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[bookmark: _Toc129298392]Executive summary
The hotel industry is changing daily, and new trends are emerging continuously. Hotels have to focus on these trends to ensure a good customer experience and develop their loyalty. Hotels must put much effort into upholding industry standards, building a solid reputation, and winning back client loyalty. It has been determined that brand consistency requirements foster the cohesiveness necessary for a hotel to survive. Various brand consistency standards have been analyses, and their purpose has been examined. The standards allow the hotels to be consistent in their customer services so that they become the customer's choice. Furthermore, guest review management is an important aspect that hotels need to consider. A good review can be an excellent sign for the hotel because new customers can visit the hotel by seeing the review. At the same time, a negative review can disturb the hotel's reputation. Hence, hotels must implement various strategies for the management of reviews, especially negative ones. Customer loyalty is another critical aspect of hotels. Building customer loyalty is challenging, but retaining it is even more. Customers become loyal to a hotel when the services match their demands, but they might not revisit the hotel if they do. Hence, there are various strategies which can be implemented by hotels to retain customer loyalty and for keeping up with emerging market trends. Evolving according to the trend is necessary for the hotels. Hence, they need to implement strategies for surviving in the industry. 
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[bookmark: _Toc129298393]Introduction 
Due to the intense rivalry in the hotel industry, businesses must keep up with changes in the sector. Hotels use various methods and techniques to keep up with market trends, customer loyalty, and reputation management. The purpose of this report is to analyze the importance and purpose of band consistency standards. The importance of hotel reputation management and hotel guest reviews management will be examined. Furthermore, the ways and strategies through which hotels build and retain customer loyalty are analyzed. Lastly, some recommendations are provided for hotels to run according to market trends. 
[bookmark: _Toc129298394]Brand consistency standards
Hotels use brand consistency standards to make their services and operations consistent. The hotel's operations, guest experiences, and architectural details must meet the same high standards (Su and Reynolds, 2019). Hotels may scale up innovations by establishing operational guidelines that define how something will operate. This includes figuring out the optimum density, age, and size of guestroom cushions, which a guest should never bother about (King and So, 2015). Brand design rules provide uniformity in many aspects of the hotel, such as the availability of a desk and the placement of power outlets. Aloft hotels adjust its brand guidelines to match changes in patron behavior. For instance, Aloft Hotels' brand and design team talked with the ownership community when attempting to modernize the guestroom for the following generation of music fans and music creators to make sure they were creating a hotel of the future that satisfied their guests' needs (Toddy, 2020). They developed a brand standard that includes soft lounge seating with intended sightlines to the allocated area for live performances and high-voltage outlets for musical instruments. Owners and operators may now design spaces that draw locals, increasing their vibrant bar scene and boosting sales.
Different hotels have different brand standards and implement them to be consistent in their services and operations, resulting in customer loyalty. For example, Marriott International believes that staying consistent is the most important aspect for them. Pursuing greatness, putting people first, behaving with honesty, welcoming change, and serving the globe are some of their guiding principles (Marriott International, 2023). Brand consistency standards make customers happy and entice new investors and reassure existing investors and developers who recognize the critical need to develop exciting brands that will attract new and returning customers (Al-Msallam, 2015). When collaborating with operators and owners to create new brand standards or modify current ones, evaluating and striving to understand how a standard could deliver the optimal guest experience while also considering the operational and financial ramifications is essential.
[bookmark: _Toc129298395]Reputation management and guest reviews management by hotels
The practice of influencing public conversations and stakeholder perceptions about a hotel and its brands is reputation management. Managing guest reviews is essential for hotels because positive reviews can help the hotel grow. However, on the other side, if a hotel gets negative reviews, its reputation becomes terrible in the eyes of consumers (Proserpio and Zervas, 2017). Hotels will lose more money in lost revenue if they ignore the negative comments and reviews on the first page of Google search results than if they invest sufficient funds in effective hotel reputation management. Business owners sometimes spend years building a positive public picture of their company, only to be shocked by how quickly that reputation can be destroyed. Being proactive is the secret to achievement. For example, the Mandala Hotel is a model of excellence in Berlin. However, the hotels think that to remain competitive and provide a memorable client experience, they must operate in a sector where innovation is continuously changing and, as a result, customer demands are changing swiftly (Alliance, 2021). To enhance visitor experiences, the hotel makes use of the in-stay survey.
