional services (Parvez and et.al., 2022). Hospitality sectors includes guest services which refers to amenities and services provided to guests. Hospitality sector is broad industry which covers hotel industries which are responsible for serving and providing accommodations to travellers. The aim of the report is to analyse how hotel industries operates effectively in a competitive market (Karatepe, Aboramadan and Dahleez, 2020). The report emphasises on the standards of hotel, reputation management and building customers loyalty. The report covers the concept of brand consistency and its standards which aids the hotel industries in successfully delivering its services. The report also covers the concept of effective reviews management and discusses how hotels manage their reputation in the market. Further, obstacles faced by hotels due to trends in market and recommendations to overcome such challenges have been mentioned. 

Main Body

Objective of brand consistency standards
Brand Consistency refers to a practice of delivering the elements and values as per the promises made by brand. Brand consistency is important for hotel industries as it helps to build trust and loyalty with the customers (Moulard, Raggio and  Folse, 2021). It is important as it creates a recognition of the brand which empowers customers to opt for the same hotel again (Keller and Brexendorf, 2019). Objectives of brand consistency standards:
· Differentiate the hotel in market- one of the prime reason for which hotels adopts brand consistency standards is to differentiate its name in the market with other competitive hotels. 

· Builds loyalty- Consistency of brands brings out positive emotions of the guests as they are assured that best and quality services will be provided by the hotel (Rao and et.al., 2021) 

· Improves reputation- Branding consistency standards assure that hotel industry will provide exceptional services to its guests which are creative and innovative as compared to its competitors (Yang, Min and Garza-Baker, 2019).
· Revenues- Positive response from customers means satisfied guests which assures returning of the customers that will eventually lead the hotel industry to generate more higher revenues (Bankins and Waterhouse, 2019). 

Every hotel does not have same consistency standards they vary as per the nature and size of the hotels (Zhou and Dong, 2022). 
Significance of effective guest reviews management and how hotels manage their reputation
It is important for hotel industries to manage their reputation effectively so that there is a positive impact of hotel among its target audience (Neirotti and Raguseo, 2021). 

Hotels can manage their reputation effectively by adopting the following measures:

· Active use of social media- As people are actively using social media platforms it is a favourable situation for the hotels. Using social media platforms enables a hotel to visually showcase the brand and its offerings. The target audience can easily check the services of hotels from the comfort of sitting at home. 

· Considering valuable feedbacks- Feedbacks from genuine customers can be positive and negative. In order to manage the reputations, it is crucial for hotel industries to give due importance on positive and negative feedbacks as well because such negative feedbacks provide real opinion from customers (Shammout, 2020). 

· Avoiding conflicts and negative reviews- In hotel industries it is quite common to experience conflicts from certain customers which might affect the reputation. Such conflicts must be avoided in order to protect the image of the hotel (Ostovare and Shahraki, 2019). 


Negative reviews hamper the image of hotel which might result in loss of customers. From a recent study it has been observed that customers value negative reviews and ratings while opting for a hotel. 


Effective guest management entails a process wherein, reviews of guests are monitored which have been made on the official websites and social media platforms (Wang Sun and Wen, 2019). It is clearly important to manage the reviews of guests as it assists hotels in improving its online visibility. Reviews made by customers reflects certain areas which can be improved by taking necessary steps. Moreover, it accelerates the interaction of hotels with their guests.
How hotels retain customer loyalty
Trust of customers that the services provided are of best quality within the price range is termed as customer loyalty. It is an emotional connect of the hotel with its guests. Loyalty from customers is assured only when best services are provided which motivates the customers to stick with the brand and make repetitive purchases (Sotiriadou and et.al.,2020)


The prime reason for building customer loyalty is to retain the existing customers. Customers loyalty is not an instant response achieved by hotels rather, it is a result which is being derived from continuous innovations and satisfactory performances (Ji and Prentice, 2021). In order to build loyalty with customers, it is must for hotel industries to create an emotional connect with the audience.

Hotel industries adopts loyalty programmes which have been discussed as follows- 

· The Simple Point System- This is one the most widely used programmes used by hotels irrespective of its size and status. In this programme, hotels set a specific point for every purchase (night stays) which can be used by guests to earn rewards.

· Punch Cards- These are identical to simple point system except that the purchase is made for specific purpose. For every time a customer buys a meal, the card is punched by the hotel staff and when the customers attain a specific number of punches a reward is guaranteed. 

· Partnerships- Collaboration of hotels with other companies to provide auxiliary services refers to partnership programmes which helps to build customer loyalty. For instance, collaboration of hotels with renowned food restaurants. 

Hotels adopts these programmes to retain the customers within the hotel by providing them with rewards for every repetitive purchase. This reward attracts customers and encourages them to stick with the hotel. 
Obstacles faced by certain business and recommendations
It is must for every business organisations to consider the trends prevailing in market for providing exceptional services to its target audience. In context of hospitality and hotel industries, emphasises must be given on the current trends to cater the needs (Fiori and Foroni,., 2020). Hotel industries faces several obstacles due changes in the market:

· changes in customer's expectations,

· excessive competition in market

· Vague marketing strategies

· Poor customer satisfaction

· Lack of trained staff

Recommendations:

· Use of digital technology- With the evolution of time, customers actively prefer for digital competencies over traditional methods such as payment mechanism Ans other. Hotels and hospitality sectors must use digital technologies in every aspect (.Ahn and Yoon, 2020).  For instance, use of digital keys rather than traditional keys because it assures safety of guests. 

· Flexible cancellations- Hotels must provide flexible cancellation policies so that customers don't have to wait for refunds. The cancellation policies must be simple and easy to understand without complex terms and conditions (Miyazono and et.al., 2019).

· Ensuring safety- Guests arrives to hotels with their valuable luggage’s which is a prime reason of safety concerns for guests. The hotels must ensure proper safety of customers belongings. Other safety aspects such as foods and beverages must also be considered by hotel industries.

· Personalised experience- hospitality and hotel industries must maintain their websites in such an effective manner that it provides a real experience to the customers from the comfort of sitting at home. Hotels must post high quality videos and 360-degree view pictures that gives a holistic view of the hotel and its rooms to the customers.

· Post services- Hotels must focus on after services as these attracts the attention of customers and encourages them to stick with the brand instead of making a switch. For instance, giving complementary gifts when a guest leaves is a warm gesture and proving the customers with vouchers & coupons for their next visit will motivate him/her to come back.  
CONCLUSION 

From the above report it can be concluded that hospitality sector is a wider concept which encompasses hotel industries within it. There are several attributes which helps a hotel to conduct its operations and serve the guests by creating a renowned name in the market. In order to sustain ion, the market ahead of its competitors a hotel industry must consider several factors. Building customer loyalty is an important factor which will help in a favourable way as customers will opt for the same hotel rather than going for other hotels. Further, the report includes several factors which is to be considered for delivering valuable services such as brand loyalty and effective guest review management. It has been concluded from the report that hotel industries must give response to its customers valuable feedbacks. Both positive and negative feedbacks must be considered to implement positive changes in the hotel and give maximum satisfaction to the guests. The report includes several challenges faced by hotels due to change in market trend which urges potential customers to make a shift in their preference. 
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