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Executive summary 
The hospitality industry is a highly competitive market, and hotels need to keep up with the latest trends to stay relevant and attract customers. This report analyses three critical aspects of the industry: hotel standards, reputation management, and customer loyalty. Firstly, brand consistency standards are crucial to ensure that hotels maintain a consistent and recognizable image across all their properties. Secondly, reputation management is crucial for hotels to attract and retain customers. Effective guest review management is essential to maintain a positive reputation, and hotels must ensure they respond promptly to negative reviews to address customer concerns. Finally, customer loyalty is essential to the hospitality industry, and hotels should consider implementing loyalty programs to build and retain customer loyalty. These programs should offer unique and personalized experiences to differentiate them from alternative accommodations. The report also highlights the importance of adapting to market trends, such as sustainability, alternative accommodations, and health and safety measures. Hotels should prioritize implementing health and safety measures to ensure the safety of their guests and staff.
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The hospitality industry is a complex and dynamic industry that requires constant adaptation to remain competitive. With the increasing globalization and digitalization of the industry, it is crucial for hotels to keep up with the latest trends to ensure they deliver the kind of customer experience people want and expect (Rhou and Singal, 2020). The hospitality industry is a highly competitive sector, with a plethora of businesses vying for customers' attention like Airbnb. Therefore, it is essential to stay up-to-date with the latest hospitality trends and provide the best possible customer experience to stay ahead of the competition (Aznar et al., 2018). This report will explore three important aspects of the hospitality industry: hotel standards, reputation management, and customer loyalty. By exploring these aspects in detail, the report aims to provide practical recommendations to help hotels remain competitive and gain a competitive advantage in the industry.
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Brand consistency standards refer to the guidelines that ensure uniformity in a hotel chain's products, services, and branding across all its properties. These standards help to create a cohesive brand image, which can improve customer trust, loyalty, and recognition. Hotel chains can use brand consistency standards to ensure that customers receive the same quality of service, regardless of the location they visit (Mmutle and Shonhe, 2017). The purpose of brand consistency standards is to ensure that guests have a consistent experience across all properties and that the hotels maintain a consistent brand image. This consistency builds trust and loyalty with guests, who come to expect a certain level of service and amenities from the hotel brand (Su and Reynolds, 2019). For example, Marriott International has developed a brand consistency program called "M Beta" that tests new hotel concepts and technology across its properties. By implementing these standards, Marriott ensures that customers receive a consistent experience across all its hotels.
Not all hotels have the same brand consistency standards. Some hotels may choose to focus on offering unique and personalized experiences, while others may prioritize consistency across their properties. For example, boutique hotels often prioritize providing unique experiences that cater to their guests' specific needs and preferences. On the other hand, large hotel chains may prioritize consistency in service delivery and brand image.
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In the hospitality industry, reputation management is critical. Positive reviews and ratings can boost a hotel's reputation and attract more customers. In contrast, negative reviews can severely damage a hotel's reputation and drive customers away. Effective reputation management involves monitoring online reviews and responding to them in a timely and appropriate manner (Proserpio and Zervas, 2017). Reputation management is crucial for hotels to attract and retain customers. With the increasing use of online review platforms such as TripAdvisor and Yelp, guests have a platform to share their experiences and opinions with a global audience (Dinçer and Alrawadieh, 2017). Therefore, hotels must manage their reputation effectively to ensure that they maintain a positive image and attract new customers.
Effective guest review management is essential to maintain a positive reputation. Hotels must respond promptly to guest reviews, whether positive or negative, to address customer concerns and show that they value guest feedback (Mohammed and Rashid, 2018). By responding to negative reviews, hotels can show that they take customer feedback seriously and are committed to addressing any issues that arise.
Hotels can manage their reputation by investing in online review management tools that can track reviews and ratings across multiple platforms. These tools can also help hotels respond to reviews and address any negative feedback. Effective guest reviews management is essential because it can help hotels to identify areas for improvement and take corrective action (Li, Cui, and Peng, 2017).
