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[bookmark: _Toc128928855]Summary 

The report discusses the critical elements that are necessary for ensuring the success of a hotel, which include maintaining high standards, managing reputation, and building customer loyalty. The report highlights that maintaining high standards is critical for ensuring customer satisfaction and loyalty. The purpose of maintaining consistent hotel standards across properties worldwide is to ensure that guests receive a similar quality of service and experience regardless of location. Reputation management is essential for maintaining a positive image, which can help to attract and retain customers. The report also mentions that all four hotel brands, Marriott, Hilton, Accor, and InterContinental Hotels Group, have established rigorous hotel standards that they strive to maintain across their properties worldwide. Finally, the report highlights that loyalty is critical for the success of hotels as it can lead to repeat business, positive reviews, and referrals. The report provides examples of loyalty programs offered by all four hotel brands that help build and retain customer loyalty by offering exclusive benefits and personalized service. 
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According to Ahmed et al. (2020), in the hospitality industry, hotel standards, reputation management, and building customer loyalty are essential components for ensuring the success of a hotel. In this report, we will explore each of these elements in-depth and provide examples of strategies that hotels can use to maintain high standards, manage their reputation, and build and retain customer loyalty. 
The hospitality industry is highly competitive, and businesses need to stay up to date with the latest trends to avoid falling behind (Aaker, 2002). One of the key trends in the industry is the use of AI to enhance customer experiences and improve operational efficiency (Xiang, Du, Ma, & Fan, 2020). Meeting customer expectations is also critical, with customers increasingly demanding personalized experiences and convenience (Sigala & Christou, 2020). Maintaining high hotel standards is another important factor, with cleanliness and safety now top priorities for many guests (Gursoy, Chi, & Lu, 2020). Reputation management is also crucial, as guests rely heavily on online reviews and ratings when choosing hotels (Kwok & Yu, 2020). Finally, fostering customer loyalty is essential in such a competitive industry, with loyalty programs and personalized offers proving effective in retaining customers (Berezina, Bilgihan, Cobanoglu, & Okumus, 2020). 
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[bookmark: _Toc128928859]Purpose of Brand consistency 


Hotel standards refer to the level of quality that a hotel provides to its guests. These standards include factors such as cleanliness, comfort, safety, and amenities. Maintaining high standards is critical for ensuring customer satisfaction and loyalty. Customers are more likely to return to hotels that meet their expectations. 
According to Su and Sun (2007) conducted a study on hotel rating system from a service quality perspective. The authors analysed the factors that contribute to hotel ratings and found that service quality is a key determinant of hotel ratings. Their research was published in the Cornell Hotel & Restaurant Administration Quarterly, the purpose of maintaining consistent hotel standards across properties worldwide is to ensure that guests receive a similar quality of service and experience regardless of location. This consistency can enhance brand image and loyalty by establishing trust with guests who know they can expect a certain level of service and experience from particular hotel brands Consistent hotel standards also facilitate operational efficiency and cost savings by streamlining processes and reducing the need for staff training and supervision. 
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Maintaining high standards is necessary for building a good reputation, which, in turn, helps to build and retain customer loyalty. Marriott, Hilton, and Accor have established rigorous hotel standards that they strive to maintain across their properties worldwide. Marriott's hotel standards have a set of guidelines that include room cleanliness, guest room amenities, food safety, and proper staff attire (Marriott, 2023). 
Hilton's hotel standards focus on guest experience, including service, comfort, and safety (Hilton, 2023).  
Accor's hotel standards include guest room amenities, food and beverage offerings, and sustainability measures. They have established guidelines for hotel design, staff training, and the use of environmentally friendly practices (Accor, 2023). 
IHG's hotel standards cover areas such as guest rooms, public spaces, and guest services (IHG, 2023). According to Baloglu and McCleary (1999, p-281), hotel standards are defined as "criteria established by the lodging industry to provide a consistent level of service and product quality for consumers”. 
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According to Lam, Hsu (2014). Managing reputation and reviews in the hospitality industry is crucial for maintaining a positive brand image and attracting new customers. Here are some strategies a hotel can use to manage its reputation and reviews: 
· Encourage guest feedback: A hotel can actively seek out reviews and feedback from guests through online surveys, email requests, or in-person follow-ups. 
