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Executive Summary
The Hotel industry is one of the significant components of the country’s economy. It provides catering for customers that require overnight accommodation. It is closely linked with the hospitality industry and travel industries.

Marriott is the world’s largest hotel chain by its number of available rooms. It has around 30 brands in 131 territories and countries. The core value of Marriot is to put the people or its customers first. It acts with integrity by serving the world. 
Marriot is one of the successful hotel companies as its principles focus on taking care of its employees and including customers (Dhir, 2019).

Marriot is popular for its portfolio of luxury properties, including several all-suite properties in exotic locations. The campaign of Marriot has developed a slogan of “Where Can We Take You”.
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This report includes a discussion of the hotel and hospitality industry. The purpose of the brand consistency standard of the hotel is also discussed in this report along with the hotel standards and the management of the hotel’s reputation. This report further discusses the review management of the hotel with the impact of negative reviews. The report also discusses the customer loyalty program along with the recommendations and the obstacles of the hotels.
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Brand consistency is important in every aspect of the business. Brand consistency is about establishing trust, being recognizable, and communicating personality. The main purpose of brand consistency is to increase the trust and loyalty of the customers by providing good branding to the particular organization. In the case of Marriott International, it leads in the sector of hospitality with 21 distinct brands. There are different brands under Marriott International (Wismaya, 2022). The Marriott brand can be found almost everywhere in the sector of the hotel industry. Brand consistency standards are of utmost importance for Marriott Hotel. As brand consistency generates a loyal customer base and trusts the customers, the Marriott Hotel & Resorts can generate huge revenues in the hotels by attracting large and diverse travelers or tourists from all over the world. The Marriott Hotel has developed good branding worldwide that assists them to stand out from its top competitors. Therefore, through brand consistency, Marriott Hotels & Resorts is recognized by travelers or customers globally in the hotel industry (Nam et al., 2021).
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Hotel Standard is referred to as the operational standards and the physical standards of the particular hotel company. It is the quality level of the hotels and their services that the management of the hotels provides to their customers. The standards or the quality of the hotels is essential for their growth and productivity in the market. The standards of the hotels are classified by their ranking. The standards of the hotels are not similar, as the different hotels fall under different rankings and ratings. The rankings of the hotels are classified under the hotel star rating system (Asadi et al., 2020).
They are One-Star: A one-star rating of the hotel means that it offers only basic accommodations. Whereas the Two-Star rating of the hotel is generally affordable and quite comfortable. The Three-star rating of hotels ordinarily has unique services or facilities whereas the Four-Star rating of hotels is usually noted for its deluxe quality and exceptional comfort. The Five-Star rating of hotels provides perfect or flawless guest services in its state-of-the-art facility. It offers guests premium dining options and personalized services (Jeong et al., 2022). In the standard of hotels, Marriott Hotel falls under the five-star ratings in its operations. Marriott Hotel & Resorts offers luxury hospitality by offering long-term value to its customers through leadership and engagement with coveted and loyal customers (Seric and Mikulic, 2020).
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The reputation of the hotels is maintained by the Hotel Management Reputation. The management monitors and influences the hotels in the way the hotels are perceived through online means. It consists of keeping track of the reviews on sites and posting and engaging the hotels through social media platforms. The reputation of the hotels is important for the overall business of the hotel and securing the top position in the market by operating against their competitors. Different strategies can be implemented in Hotel Management Reputation to manage an effective reputation of the hotels (Wong et al., 2020). The utilization of social media platforms can be effective for promoting brands by directly connecting with customers or followers. Engaging with social media followers can also help to build a relationship with capable guests and planners. Authentic communication and interaction can also assist in building brand loyalty in the hotels, which will result in repeated stays and bookings of that particular hotel. The management of Marriot Hotel & Resorts focuses on providing a secure and comfortable work culture within the hotel, that motivates the employees to perform effectively towards maintaining the reputation of the hotel. In the rankings of 2016, Marriot was titled one of the most “Admired Companies by Fortune magazine”, which increased its reputation in the sector of the hotel industry (Wang et al., 2019).
