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Executive Summary
This entire study has focused on the hospitality industry as well as different hotels concerning reputation management, customer loyalty, and hotel standards. This report has shown that it is the responsibility of every hotel to maintain their reputation properly by providing their services in a standard way. Customers always look after the standard and quality when they book the hotels for their staying purpose. Hence, to build customer loyalty, it is indeed important to maintain customer relationships as well as the quality of their services in a proper manner. Furthermore, through this report, one would be able to understand how the hotels can solve several issues regarding market trends by considering several recommendations. 
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1. [bookmark: _Toc128670794]Introduction 
The hospitality industry plays an important role in today’s society as tourists or any business professionals, hotels and restaurants already has become an integral part of their life. Without considering the roles of the hospitality industry, the overall business industry won’t be able to operate with more efficacy. In recent times, it can be seen that the hospitality industry faces several challenges, and competition among hotel brands is high across the whole industry. Now, these competitions can be seen in terms of reputation management, customer loyalty, standards, and quality which should be considered by the management of the hotel brands on a serious note. This report will discuss these matters to identify the factors which can drive the hospitality industry toward its success. 














2. [bookmark: _Toc128670795]Key Findings
[bookmark: _Toc128670796]2.1 Discussion on Brand Consistency Standards
[bookmark: _Hlk128180036]Brand consistency is about being recognizable, establishing trust, and communicating personality (Arruda, 2016). This helps customers get to know the brand on a more personal level. Brand guidelines contain the story of a brand by discovering language, communication, audience, and visual elements (Paun, 2022). These items are meant to represent and speak for a company.
[bookmark: _Toc128670797]2.1.1 Purpose of Brand Consistency Standard
Brand standards always are considered an important aspect of every hospitality brand; hence, they should consistently maintain their standard in this context (Foroudi, 2019). It can be stated that brand consistency standards always tend to ensure the customer experience within the industry (Gao et al. 2020). Maintaining brand consistency standards effectively can easily attract customers so that during their visit those customers can understand what services they can expect and which way. Consistently maintaining brand standards can help the hotel brands to protect their enormous investments which have been made by them in a different manner (Arani and Shafiizadeh, 2019). This can ensure the customers that they have already made the right choice by choosing this brand.
Every hotel brand needs to maintain its standards properly, but at the same time, this should be noted that the brand should be trustworthy and dependable. A brand is a set of memories, expectations, relationships as well as stories that can be consumed together by the consumers while these are all provided by the company in this context (Lai, 2019). Hence, these factors should differ from one another for each of the hotel brands, but they should provide all these according to the customer’s preferences. 
According to the study of J.D. Power North America Hotel Satisfaction Index, the most important factors are communication and cleanliness regarding guest expectations. (J.D.Power, 2020). For impatient guests, the Marriott Mobile App (Figure 1) has features like text messages or check-in alerts that notify guests when the room is ready (Mobile Connect, 2021).
[image: ]
Figure 1. Marriott Mobile App (check-in alert)

[bookmark: _Toc128670798]2.2 Discussion on Hotel Reputation 
A brand's value is equal to its reputation (Veres, 2018). The only factor that can be influenced in the brand's favor is the emotions they convey to consumers.
[bookmark: _Toc128670799]2.2.1 Managing Reputation in Hotels
There are some ways through which hotels can manage their reputations more effectively. Whether it is a national hotel or an international hotel brand, it should stay active on social media. By accessing social media more frequently manner, the hotel brand can enhance its target customer base and reach more new customers (El-Said, 2020). In this way, they can easily enhance their value which further helps to maintain their brand reputation. For example, the Four Seasons hotel chain, shares pictures posted by customers on their Instagram account using the hashtag (#FourSeasons) (Figure 2) (Senouci, 2019).
[image: ]
Figure 2. Four Seasons Hotel Instagram bio

Thus, the hotel creates the user's importance and connection with the guest.
Hotels should give their all focus on digital marketing, hence, by creating a proper and strong strategy, a company can easily optimize their website for searching purposes which can further garner some new good reviews (Touni et al. 2020). To build brand loyalty, the hotels and their management should engage with their audience in real-time, hence, they should ask for the review and should provide the services or products according to the customer’s reviews, preferences, and demands.
[bookmark: _Toc128670800]2.2.2 Importance of Effective Guest Reviews Management
By connecting guests from different ranges across the world, effective review management can help to increase customer loyalty (Pollák et al. 2019). This can further increase traffic and bookings and guests can feel more confident while booking the hotel as per their demand which can increase the standard of the hotels.
With over 350 million monthly visitors, TripAdvisor proves to us that reviews have become essential in the travel research process (Anderson and Han, 2016). Approaching the reviewed subjects to allow for improving customer satisfaction.
[bookmark: _Toc128670801]2.2.3 Impact of Negative Reviews 
According to Forbes, before paying for a product/service, 90% of consumers read online reviews (Erskine, 2017). In the hotel industry, online reviews are essential for customer who wants to make a reservation. Trivago’s blog shows that reputation directly affects hotel revenues (Figure 3) (Sergi, 2017). 
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Figure 3. The Guest Ratings on Different Reservation Sites