Negative reviews can have a significant impact on a hotel's reputation. It is often found that every traveller before traveling check and consider online reviews on website such as TripAdvisor (Nicoli and Papadopoulou, 2017). Maximum travellers would not book a hotel with no reviews and would read at least six to twelve reviews before making a booking. Therefore, hotels need to address negative reviews promptly and appropriately to minimize their impact.
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Building and retaining customer loyalty is crucial in the hospitality industry. Loyal customers can be a significant source of revenue, as they are more likely to return and recommend the hotel to others. Hotels can build customer loyalty by providing excellent customer service, personalized experiences, and loyalty programs (Mohd et al.,2017). Therefore, hotels must build and retain customer loyalty by providing excellent service and offering loyalty programs that incentivize guests to return.
Loyalty programs are a popular way for hotels to build and retain customer loyalty. These programs reward guests for their loyalty by offering exclusive perks, such as free room upgrades, early check-in, and late check-out (Sánchez-Casado et al., 2019). Loyalty programs can also provide guests with points or rewards that they can redeem for future stays or other benefits. The purpose of loyalty programs is to incentivize guests to return to the same hotel or brand for future stays (Anabila et al., 2021). By providing exclusive perks and rewards, hotels can build a strong relationship with their guests and encourage them to become loyal customers.
For example, Hilton Honours is a loyalty program that allows members to earn points for stays at Hilton hotels. These points can be redeemed for free nights, room upgrades, and other benefits. By offering a loyalty program, Hilton can incentivize customers to stay at their hotels and keep coming back.
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The hospitality industry is constantly evolving, and hotels need to keep up with the latest trends to remain competitive. One of the biggest market trends is the shift towards sustainability and eco-friendliness. Customers are becoming more environmentally conscious and are looking for hotels that prioritize sustainability. Therefore, hotels that prioritize sustainability can gain a competitive advantage.
Another market trend is the rise of alternative accommodations, such as vacation rentals and home-sharing services like Airbnb. Hotels should consider adapting to this trend by offering unique and personalized experiences that differentiate them from alternative accommodations (Heo, Blal, and Choi, 2019). For example, hotels can offer specialized services and amenities, such as on-site restaurants, spas, and fitness centres, that vacation rentals may not be able to provide.
Moreover, the COVID-19 pandemic has significantly impacted the hospitality industry, with many hotels experiencing a decline in bookings and revenue. Therefore, hotels should prioritize implementing health and safety measures to ensure the safety of their guests and staff (Gursoy and Chi, 2020). This can include providing hand sanitizers, increasing cleaning frequency, and implementing contactless check-in and check-out procedures.
To remain competitive in the hospitality industry, hotels must adapt to changing market trends and consumer preferences. Some recommendations for hotels regarding market trends include:
· Emphasize sustainability: With growing concerns about the environment, hotels must emphasize sustainability by implementing eco-friendly practices and offering sustainable amenities.
· Focus on technology: Technology is becoming increasingly important in the hospitality industry, and hotels must leverage technology to improve the guest experience (Phillips et al., 2017). For example, hotels can use mobile apps to allow guests to check in and check out remotely, order room service, and access hotel amenities.
· Cater to the millennial market: Millennials are a growing segment in the hospitality industry, and hotels must cater to their preferences by offering unique experiences, such as food and beverage events, and incorporating technology into their offerings.
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In conclusion, the hospitality industry is highly competitive, and hotels need to keep up with the latest trends to remain competitive. Hotel standards, reputation management, and customer loyalty are crucial aspects of the hospitality industry that can help hotels to attract and retain customers. By implementing brand consistency standards, managing their reputation effectively, and building customer loyalty through loyalty programs, hotels can gain a competitive advantage. Moreover, hotels should adapt to market trends such as sustainability, alternative accommodations, and health and safety measures to remain relevant in the industry. Hotels must maintain brand consistency, manage their reputation effectively, and build and retain customer loyalty to succeed in the industry. By leveraging technology, emphasizing sustainability, and catering to the millennial market, hotels can remain competitive and gain a competitive advantage in the industry. However, smaller hotels may face obstacles such as limited resources, increasing competition, and staffing challenges that make it challenging to remain competitive. By addressing these challenges and implementing practical recommendations, hotels can succeed in the hospitality industry and provide excellent service and experiences to their guests.
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