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Executive Summary
The paper has shed light on hospitality management. It is also important for a hospitality business to increase brand consistency, customer trust and loyalty. On the other hand, it is also important to create importance for the customers. 
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[bookmark: _Toc128762006]Introduction
Customers are the most important and the source of revenue for the hospitality industry. Currently, a competitive business scenario is there in all the industries and in certain cases, it is the most important option is to stay competitive so that customers can choose that company over others. There are different qualities standards that a company needs to meet to bring customer loyalty. One more important thing is to keep up with the latest trends. The paper is going to shed light on all these areas in light of the hospitality industry. 
[bookmark: _Toc128762007]Purpose of Brand Consistency Standards
Brand consistency is the most important thing to be considered to complete a business and to set up the business consistently. Alketbi et al. (2020) have said that it is all about being known, recognizable and establishing trust of the customers at the same time. It is also important for a hospitality business to increase brand consistency, customer trust and loyalty. On the other hand, it is also important to create importance for the customers. Lai (2019) has opined that customers are the main pillar of profit and revenue for hotels. Thus, it is important for the leaders and managers of the hotels to have good branding. However, branding consistency standards can vary from different hotels. For example, Marriott hotels have a different brand image. Salem (2021) has said that people like to spend money to go to that hotel. The hotel has also kept the standard high with the best quality services to the customers. On the other hand, Salem (2021) has said that it is also important for the hotels to have a mission and value that may help the customers to know better about the hotel. 
Every hotel has a certain brand guideline. It is also important for the leaders to use the same colors for the project and it is important to use the same design and color for curtains, bed sheets and other areas in the hotel rooms. In order to maintain the brand consistency, Mariani and Borghi (2021) have mentioned that it is important to add the hotel logo in all the things used in the hotel. It has been that any five star hotels put its name on everything they have like in plates, napkins and everything. 
[bookmark: _d85r468t044d][bookmark: _Toc128762008]Evaluation of how the hotels can manage their reputation effectively 
Reputation management in hotels is all about monitoring and influencing the perception of the guests regarding the hotel, in a manner that can boost the guests’ trust in the hotel services and enhance sales and financial efficiency of the hotel (Customer Alliance, 2022). With the passage of time, the traditional concept of reputation management has been taken over by the E-reputation management wherein now more focus is given by the hotels to monitoring and influencing the perceptions of the customers online, through the web, in order to derive more sales through positive reviews or feedback of the customers. Some of the most effective reputation management strategies that can be adopted by hotels to influence the perceptions of their online customers include 
Social Media Monitoring - The reputation managers in the hotels can actively monitor the activities of their target audience on the social media platforms such as Instagram and Facebook as well as the activities undertaken by the potential customers and in the market in general in order to better understand the customer requirements and the market. The understanding can be then applied by the reputation managers to enhance the effectiveness of the marketing activities, to protect the bad impressions about the hotels, to address the issues facing the customers, and to build positive relationships with customers; which in turn will ensure positive brand reputation in the consumer market (Reputation Defender, 2022). 
Staying open to criticism - Rather than avoiding the negative or inconvenient reviews provided by the guests, the hotels can focus on constantly monitoring and accepting the review given by the guests around the services both online and offline and improving the overall rating of the hotel by bringing about the necessary changes in the services. The active responses of the hotels will put an impression in the minds of the customers that the hotel company actually cares about their convenience and satisfaction wherein it will further contribute towards the positive image of the hotels among the customers. 
SEO Tactics - According to Boyce et al. (2020), the reputation managers associated with the hotels can build the hotel’s reputation by working on an SEO (Search Engine Optimization) wherein SEO will ensure positive information about the hotels pops up whenever the customers search for a good hotel online to fulfill their accommodation needs. 
[bookmark: _kgafr64uloml][bookmark: _Toc128762009]Demonstration of the importance of guest reviews management in the hotel industry and the impact of the negative reviews 
Assessing guest reviews and responding to them actively is considered vital in the hotel industry since the positive/negative reviews of the hotels are available online or provided through word-of-mouth affects the purchasing decisions of the guests while they purchase the hotel services. Also, the reviews provided by the guests who previously purchased the hotel services greatly influence the purchasers' perception of the hotel brand wherein the positive guests review result in positive perceptions of the purchasers regarding the hotel brand and as a result, they may be willing to actually buy the hotel services. However, the negative guest reviews may negatively influence the purchasers’ perception of the hotel brand while also resulting in their decreased willingness to actually buy the hotel services (Hospitality Net, 2021). 
The negative reviews from the guests may further damage the reputation of the hotel in the consumer market while the negative reputation may harm the hotel company in the long run in terms of loss of customers to competitors with a good reputation and reduced financial efficiency (Meng, 2018). 
[bookmark: _tckafnx9wl1b][bookmark: _Toc128762010]Explanation of how customer loyalty can be built and retained in the hotel industry 
The customers’ willingness to purchase from the same hotel brand again and again greatly depends on how much satisfaction they feel while initially consuming the hotel services (Smout, 2016). Hence, much focus needs to be given by the hotels to derive maximum guest satisfaction while they consume their hotel services in the first place in order to ensure improved customer loyalty. 
The ways through which maximum guests satisfaction could be achieved by the hotels through the delivery of the most personalized customer experience using modern technologies, offering exciting discounts and loyal points to the regular visitors, creating an inclusive hotel environment for all, and actively responding to suggestions and feedback provided by the guests post their stay, quickly acting to the issues facing guests during their stay, and integrating the emerging technologies to boost the effectiveness of the hotel services (Hotel Speak, 2021). These ways will further improve the willingness of the guests to buy the same hotel services again and again whenever the need for accommodation arises. 
[bookmark: _yjxg1glsuv2t][bookmark: _Toc128762011]Recommendations regarding the market trends 
The recent trends taking over the entire hotel industry across the globe range from working space at hotels to a rise in the number of Bleisure travelers, adoption of the holistic approach to hotel services provision, digitalization of the guest staying experience, hyper-personalization, integration of AI and chat bots to hotel’s website, rise of sustainable hotel practices, and delivery of the most realistic view of the hotel through Augmented and Virtual Reality (Hospitality Insights, 2022). To keep up with the needs of the rising Bleisure travelers, the hotels can focus on building a hotel infrastructure wherein the Bleisure travelers can get easy access to ample plug-in sockets, high-speed internet, and great coffee and snacks from the comfort of their rooms and also itis important to ensure that they are able to assess the meeting rooms as and when required for leading the important discussions. Furthermore, hotels can keep up with the rising sustainability trend by reducing the consumption of non-renewable energy in hotel lighting and rather entirely switching to the use of renewable energy.
[bookmark: _Toc128762012]Conclusion 
The paper has shed light on the brand and reputation of different organisations in the hospitality sector. It has been seen that some famous and reputed hotels follow the same standards for branding, though it does not mean that all the hotels will have the same standard.  The paper has also mentioned the way to maintain reputation in the hotel and effective guest review management as well. Negative reviews can create problems in branding. Thus, it is important to take proper action that can help in building up the most suitable way to manage reputation and brand. The report has also presented a set of recommendations for the business organizations so that theft can have better ideas in customer and reputation management.   
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