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Executive Summary
In the global hotel industry, competition is severe owing to the abundance of hotels and variety of available hotel kinds. Hotel Chain, Hilton Worldwide, InterContinental Hotels Company (IHG), AccorHotels, and Hyatt Hotels Corporation are among the world's most prominent hotel firms. These hotels provide accommodation, eating, and conference facilities to international travellers. Prices, brand awareness, customer service, and eco-friendly activities are all competitive factors. Due to the fast rate of change in the hospitality industry and the proliferation of new entrants, it is essential for the leading players in the global hotel industry to anticipate and adapt to changing customer preferences and market conditions.
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Global hotel players are large companies that own and operate hotel chains around the world. These companies are often publicly traded, and typically have multiple brands under their umbrella. Examples of global hotel players include Marriott International, Hilton Worldwide, InterContinental Hotels Group, Wyndham Hotels & Resorts, and Accor Hotels. Global hotel players are involved in all aspects of the hospitality industry, from owning and managing properties to marketing, customer service, and more (Bilozubenko, Polyakov and Shablii, 2021). They have a large presence in major cities around the world and are often leading the way in modern hospitality services. As the hospitality industry evolves, new players are emerging all the time, offering innovative services and experiences to attract customers. However, these global hotel players continue to remain competitive by adapting to changing customer preferences and market conditions. With a focus on sustainability, personalized experiences, and high-quality service, these hotel players continue to set the standard for the industry (Jones, Hillier and Comfort, 2014).
[bookmark: _Toc127566318]Brand Consistency Standards
The term "brand consistency standards" refers to a set of tenets that businesses should follow to make sure their brand is consistently represented in all of their communications (Roy et al., 2019). Brand consistency refers to an organization's efforts to keep its name and logo constant in appearance and quality throughout all of its many mediums of communication. Logos, typefaces, colours, messages, and images are all part of the larger picture of brand consistency, therefore it's important to have clear rules for how to implement them. These rules serve to maintain a consistent visual and tonal style across all promotional materials, whether they are distributed digitally or in print. Standards for maintaining brand coherence are not fixed, but rather they develop through time to accommodate shifting tastes and preferences. To be sure, not every hotel follows the same high standards. The standards that a hotel adheres to are one of a kind and are based on the hotel's brand, intended clientele, and service goals. One kind of hotel may have lower quality requirements than another. There may also be variations in standards across hotels in the same hotel chain or brand, depending on the company's criteria. All hotels, regardless of price range or chain affiliation, are expected to meet a minimum degree of quality. Among these norms include making sure guests are safe and secure, assuring them of a pleasant stay, and offering excellent service to them. Besides these fundamentals, hotels may have various expectations for things like the quality of the food and drink provided, the cleanliness of the premises, the competence and friendliness of the employees, and the overall visitor experience (Roy et al., 2021).
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Numerous strategies exist for efficient hotel reputation management. Providing first-rate service to customers and often going above and beyond their expectations is a great start. It is possible to do this by providing enough training, fostering a welcoming atmosphere, and ensuring that all employees are well-versed in the hotel's services and facilities (Juliana et al., 2021). Reputation may also be managed by keeping an eye on and responding to customer reviews and comments. To do this, you must keep an eye out for any unfavourable comments on social media or review sites, and deal with them in a mature and appropriate manner. It's great to see that the hotel cares about its visitors' feedback and is willing to address both good and negative comments (Becerra-Vicario et al., 2022).
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Hotels need a system in place for tracking and managing input from guests if they are to properly manage guest reviews. You can do this by having someone keep an eye on review sites, quickly reacting to guest comments, and adapting your business model based on what you learn from your customers (TrustYou, 2022). There is no way to emphasize the significance of properly managing customer feedback. Online reviews have become more important to modern customers, and the hotel industry is no different. It's important to keep in mind that although both good and bad evaluations may affect a hotel's business, it's the former that tends to have a more noticeable impact. Keeping your internet reputation in good shape and earning the confidence of prospective consumers requires diligent review management (resmio, 2021).
[bookmark: _Toc127566321]How to Manage Negative Reviews
The reputation of a hotel might take a serious hit if guests start complaining about it online. They may discourage prospective visitors from making a reservation, tarnish the hotel's reputation, and spread unfavourable word of mouth. The hotel may learn from their mistakes and demonstrate they care about their guests' complaints by responding to criticisms posted online. However, bad comments on review sites may have a lasting impact on a hotel's popularity if not handled effectively (Xu, Zheng and Yang, 2023).
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Among the many strategies hotels may use to attract and keep patrons, notable ones include:

1. Among the most effective strategies for attracting and retaining customers is to provide outstanding service. This involves being approachable, quick to respond, and concerned about the visitors' satisfaction. Going the extra mile for visitors is one way hotels can earn their trust and loyalty (Diren et al., 2013).

2. In order to keep guests coming back, a lot of hotels have loyalty programs set up. These loyalty programs incentivize repeat stays by providing benefits including free stays, room upgrades, and special rates.

3. Hotels may set themselves apart and provide visitors with a one-of-a-kind experience by emphasizing individualization in service. This may be done in a variety of ways, such as by making particular suggestions for guests, keeping track of their preferences, or delivering one-of-a-kind services or facilities (Mohammad, 2022).

4. The use of technology to improve the stay for visitors may help create loyal customers. Contactless check-in and check-out, smartphone applications for accessing hotel information and services, and in-room technology like smart TVs or virtual concierge services are just a few examples of how hotels are using technology to improve the visitor experience.

5. Hotels should often ask visitors for their opinions and address any difficulties or complaints they may have. This demonstrates the hotel's dedication to its customers' feedback and their desire to improve their stay (Chen et al., 2023).

6. While price isn't the sole element in determining customer loyalty, providing competitive prices and promotions may entice visitors to book with the hotel again and assist establish long-term loyalty (Radwan, 2022).

Overall, a dedication to delivering exceptional customer service, individualized experiences, and the use of technology to improve the visitor experience is necessary to establish and maintain client loyalty. Hotels that place a premium on guest happiness and connection development are more likely to develop a devoted clientele that will book with them again and again (Silva et al., 2021).
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Hotels need to keep an eye on the most recent developments in the industry in order to maintain their competitive edge and make the most of emerging prospects. There are several major trends that are crucial indications of how the hospitality business is evolving. Some of these trends include the advent of the sharing economy, the increase of digital marketing, and the rising need for individualized experiences. Hotels should make it their mission to keep one step ahead of the competition by providing guests with facilities and services that are in line with the most recent fashion trends and appeal to the guests they are trying to attract. In addition, in order to maintain a connection with their clientele and provide them with individualized services and activities, hotels need to make investments in technology. In conclusion, in order to meet the ever-evolving requirements of their clientele, hotels really have to give some thought to expanding the scope of the services they provide by, for example, introducing brand new services or forming strategic alliances with other companies (Marisetty and Babu, 2021).
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The administration of the hotel as well as the provision of exceptional service to the customers are two of the most essential aspects of running a successful hotel. It is possible that knowledgeable hotel management and attentive care to customers would result in a positive experience for hotel guests as well as enhanced customer loyalty. By recognizing the significance of excellent customer service, working to develop a customer service strategy, and making certain that all staff members receive adequate training in providing excellent customer service, hotels can ensure that their attendees are satisfied and that their organisation is successful.
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