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Executive Summary
The following report focuses on comprehending the intricate topics of hotel management like hotel standards, customer loyalty, and reputation management. The assessment of brand standards has been done in the report to evaluate the purpose of the same. Further, the report also helps in understanding why hotels manage their reputation and the role customer review plays in this. The process through which brands retain customer loyalty is also explained in the report. The report is completed by assessing and analysing the case study of different hotels and understanding the processes they have used previously. 
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[bookmark: _Toc125123017]Introduction
The hotel and hospitality industry is a complex one, and the brands work hard every day to maintain their reputation and ensure they receive positive reviews from customers. This is because positive reviews help in increasing customer loyalty and more people retain the brand. Hotel brands also use various methods like managing reviews, engaging with the clients, and optimising their site for search continuously to maintain their reputation. The following report will be focusing on evaluating the purpose of maintaining brand consistency standards by large-scale hotel brands across the world. Further, the primary objective will also be to understand how they maintain their reputation and retain customer loyalty. 

[bookmark: _Toc125123018]Purpose of brand consistency standards 
Brand consistency is the process through which brands ensure that they are presenting their company similarly across all marketing channels. The primary purpose of this is to unify the message and image of the brand and showcase it to all consumers through the same lens (Paun, 2022). Businesses in the hotel and hospitality industry gain several benefits through maintaining effective brand consistency. These include: 
Increased customer loyalty and trust: One of the most significant factors in the hotel industry is to retain the trust of the customers and ensure they are loyal to the brand. This is because the existing customers provide more business to the hotel businesses than new consumers can. Thus, consistent and good branding allows the business to create a personality that lures the consumers to interact with the brand frequently (Heppell, 2015). 
Become distinct from other businesses: Another factor that plays a major role in determining the success of a hotel brand is to overcome competition and ensure they are offering the services better than their competitors. Consistent branding standards help a business in distinguishing itself from other companies in the industry and give the customers an emotional reason to choose the business. It can also extend up to creating an emotional relationship with the brand which also helps in increasing customer loyalty (Arruda, 2016). 
Building brand authority: A big-scale hotel business should also have the brand authority which can help in becoming the leader of the industry and setting standards for other businesses. 
[bookmark: _Toc125123019]Brand Consistency Standards of Different Hotels
[bookmark: _Toc125123020]The brand consistency standards of every hotel business are different. Several large-scale businesses run a brand standard audit which helps in ensuring that all standards are in compliance (Campbell, 2022). They set out certain standards that every hotel of the business located in different parts of the world should meet and provide a uniform guest experience all across the world. As Brand Consistency Standards play a critical role in maintaining brand identity and equity, every business focuses on following them uniformly. How hotels manage their reputations
The significance of managing the reputation of any hotel is high as it attracts more people towards the business. The management of a hotel's reputation now is the process of monitoring and controlling the perception of the business on the online platform (Wood, 2015). The various ways through which hotels manage their reputations are:
Keeping track of all review sites: All hotels focus on responding to both good and bad reviews given by consumers on the online platform. Every consumer that leaves a hotel and experiences its services reviews it on different platforms across the internet. Responding to reviews of guests who have not been happy with a bad experience will instil trust in the customers in the brand (Lacalle, 2021). The hotels often focus on re-inviting guests with bad experiences by providing them with good offers. 
Engaging with the consumers in real-time: Social media is a great platform for building relationships and engaging with guests and planners. Brand Loyalty is increased with the help of authentic communication and interaction between the business and prominent consumers. Every business should have its online profile on social media accounts which should be handled by marketers. Those profiles should be active and showcase all recent offers of the business to the consumers. The business employees should be available on the website, telephone, and social media platforms, which in itself helps to enhance brand reputation and gain competitive advantage. In addition, hotels also focus on including the feature of live chat on their websites as more people like to talk to the brand on live chats regarding any of their complaints. The hotel’s reputation will be affected a lot by bringing in factors like attention to detail and authenticity within the engagement processes (Boley, 2020). 
[bookmark: _Toc125123021]Significance of effective guests review management
Every person makes a purchasing decision, preferably based on the reviews of someone who has already used that product. Having and receiving reviews from the guests is valuable for both the business and future guests. Customers of the hotel industry make the decision of staying with a hotel based majorly on the type of reviews they see on the online platform of that hotel (Swarbrooke and Horner, 2011). Thus, it is the responsibility of the business to respond to each and every review and ensure that there is maximum transparency between customer contacts. The direct benefits of effective guest review management are that it helps in improving the online visibility of the business, it outlines the things that can be improved, it increases consumer engagement, and it acts as a free marketing tool for the business (smarthotel, 2020). 
[bookmark: _Toc125123022]Impact of negative reviews
According to the study by the University of Worms in Germany and ITB, 35% of people online would refrain from booking a room in a hotel if they find negative reviews about it. Any hotel business directly loses 22 per cent of the total booking it would acquire if it has negative reviews about its facilities and services on any of the online platforms (Vallen and Jerome, 2014). This figure even increases exponentially if people find that there are several reviews posted about the business in different portals, which can lead to up to a 70 per cent loss of guests (revinate, 2022). This means that handling the reputation of the business is crucial to determine what kind of customer flow it would have. 