· Monitor online reviews: A hotel should regularly monitor online review sites like TripAdvisor, Yelp, and Google Reviews to keep track of what guests are saying about their experience. 
· Respond to reviews: A hotel should respond promptly and professionally to both positive and negative reviews. Responding to negative reviews with empathy and a willingness to make things right can often turn a negative experience into a positive one. 
· Share positive reviews: A hotel can share positive reviews on its website, social media accounts, or in marketing materials to showcase its strengths and build trust with potential customers. 
· Train staff: A hotel should train its staff to provide excellent customer service and to handle guest complaints with empathy and professionalism. 
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All hotel brands actively monitor their reputation online and respond to customer feedback to maintain a positive image. Marriott and Hilton have dedicated social media teams that engage with customers and promote their brands. Accor has a social media monitoring team that responds to customer feedback and addresses any concerns promptly. InterContinental Hotels Group has a "Guest Relations" team that handles guest feedback and complaints. Negative reviews can have a significant impact on a hotel's reputation, and all four hotel brands take proactive measures to address negative feedback and improve guest satisfaction. Service recovery and loyalty have a significant influence on perceived service quality in the hotel industry in Spain. The authors suggest that effective service recovery efforts can enhance customer loyalty and ultimately improve overall service quality. This research was published in the Journal of Hospitality & Leisure Marketing (Gil et al., 2006). 
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All four hotel brands have loyalty programs that reward frequent guests with exclusive benefits and perks. Marriott's Bonvoy program offers members access to exclusive rates, free Wi-Fi, and room upgrades. Hilton's Honors program includes benefits such as free Wi-Fi, room upgrades, and late checkout. IHG's "IHG Rewards Club" offers members exclusive rates, early check-in, and late checkout. Accor's "ALL" loyalty program offers members access to exclusive rates, early check-in, and late checkout. These loyalty programs help build and retain customer loyalty by offering exclusive benefits and personalized service. 
Mummar, Jacobsen (2014) Building customer loyalty is critical for the success of hotels as it can lead to repeat business, positive reviews, and referrals. Here are some reasons why loyalty is essential for hotels: 
Increased revenue: Loyal customers are more likely to spend more money at the hotel, whether it's by booking more extended stays, upgrading their rooms, or using hotel amenities. 
Cost savings: It's more expensive for hotels to acquire new customers than to retain existing ones. Loyal customers can help reduce marketing and advertising costs as they often recommend the hotel to their friends and family. 
Positive reviews: Loyal customers are more likely to leave positive reviews on online review sites, which can attract new customers and improve the hotel's reputation. 
Brand advocacy: Loyal customers can become brand advocates, promoting the hotel through word-of-mouth and social media. 
Competitive advantage: Building customer loyalty can help hotels stand out from their competitors, especially in saturated markets. 
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This is an in-depth examination of the essential factors crucial to the prosperity of a hotel, which includes maintaining high standards, managing reputation, and fostering customer loyalty. The report highlights that each of the four major hotel brands - Marriott, Hilton, Accor, and IHG - has implemented strict standards across all their properties worldwide, which they continuously strive to uphold. The maintenance of high standards is vital in ensuring customer satisfaction and, consequently, loyalty. Reputation management plays a key role in maintaining a positive image that can help hotels in attracting and retaining customers. Customer loyalty is critical to the success of hotels as it can result in repeat business, favorable reviews, and word-of-mouth referrals. The report also provides examples of loyalty programs offered by all four hotel brands, which help to build and retain customer loyalty by offering exclusive benefits and personalized services. Lastly, the report notes that the hospitality industry is a highly competitive one, and it is essential for hotels to keep abreast of the latest trends, such as AI and personalized experiences, to avoid falling behind their competitors. 
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Hotels can stay competitive and relevant in a constantly evolving industry and meet the changing needs and expectations of their guests. 
· Prioritize safety and hygiene: Implement strict hygiene and safety protocols to ensure the safety of guests and staff 
· Promote wellness by offering healthy food options, fitness facilities 
· Implement environmentally friendly practices, such as reducing waste and energy consumption 
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