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[bookmark: _Toc127890680]Executive summary 
The hotel industry can be analysed as a large subsection within the service industry, which aims to provide a memorable experience to its guests and customers by offering them excellent products and services. A key focus of this report is to describe hotel standards, reputation management and customer loyalty in a brief context to enhance knowledge and the level of understanding. Several examples have been used here to make strong the discussion.   
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[bookmark: _Toc127890681]Introduction 
In the business world, the hospitality industry makes its place bright because it covers a broad category of fields within the service industry that includes - travel and tourism, food and drink services, theme parks, event planning and lodging (Guerra-Montenegro, 2021). The goal of this industry is to provide an enjoyable experience to customers. The following report is going to demonstrate the context of hotel standards, reputation management and retaining customer loyalty by taking into consideration the examples of the hotel/hospitality industry. In y this report, a brief explanation has been provided of the purpose of brand consistency standards, effective guest review management, customer loyalty etc. Lastly, the report has provided a range of recommendations for hotels regarding market trends and also stated how to deal with the different obstacles of business.
[bookmark: _Toc127890682]Main findings 
The purpose of brand consistency standard
When we are telling about hotel standards; then, it is measured based on the operational standards (including – advertising, amenities offered to guests, staffing etc) and the physical standards (including – utility of leased personal property and fixtures and the quality etc). The hotel standard is influenced by the brand standard. According to Chung et al (2021), brand consistency makes sure that every brand is easily identifiable across all marketing channels along with tough points. It creates an organized consistent brand identity, a united experience for both potential and existing customers. It is analysed that the brand standards make sure a consistent experience for the customer. The expectations of customers change according to time and their desires. Thus, maintaining high standards across functions is crucial for all types of hospitality businesses, from independent restaurants to others. For the hotels and hospitality industry, the concept of brand consistency is significant because it makes sure that every touch point between customers and the brand supports its market position.

 Do all hotels have the same standards?
There are doubts about whether all hotels have the same brand standards or not. Using examples, it can state there is never equality in the brand strategy and brand quality of a five-star hotel (for example - JW Marriot, London) with a two-star hotel (like – Kensington Gardens Hotel). The Marriot brand represents trust, reliability, consistency and quality; on the other hand, Kensington Gardens Hotel focuses on direct bookings, general bookings, sales etc as there is no brand strategy or goal.

The ways by which hotels effectively manage their reputation 
Reputation management is undertaken as a practice, which not only influences stakeholders' perceptions but also impacts public conversations about organizations and brands. The factor is including monitoring conversations and perceptions, responding to reputation threats, and proactively seizing opportunities to increase reputation.
Ruiz-Equihua et al (2020) cited that hotel reputation management is all about influencing and monitoring how the hotel is perceived online. For instance – the Four Season Hotel Hampshire follows some steps such as keeping track of the review site, posting along with engaging on social media, amending the site for search and much more.
Significance of effective guest review management 
Hotels and the entire hospitality industry can protect their brand reputation, gather actionable intuitions about the guest experience, and hasten functional improvements in their properties (Prakash, 2019). The key benefits of effective guest review management include – 
· Increase customer retention 
· Boost engagement of customers 
· Deliver a good level of service 
· Enable better acquisition of customers (Lee, 2020)
It is evaluated that guest reviews highlight the weaknesses and strengths of the hotel. Therefore, the hotel can work on its weaknesses to change them into its strengths.