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The guest's or the customer’s reviews are of utmost importance for maintaining the hotel’s reputation and brand. An honest review is a powerful tool in hotel marketing. The study from the ITB Berlin has identified that about 70% of hoteliers have said that they would provide guests with an active assessment of their hotels on particular platforms. Marketing is a vital feature of review management as the reviews act as both positive and negative multipliers (Mellinas et al., 2019). Therefore, it is significant for hotels to utilize online reviews as they have the advantage of replying to feedback in a positive manner, which in turn will improve the online presence of the particular hotel. The review management helps the hoteliers to see the likes and searches of the hotel on social media platforms. When a customer posts a new review in the online portals of their hotels, an email is automatically sent, through which the hoteliers can simply check and respond to both the positive and negative reviews of the customers (Lai, 2019).
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The reviews of the guests or the customers are essential for the operations of the hotels, be they positive or negative. According to the study by the University of Worms, it is estimated that more than 35% of Internet users would abstain from booking hotels if they find more negative reviews than positive reviews of the hotel on the online platform. The study has further estimated that 22% of risks exist in the bookings of hotels due to negative reviews (Zarezadeh et al., 2022). The negative reviews of the hotels can lead to results of up to 70% loss of potential customers for a hotel (Gonzalez et al., 2019). The negative reviews of the hotels can decline the number of bookings, which ultimately results in a decline in the hotel’s revenues. One example of the impact of negative reviews is the Marriot Hotel Group in Beijing. Eleven guests posted negative reviews about the Marriot Hotel Group in Beijing on social media platforms which resulted in a decline in its reputation. 
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Customer loyalty is an essential tool for every business to survive in the market. Customer loyalty is built when an individual or a customer provides repeat to a business to the brand or any other company. In other words, loyal customers are those who choose a specific company, program, or location over other options. From the perspective of hotels, customer loyalty is the consequence of superior service (Luo et al., 2021). However, hotels can build the loyalty of their customers by conducting a loyalty program at work. The loyalty programs provide rewards to its guest for spending their money in the hotels. The rewards can be in the form of points and the guest or the members earn rewards for the bookings or the money spent in the hotel. Through the loyalty program, the guest can utilize the rewards or the points for room upgrades, future stays, dining discounts, and more. Marriot Hotel & Resorts also provides a customer loyalty program for building strong relationships and loyalty of the guests. Marriot Hotels & Resorts provides tiers to the guests in their loyalty program that offers several annual stays for long-term guests. The main purpose of the customer loyalty program is that the companies reward their customers for repeated patronage of the customers, as they provide a wealth of customer information and data to the issuing company (Gast and Mathes, 2019). 
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Recommendation for hotel industries 
It is important to adopt effective strategies and implement those strategies in the operation of the hotel for its productivity and growth in the market. It is recommended that all hotels highlight the safety and hygiene measures for the employees and the customers within the hotel as the customers look for safety policies while booking the hotel. The hotels should also provide services for flexible cancellations as the customers might cancel their bookings due to some issues. Hotels can improve their customer’s experience by offering them unique features and a superior range of facilities.
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The hotel industries face several challenges and obstacles within its operations. One of the challenges the hotel faces is recruiting qualified staff to handle the guest services and manage operations. Housekeeping is one of the most essential problematic areas of the hotel industry. When the hotel rooms are not impeccable, it can result in negative reviews and unhappy clients. However, the hotel industry has been worst affected by the pandemic of COVID-19. Several studies and research have estimated a major loss in hotel industry revenues (Zhang et al., 2019).
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This report has concluded that brand consistency and the standard of the hotel are important for attracting customers, leading to the growth of the hotel business. The report has also come to key findings that it is essential to maintain the reputation of the hotel and maintain a positive review by the customers for the productivity of the hotel industry. Therefore, the hotels provide a customer loyalty program for attracting guests to the hotel.
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