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[bookmark: _Toc129118769]Abstract
This report aimed to determine the relationship between a hotel's capacity to maintain high standards, have a stellar reputation, and attract repeat customers. Hotels may keep control of their reputation by maintaining a well-defined brand, responding quickly to customer input, and actively connecting with followers on social media. Hotels that want to expand their client base and keep the guests they already have will work to improve aspects such as their customer service, price, and loyalty programmes. These strategies can raise hotel profitability by retaining more repeat clients. This would result in increased revenue.
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All hotels must adhere to specific operational and service standards to preserve their brand, boost customer retention, and please customers. A hotel's standards include cleanliness, housekeeping, service, and security (Hotel Management and B, 2019). To maintain the hotel's standards, it is essential to manage its public image. This involves monitoring customer reactions (both online and offline) and reacting correctly to their concerns. Public relations and marketing activities may be included in the hotel's overall plan for controlling its reputation to enhance its image. A hotel's long-term success needs to cultivate a base of loyal clients (Chakravarti, 2018). This objective may be attained by providing excellent service, competitive pricing and discounts, and exceptional support. Moreover, hotels may use loyalty programmes to acknowledge repeat visitors and encourage their return.
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[bookmark: _Toc129118773]Purposes of Brand Consistency Standard
Brand consistency standards are implemented to provide consistent quality across all of the brand's customer touchpoints. It provides a firm with a recognisable identity in a crowded marketplace. Hotels must adhere to brand consistency rules because they rely heavily on their reputation and service quality to attract customers. Implementing brand consistency criteria ensures a consistent quality of stay for all hotel guests (Sheng Goh, Chattaraman and Forsythe, 2013). Even though each hotel chain caters to a particular customer and provides outstanding services, they may be of different quality. Every hotel must conform to specific requirements consistent with their brand's ideals and offer visitors a consistent experience (Luis Méndez, Oubiña and Rubio, 2020). 
Marriott Hotels, for example, has developed brand consistency guidelines used by all its properties. These standards include providing an ample and clean room, complimentary Wi-Fi, and complimentary beverages. Consumers may anticipate the same level of service at all locations due to these standard principles. The Hilton Hotels and Resorts group has also devised its property guidelines. These expectations include a friendly welcome, efficient service, and clean lodgings. With these principles in place, visitors can be sure that their stay at any Hilton site will be enjoyable (Wood, 2015).
The hotel and hospitality industry depends mainly on brand consistency requirements. They ensure guests have an excellent stay regardless of their chosen hotel (Li, 2021).
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[bookmark: _Toc129118775]How Hotels Manage their Reputation Effectively 
The following are some methods that hotels may take to control their reputation:
· A hotel's brand is its most valuable asset. Therefore it is essential to ensure it is well-defined and conveyed across all channels. Everything from the website's aesthetic to the lobby's furnishings to the tone of emails and social media postings is part of this.
· Hotels may show their dedication to customer service and prove they listen to guests if they respond swiftly to their comments and suggestions (Tesone, 2014). Hotels must also ensure that their employees are adequately educated to react to guest complaints and compliments.
· Social media is a potent tool for hotels to communicate with guests and develop connections with them. Hotels should maintain active profiles across the most popular social media websites to better connect with their clientele and actively engage with their followers.
· Hotels should actively solicit five-star evaluations from their guests and include them on their websites and review sites like TripAdvisor and Yelp. Customers might be encouraged to share their good experiences by offering them a free supper or a free night's stay in exchange for feedback (Wood, 2015).
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Hotels may gain a great deal from guest evaluations since they give insight into how customers perceive the hotel's service, facilities, and workers. Reviews may also impact the tastes of prospective hotel guests. Thus, the success of a hotel needs to establish a method for processing visitor feedback (Walker, 2013).
Essential components of effective guest review management include responding promptly to reviews and taking appropriate action in response to unfavourable feedback. It also includes communicating with customers who have left reviews and urging them to write positive ones (Heppell, 2015). If a hotel wants to maintain track of guest comments and feedback, it must delegate the duty of responding to online reviews to a dedicated individual or team.