The impact of negative reviews
Negative reviews are just opposite of the positive reviews and it does not have any benefit. When guests or customers give negative reviews or negative feedback; then, it puts the establishment at risk of gaining a negative reputation overnight (Rhou, 2020). Following estimations, it is found that there is a risk of losing 22 per cent of bookings just because of the negative reviews. The impacts of negative guest reviews include - loss of potential customers (i.e. it seems to the loss of sales, loss of profits etc), low search engine ranking (i.e. it results that poor understanding of market cycles, hiring the wrong people as well as failing to analyse the competition), loss of revenue (i.e. it evaluates everyday rooms remain unoccupied, which interprets into lost revenue for a hotel room is simple), lack of trust (i.e. trust issues appear)and impacts of booking decisions (i.e. booking process is hampered). 
The ways by which hotels can build and retain the loyalty of customers 
The concept of customer loyalty now becomes very popular because it is directly related growth and development of business (Lemy, 2019). Customer loyalty is the desire and willingness of consumers to repeatedly purchase a product or make use of a service from an organization/company with which they had positive experiences and good associations. In simple words, customer loyalty is a result of a reliable pleasing experience, which leads customers to support one brand/brand's products and services over the others.
Taking into consideration the example of the Hilton hotel, in London, it is stated here how the hotel can build the loyalty of customers are – 
Firstly, exceeding the expectations of the guest
Secondly, providing excellent service to the customers 
Thirdly, responding accordingly to guest reviews and feedback in a positive manner.
Fourthly, making regular commitments to the improvements 
Fifthly, building associations with frequent travelers (Alketbi, 2020) 
Sixthly, analysing what guests wish for from a hotel

The way by which hotel cans retain the loyalty of customers are – 
Customer loyalty is important for the hotel to precede its business in the right way (Aluri, 2019). In regard to this matter, the Hilton hotel has considered loyalty programs (i.e. Hilton hotel – Hotel Rewards, Earn Profits and more) to customers beneficial to retain more customers, improving purchase frequency of customers, raising average order value customers, acquiring new customers, most effective up-selling and the cross–selling. 
 
The purpose of customer loyalty programs – 
As per Koo (2020), retailers and other businesses usually sponsor loyalty programs, which offer discounts, rewards & other types of incentives as a way to not only attract but also retain customers. They are intended to promote repeat business, offering individuals a reward for brand/store loyalty.
[bookmark: _Toc127890683]Conclusion 
This section of conclusion is important for the report, which provides a proper closure to the reader while reminding the reader of the contents and significance of the paper. Using examples of a range of hotels, the report states the function of brand consistency standards, and it also makes clear that all hotels do not have the same standards. Further, the report highlights all those ways by which hotels handle their reputation effectively. Negative reviews affect the image and brand quality of hotels. It is analysed that hotels consider different ways to build as well as retain customer loyalty.  At last, the report has provided essential recommendations on the area of consideration. 
[bookmark: _Toc127890684]Recommendations 
A recommendation report is written to recommend or propose the available options to fill a need or solve a problem. It’s one of the most important and useful sections of the report. In context to the subject area (i.e. hotel standards, reputation management and retaining customer loyalty), a recommendation has been provided on hotels regarding the market trends.  
Strategy suggestions for hospitality marketers – 
Firstly, needs to invest in SEO for the hospitality website 
Secondly, do not underestimate the data power 
Thirdly, define the unique value proposition 
Fourthly, reward the system of direct bookings 
Fifthly, map the journey of customers and have touch points across the way 
Sixthly, should focus on social media’s advantages 
Seventhly, needs to invest more money during the time of peaks season of booking
Besides, hotels can follow the actual customer feedback for analyzing the current market trends, which often gets through the surveys of customers.
However, there are some obstacles, faced by hotels or the hospitality industry – staff shortage and retention (i.e. shortages of staff is impacted the hospitality industry over the last some years and now become a significant business issue; therefore, staff retention is affected), living crisis cost (i.e. the exponential price rise impacts on the hotels and hospitality industry), meeting demand (i.e. meeting guests demands when businesses are dealing with the issue of staff shortage and rising costs is a hard challenge for this sector), environmental considerations (i.e. the climate calamity is at the forefront of the public’s conversation and mind) and increases in hospitality tech (i.e. the ongoing changes in the technological use, most specifically after the situation of pandemic create challenges for hotels and the hospitality industry).
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