[bookmark: _Toc125123023]How hotels build and retain customer loyalty 
The hospitality industry is among the most competitive ones in the whole world. It is often challenging for businesses to retain guests and encourage them to come and stay at the same hotel again. This is why hotels are always looking to have strong and effective customer loyalty programs which help in increasing guest retention and increase customer loyalty (Campbell, 2021). This can be largely done by enhancing guest perception, and guest experience, and improvising the hotel services. However, the other ways to do so are:
1. Exceed the guests' expectations by offering personalised and customised services, which large-scale brands do.
2. Provide the best customer service by solving every complaint of the client instantly and treat them with respect throughout the stay even if their behaviour is rude. 
3. Building effective relationships with frequent travellers is also an excellent way to retain customer loyalty. This helps in bringing in existing customers which is less costly for the business. This is often done by tracking the activities of customers on social media platforms and sending out personalised marketing messages. 
4. Creating a more emotional marketing campaign also helps a business in establishing a strong relationship with the business. People often choose or prefer to deal with a business that is more inclined towards doing better for society with the profits they make or provide them with the services with the least waste produced. The marketing campaigns of hotels should showcase what good they are doing which might make the customers loyal to the business. 
[bookmark: _Toc125123024]Purpose of customer loyalty programmes
The primary purpose of customer loyalty programmes is to boost sales growth and bring in more business. People are often attracted towards offers and discounts which is provided in customer loyalty programs (Walker, 2013). However, building an effective and long-term relationship is also a goal for creating and implementing effective customer loyalty programs which will ensure that the customers return to the business no matter what part of the world they travel to. They act as brand advocates and market the brand without any cost, benefiting the business in several ways (forbes, 2022). 

[bookmark: _Toc125123025]Conclusion
The above-conducted report has vividly discussed the purpose of maintaining brand consistency standards, which helps in becoming recognisable, communicating the culture of the business, and establishing trust among the customers. In addition, the report has also helped in comprehending the significance of managing guest reviews effectively as it helps in increasing customer satisfaction levels and enhancing the reputation of the hotel brand. The report has elaborated on the process which hotels use for retaining and building more customer loyalty, along with shedding light on its purpose. According to the findings the purpose is to lower the costs of bringing in new customers and make the existing ones the brand ambassadors for the business. 

[bookmark: _Toc125123026]Recommendations
1. Set and follow consistent brand standards: According to the above analysis, every hotel business should focus on maintaining appropriate hotel standards that are consistent throughout all platforms. It creates an effective image of the brand in front of the customers and ensures that they will receive good services from the brand no matter what. 
2. Conduct business with a strong reputation management system: The focus of the business to avoid high competition should also be to ensure its reputation within the market is intact. Several businesses are facing troubles due to not being able to maintain their reputation in the hospitality market. Thus, every hotel business should aim towards avoiding negative reviews. 
3. Implement effective customer loyalty programs: Customer loyalty programs like Marriott Bonvoy have helped the Marriot International Chain to accomplish new heights (Krajewski, 2022). The other businesses should also focus on how they can strategise and implement an effective customer loyalty program which will help in retaining its maximum number of employees, a factor tough to maintain by hotel industry businesses. 
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