Nowadays, hotels implement strategies for keeping a good reputation, such as prioritizing review sites, watching for negative reviews, responding to bad ones, tracking social media, and encouraging happy guests to leave reviews (Whatman, 2021). A good hotel's reputation directly affects occupancy and revenue levels over the long term. The hotel may use technology to improve business, boost ratings, and stay ahead of the competition by utilizing web analytics. Hotel owners or quality managers at major chains have to be motivated or concerned by negative remarks from online sources. Today, everybody who has thought about a good or service can easily share it on social media (Zhang and Vásquez, 2014). These same travelers examine review sites and online sales channels to get the most effective rates or bargains and a more accurate impression of the hotel they are booking. The online reputation reflects the experiences of guests sharing their channel experiences. 
[bookmark: _Toc129298396]Building and retaining customer loyalty
Providing a superior client experience is essential for gaining a competitive edge in any industry. In this cutthroat environment, having a well-defined hotel experience management plan becomes crucial (Schulz, 2018). Brand loyalty is a metric to assess how committed a consumer is to a particular company., brand loyalty exists when consumers pick an established company's products above its competitors. In order to increase client loyalty, hotel marketers must provide guests with an experience that exceeds their expectations (Liat et al., 2014). The hotel is just halfway there with enhanced marketing strategies like boosting housekeeping standards and providing exceptional guest service through computerized check-ins or keyless entries. 
A superior hotel experience encourages reservations and repeats business. Hotels implement different strategies for building and retaining customer loyalty. For example, Marriott's personalized customer experience strategy encourages customer loyalty (Krajewski, 2022). Marriott was designed with a customer retention strategy in mind. Their loyalty program is designed to keep customers coming back for more. Also, it gives Marriott a way to watch out for its customers. By joining a loyalty program, a customer can personalize their interactions. Marriott employees maintain a lively presence in the members-only online community Marriott Insiders, where they often engage in two-way communication with guests (Krajewski, 2022). Members share tips for enhancing the site and discovering the most popular elements.
Giving the guests an exceptional experience that will stay in their memories and motivate them to book another room with the hotel should be the primary objective of the customer loyalty program. The guests' stay at the hotel can be made memorable, making them loyal to the hotel if they are satisfied with the services (Tas, 2022). Various steps which hotels can consider for building and retaining customer loyalty include:
· Creating a powerful first impression
· Making an emotional connection 
· Taking advantage of technology
· Giving goodbye gifts
· Rewarding customer loyalty
· Offering snacks and drinks
[bookmark: _Toc129298397]Conclusion
To conclude, this report aimed to analyze the importance of brand consistency standards in hotels. It has been examined that different hotels implement different brand standards for the smooth running of their operations and customer loyalty. Furthermore, the importance of reputation management has been presented. It has been evaluated that positive reviews help hotels build a good reputation. In contrast, a negative review can build a poor reputation for the hotel, due to which customers do not prefer it. Hotels manage their reputation effectively through different strategies because of their importance and effect on the hotel. Lastly, it has been examined that customer loyalty is one of the critical aspects of hotels. To keep the customers loyal to the brand, hotels can implement various measures, which are suggested in this report. Lastly, the trends in the hotel industry are changing daily, forcing the hotels to develop strategies according to the market trends. Hence, some recommendations are provided for hotels to implement according to the trends. 
[bookmark: _Toc129298398]Recommendations
The changing behavior of tourists is now intimately correlated with every single trend in hotel marketing. Nowadays, and this evolves every year, people need to conceptualize a brand differently than they did a few years ago (Joshi, 2023).
 There are various strategies and measures which can be considered and implemented by hotels to run their operations according to emerging market trends. These include:
· For a good reputation, the hotel should put the customer first, enhancing the experience even before they book a room. They should regard unfavorable reviews favorably, using them as a springboard for ongoing improvement.
· Hotels must invest in several activities, including developing a brand website, designing guest loyalty programs, and focusing on brand recognition. The ultimate objective should be to increase business and draw visitors to the location simply by calling it a hotel. Hospitality brands include hotel chains like Marriott, Le Meridien, and Taj Hotels & Resorts (Joshi, 2023).
· When hotels began developing their websites, quality content investment emerged as one of the leading trends in hospitality marketing. Moreover, as bloggers entered the picture, this tactic became more well-liked (Kumar, 2021). Hotels should concentrate on the evergreen marketing trend of hiring bloggers and professional writers to create high-quality content for them with correct SEO optimization.
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