[bookmark: _Toc129118777]Impact of Negative Reviews
There is no doubt that a hotel's reputation and occupancy rate will go down if only bad things are said about it online. According to research, online reviews are more important than personal recommendations (Rose and Blodgett, 2016). A single negative review can significantly affect a hotel's overall rating. Visitors still determining if they want to book a hotel stay may be turned off by the number of bad reviews they read online.
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[bookmark: _Toc129118779]How Hotels Build and Retain Customer Loyalty
The capacity of a hotel to offer service of high quality at reasonable rates is directly correlated to the hotel's success in attracting and retaining customers.
· Exceptional Customer Service: Hotels must provide excellent service to ensure that their visitors will continue to stay at the establishment. To accomplish this objective, companies may provide personalised experiences and services, respond quickly to customer questions, and provide helpful direction and support (Jhang, 2017). In addition, hotels are obligated to ensure that their staff members are adequately trained and knowledgeable about the facilities the establishment offers.
· Competitive Pricing: Hotels must provide prices comparable to other hotels in the area to maintain their customers (Witkowska, 2014). A package offer may include perks like a complimentary breakfast or Wi-Fi, or returning guests are eligible for a price reduction.
· Rewards and Loyalty Programs: It would be beneficial for hotels to establish customer loyalty programmes and rewards programmes (Czarniewski, 2014). Examples include accommodations that are either completely free or highly discounted, hotel upgrades, discounted rates on meals and drinks and invite to private events. For example, Hilton provides a loyalty programme that allows regular customers to earn points towards free stays, room upgrades, and other incentives with every one of their reservations. These points may be redeemed for free stays at Hilton properties.
In general, hotels have the potential to increase customer loyalty by concentrating on providing exceptional service and fair pricing, as well as incentives and loyalty programmes.
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One of the primary goals of every company should be to maintain client retention at the highest possible level. This may be accomplished by incentivising consumers who repeat purchase items or services, such as price reductions or other rewards programmes (Adisak, 2022). Loyalty from consumers makes them more likely to get actively involved with a company's products or services and boosts the possibility that they will promote the company to their friends and family. In addition, customer loyalty enables companies to understand better customers' requirements and preferences, which can be used in developing superior experiences and goods. Lastly, client loyalty benefits companies since it helps them establish a foundation of loyal customers who are likely to make more frequent purchases and spend more money.
Loyalty on the part of consumers is critical to the success of organisations, as it facilitates the development of long-term relationships with clients and increases the rate at which clients are retained. According to studies, the cost of acquiring new consumers is five times higher than the cost of retaining current customers; thus, companies must consider the loyalty of their existing customers (Putra and Suparna, 2020). According to research conducted by Putra and Suparna (2020), firms have the potential to improve their profitability by 25-95% if they successfully implement customer loyalty programmes. The same research also indicated that recurring customers spend an average of 67% more than new customers.
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· Hotels may differentiate themselves from competitors by giving visitors memorable, customised experiences.
· Hotels should provide discounts, loyalty programmes, and perks to increase repeat business.
· Hotel staff should have extensive training and be well-versed in all of the services they provide.
· To keep an eye on consumer feedback and preserve their standing, hotels should aggressively encourage customers to leave positive reviews on sites like TripAdvisor and Yelp and post their guest testimonials online.
· In addition to posting regularly, hotels need to interact with their social media followers to maintain a relationship with their clientele.
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· Keeping a hotel chain's locations portraying the same brand image may be challenging.
· Since bringing in new guests is much more expensive than keeping old ones, hotels must focus on keeping their current clientele happy.
· The effects of bad reviews on a hotel's reputation and occupancy rate should be considered.
· Hoteliers have challenges differentiating themselves from the crowd and providing customers with memorable stays as the number of establishments in the hospitality sector continues to rise.
[bookmark: _Toc129118783]Conclusion 
It should come as no surprise that maintaining high hotel standards, a positive reputation, and devoted customers are all crucial to the success of a hotel. Hotels must follow the criteria for maintaining brand consistency to maintain a constant level of quality across all their customer contact points. Reputation management is also vital since it is necessary for hotels to respond quickly to the comments provided by customers and to maintain active social media profiles. Last but not least, maintaining a loyal client base cannot be overstated since it directly contributes to a hotel's profitability growth. Hotels can guarantee that they deliver their customers the most excellent service and experiences by following the procedures given in this study. This will increase the possibility that consumers will return to the hotel.
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