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Executive summary 
	 Industries across the globe are faced with many challenges on a day-to-day basis, which has increased the need for maintaining their competitive advantage by implementing different strategies. The hotel industry is no exception. Well known businesses from the hotel industry such as Marriott International, Hyatt, and Wydham hotels are known for implementing strategies like making use of artificial intelligence to be able to understand and cater to the needs of customers. These strategies have helped the formerly mentioned businesses in maintaining their reputation and brand standard consistently, which in return has helped in maintaining customer loyalty. It has also been identified that apart from managing and understanding customer reviews, it is also necessary to understand emerging and existing market trends to be able to appear attractive to the customers for standing out in this competitive market and maintaining competitive advantage adroitly. 
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1. [bookmark: _heading=h.gjdgxs]Introduction 
	In the world of globalisation and technology management, the percentage of competition and challenges that businesses face has increased by many folds (Dwyer and Čavlek,2019). For instance, according to evidence, the market of global hospitality increased from 4,390.59 billion USD to 4,699.57 billion USD from 2022 to 2023 which shows an annual growth rate of 7% (Hospitality Market Size, Trends and Global Forecast To 2032, 2023). This in return highlights the increasing number of competition that hotel businesses are having to face in the global market which is making it necessary for these businesses to maintain their standards while managing their reputation for retaining loyal customers in order to maintain a competitive advantage in this evolving market (Darvishmotevali et al., 2020). As per data, hotel businesses are continuously struggling to compete with their rival businesses, as the evolving market trends are necessitating the need for changing with demand while having to maintain reputation and hotel standards for maintaining loyal customers (Kaushal and Srivastava, 2021). As a result, in this study, we will focus on understanding the purpose of brand consistency standards, ways that can be used by hotels for maintaining reputations, the impact of reviews on hotels, strategies that can be used for building and retaining customer loyalty and understanding the effect of market trends and hotels. 
[bookmark: _heading=h.30j0zll]2. Main findings
[bookmark: _heading=h.1fob9te]2.1 Purpose of brand consistency standards 
	Evidence has shown that consistent brand standards have enabled hospitality businesses to remain competitive and deliver high standards of service to its guests consistently. In case of luxury hotels, maintenance of brand standards throughout the covid-19 pandemic as well, when the world was struggling to maintain hygiene standards and abide by the pandemic protocols, has helped in helping these businesses manage their reputation and retained loyal customers evidently (Chan et al., 2021). Marriott International launched a global cleanliness council that helped in promoting the brand's high standards during the age of covid-19, which has helped the business in retaining its loyal customers (Marriott International Launches Global Cleanliness Council to Promote Even Higher Standards of Cleanliness in the Age of COVID-19, 2023). As a result, the revenue of Marriott International increased evidently, which enhanced the organisation's total income by totalling $673 million as per the data published during the 4th quarter of 2022. Alongside, the worldwide development pipeline of the organisation also totals over 3000 properties along with over 49,6000 rooms (Marriott International Reports Fourth Quarter and Full Year 2022 Results, 2023). Similar was the case of Hyatt, which stood out as a hotel chain for being customer friendly due to its customer safe policies that the business implemented during the Covid-19 pandemic. This portrayed the consistent standard of the brand which helped in gaining and retaining its loyal customers during the trying times (Hyatt, 2023). Analysing the former highlighted cases, it can be stated that brand consistency standards help in maintaining a business reputation while retaining loyal customers, which eventually has a significant impact on the competitive advantage of the businesses. 
[bookmark: _heading=h.3znysh7]2.2 Ways of maintaining reputations of hotels 
	The increasing competition in the market has the need for maintaining the reputation of hotels for being able to attract and retain customers. As per evidence, in the case of the hotel industry reputation management is of high significance as it serves as the way of developing revenue for these businesses through earning the trust of potential clients by nurturing the existing relationships with past or existing clients (Franco et al., 2020). Alrawadieh et al. (2021), have identified that reputation management by global luxury hotels has had a paramount impact on their sales, which has resulted in maximising their revenue and building their brand name as it is of today. Moreover, the ways that Wyndham hotels focus on maintaining its reputation is to make use of customer data. The specific organization, which is one of the world's most well-known hotel chains and has a specific image in the hospitality industry is known for making use of customer reviews for delivering a better customer experience (Henriques, 2021). Wyndham hotel group with the help of EVP & CIO Scott Strickland has differentiated itself through technology. The association makes use of customer reviews for understanding how to reach out to customers efficiently by making their experience more personalized. For instance, the organization identified challenges that customers have to face while booking hotels to ensure that customers don't have to go through various procedures, which can be confusing, or pay high commissions for booking, by making the reservations easier and cheaper. Moreover, AI and algorithms are also used by the organisation for pricing (Helping Wyndham Hotel Group Deliver a Better Customer Experience, 2023). This has helped the business in maintaining its reputation, which has eventually enhanced its reputation while helping in gaining customer loyalty (Helping Wyndham Hotel Group Deliver a Better Customer Experience, 2023). 