Hotels can lose their brand reputation within the market, which can further negatively impact the customer’s minds. 
It is very important to respond to bad reviews because subsequently the company's evaluations increase (Erskine, 2018). This is one way to end potential bad reviews in 
[bookmark: _Toc128670802]2.3 Discussion of Customer Loyalty 
The quality of the services influences the consumer's loyalty (Budianto, 2019). For example, a client chooses every time Harvester, even if the restaurant is located 16 km away. This means a loyal customer base and continuous relationships between consumers and the brand.
[bookmark: _Toc128670803]2.3.1 Building and Retaining Customer Loyalty
The guests or customers always prefer extra services along with their regular services or products. This kind of situation can exceed the expectations of the guests and on their next trip, they choose the same hotel brand.
The customer service of the hotels should be efficient and excellent. If any issues are faced by the customers during their staying time with the hotel, those issues should be solved as early as possible by the management of the hotels (Gunawan, 2022). Moreover, hotels should provide everything as per the customer’s demand and service to maintain their goodwill within the industry.
The management of the hotels should commit to their customers regarding regular improvement and in real-time, those improvements should be met without any constraints (Juanamasta et al. 2019). By improving their services and products regularly, they can easily maintain their reputation and customer loyalty within the industry.
[bookmark: _Toc128670804]2.3.2 Purpose of Building and Retaining Customer Loyalty
The key purpose of the hotels to build and retain customer loyalty is to increase their brand visibility as well as brand reputation which can further give them some industry exposure in this context (El-Adly, 2019). Developing customer relationships properly can strengthen their position in revenue generation in this situation. 
The efforts to maintain the most valuable customers justify the considerable investments in loyalty programs, to reduce the transfer of customers and maintain them in the long term (Lisa, 2015). For example, Marriott's loyalty program started offering points and money with which customers can buy plane tickets, car rental payments, or travel insurance (Miller, 2022). At Hilton, members can spend their loyalty points in an online marketplace (Mest, 2017). By easily making the process of consuming points and offering benefits even for newer customers, hotels can drastically increase participation in the loyalty program. Therefore, in some programs members can obtain attractive bonuses even when they do not travel, for example to the hotel restaurant, allowing customers to consume at any time they want, anywhere, and using the payment method they want. 











3. [bookmark: _Toc128670805]Conclusion 
Based on the above discussion it can be stated that all the factors like customer loyalty, hotel standards as well as reputation management can affect both positively as well as negatively the hotel industry. Therefore, this is important for the management of the hotel brands to properly operate through which they can give their best services. This is because providing the best services can easily strengthen their overall hotel standards across the industry. Moreover, by strengthening their standards, hotels can easily create customer loyalty and maintain their brand reputation constantly under different circumstances. In this way, the hotels can easily get some success across the industry which can help them to operate within the hospitality industry for a long time. 














4. [bookmark: _Toc128670806]Recommendation 
There are different types of obstacles that can be faced by hotels across the hospitality industry. High employee turnover, bad customer relationships, issues related to operations and housekeeping, and changes in customer demands can easily decrease their overall cash flow, and in that time, they become more ineffective. This sector is noted for the high turnover of employees, but according to statistics, the staff in this area work no more than 12 months (Wingett, 2021). It is expensive to find, hire, and frequently train new personnel. According to Big Hospitality, the inability to keep employees in hospitality costs the industry 275 million pounds a year (Witts, 2021).
The phenomena of COVID-19 and Brexit greatly influenced the retention rate of employees and the staff turnover rate. In the last year, 1 in 10 workers in the hospitality industry has left the job due to professional imbalance, and re-profiled in other fields (Evans, 2021).
Employees will feel appreciated and willing to stay at work if:
· will be created personal and professional development plans;
· there will be proper communication, recognition, and correct assessment of staff;
· will be created a positive work environment.
A loyalty program is a good way to show guest appreciation. The success of a loyalty program will increase revenue, bookings, and customer retention.
Hotels must properly consider market trends, such as:
· Frequent interaction with social media sites for getting customer updates and identify changes in guest expectations;
· Competitor trend analysis for getting good exposure;
· The need to perform housekeeping operations and services more effectively.
[bookmark: _Toc128670807]
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