[bookmark: _heading=h.2et92p0]2.3 Effect of reviews on hotels
	Development in technology and social media has made it easier for consumers and clients to express their views about services easily. The hotel industry is no exception. Today's customers and clients have taken the opportunity of technology to share their reviews with the world about services. These reviews in return have a significant impact on the business’s reputation (Ansari et al., 2019). For instance, positive reviews about the maintenance of cleanliness and covid-19 protocols Marriott has helped the business in gaining customers by winning their confidence amidst the world of chaos during the pandemic. However, similar to positive reviews, negative reviews have significant effects as well. As reviews given by existing customers are considered by willing customers to decide whether or not to use the services of the business, therefore, negative reviews can be harmful to the reputation of a business and impact its loyal customers as well (Barreda et al., 2020). For instance, negative reviews given by customers about Hilton Hotels have negatively affected its customer base, which has affected the business's reputation and reduced its preferability when compared to its existing competitors like Hyatt and Marriott International (Chang et al., 2019). 
[bookmark: _heading=h.tyjcwt]2.4 Ways of building and retaining customer loyalty and its benefits
Building and retaining customer loyalty has become necessary for businesses in today's date to remain competitive and sustain in this highly evolving market scenario. The best ways that international hotel businesses are using for retaining and building customer loyalty includes making news of AI (Ruel and Njoku, 2021). Artificial intelligence technologies have helped in redefining the hospitality industry, which are used by famous hotels like Marriott, Hyatt and Wydham. For instance, Marriott International for enhancing customer experience and building loyal customer base while returning the existing customers makes use of ChatBotlr. ChatBotlr provides the opportunity to its customers for requesting services, searching information about the hotel or listening to the branch playlist. It also provides opportunity to customers with the front desk team during their stay even if they are not in the property at that moment (Marriott, 2023). This service has helped in increasing customer satisfaction and loyalty towards the brand the proof of which is its enhancing revenue. 
[bookmark: _heading=h.3dy6vkm]2.5 Impact of market trends on hotels and the obstacles in following the market trends  
The emerging business trends in the hospitality industry are worth observing. Sustainable hotels are growing in importance. These hotels are environmentally conscious with a clear attitude towards social and environmental sustainability. Examples include the Chatwal Hotel of New York which accomplished the retrofitting of 1300 lamps with smart lighting to achieve 90% reduction in intake of lighting energy ((Tombag.com.au, 2023). The sustainable waste management plan of Hilton hotels, San Francisco allowed the branch to save 2 million dollars. The sharing economy model is another new trend in the hospitality industry. Airbnb created a phenomenon of disruption in the hospitality industry. It has created new scope for digital guest experience and liberalised budget travelling along with an increase in popularity of new tourism destinations (SINGH, 2020). For example, with the increase in popularity of Airbnb, the short-term bookings are increasing (). 
Yusoff and Nejati (2019), suggests that sustainability is however the biggest concern of most of the hotels in the modern day. In the USA around 60% of the carbon footprint exists because of hotels. In the same way are 2018 UK reports published that 81% of the hospital business is still to reduce their waste generation level. In the same way there are major challenges with the Airbnb model of hospitality as well. The rental host needs to deal with difficult regulations and local law (Polisetty and Kurian, 2021). They have to deal with excessive turnover and suffer due to lack of experience in hospitality and guest management. It is the reason for the shutdown of a lot of Airbnb’s as well.
[bookmark: _heading=h.1t3h5sf]3. Conclusion
	In conclusion, it can be summarised that the need for businesses to remain relevant to existing trends and focusing on customer demands have become necessary especially for organisations related to the hotel industry. This will help the businesses belonging from the specific organisation to remain relevant and compete effectively against its rival organisations to build and retain customer loyalty. Moreover, focus should be paid upon hotel standards and its reputation, which can be done by managing reviews and working towards fixing the complaints that customers provide through negative reviews. 
[bookmark: _heading=h.4d34og8]4. Recommendations
	Scrutinising the above information, it can be recommended that businesses should pay special attention in maintaining brand standards consistently despite the challenges that might come its way. Brand standards have a direct impact on brand reputation and customer retention. Moreover, organisations belonging to the hotel industry should also focus upon analysing the reviews that it gathers from its customers for meeting the gaps that can help in achieving customer satisfaction. Alongside, these businesses should also provide special attention in analysing and understanding market trends for attracting new and existing customers to be able to build and maintain customer loyalty adroitly. 
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