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Executive Summary
The hospitality industry is operating as one of the most important economy-generating industries in the UK and this is important to understand the industry with proper evaluation. This report discusses the evaluation and analysis of some of the important areas of the hospitality industry to understand these factors and make a proper assumption of the future trends in the sector. The factors of business reputation, customer loyalty and brand consistency are discussed in this report taking Hilton Hotel as a case study. Some of the challenges in this sector are also found in this report and suitable recommendations are given in the report.
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[bookmark: _Toc128494280]1.0 Introduction
The hospitality industry is one of the biggest industries in the entire UK and this industry serves a good economic value to the nation. This is found from the report of Statista (2021) that the UK retail industry has earned 141.6 billion British Pounds in 2021. This can be seen that the hospitality industry is operating in the UK with huge success and contributing to the UK economy with good revenue. This report discusses the important factors of the hospitality industry like brand consistency and effective reputation with a proper explanation. This report also discusses the importance of customer loyalty for the hospitality industry taking Hilton International as a case study.
[bookmark: _Toc128494281]2.0 Main Findings
As stated above, the hospitality industry of the UK is having greater handling of the business. This is important to make a greater understanding of the whole scenario with proper and greater explanations. The explanations of the important factors in the hotel industry are discussed below-
[bookmark: _Toc128494282]2.1 Importance of Brand Consistency Standard
As per the report of Moussa and de Barnier (2021), brand consistency can be defined as the preservation and standardisation of brand image in the market. This can be taken as an action in the hospitality business which helps to make greater handling of the marketing and promotional factors affecting the customers positively. This is found from the report of Roy et al. (2021) that all the business bodies are focused on creating a proper brand image which makes a good business outcome. This makes a greater handling of the whole business scenario focusing on the reputation and trust gained in the market.
This is also important to Hilton Industry to make a better brand image. The report of Johnson (2014) served that the business scenario of the company closely depends on the brand consistency factors which is making a greater approach to achieve competitive advantage. One important factor that can be found from the report is that the executive vice president of the company, Jim Holthouser has revealed that the brand is positioned and standardised according to the customer demands and uniqueness in the market. This can be said that the total business scenario of the company depends on brand consistency up to a greater level.

[bookmark: _Toc128494283]2.2 Process to Manage Reputation Effectively
In a broader view, reputation in business can be defined as the position of the company in the market with the perception of the customers towards the business entity. This is very important to maintain a greater reputation to ensure a proper business outcome. Yaşin (2012) defined business reputation as the overall evaluation of the company done by the stakeholders. This can be said that greater handling of the whole business scenario closely depends on a proper business reputation.
Taking these factors into account, this can be said that maintaining a proper reputation is also important for Hilton Hotel UK. The company is following various ways to make a better reputation. This is found from the report of Amare (2021) that the company is focusing on CSR activities to make a greater reputation in the market. This is helpful to attract more customers and gain trust in the market. The report of Grano (2021) serves that the company is focusing on three aspects to maintain its reputation in the market after the pandemic that are innovative production, creative marketing and customer connection. In short, the whole business scenario of the company serves a greater outcome of the whole business scenario.
[bookmark: _Toc128494284]2.2 Importance of Effective Guest Reviews Management
One of the most important factors of any business is having feedback from the clients and customers which helps to understand the drawbacks and excellence of the company. According to Vo et al. (2021), customer feedback and guest reviews help to track customer satisfaction in service industries, especially hotels and tourism businesses. Baltescu (2016) served that online hotel reviewing is very important nowadays as this helps in hotel bookings and reputation in the market.
The whole scenario is also applicable to Hilton Hotel and this company is working with a greater approach towards business development and customer handling with the guest reviews. This is seen from the report of Stories from Hilton (2021), the company honoured its guests who are satisfied with the services and respect provided by the company and this makes greater handling of the whole business scenario. In short, the company is handling a greater business with positive guest reviews which are serving its competitive advantage.
[bookmark: _Toc128494285]2.3 Impact of Negative Reviews
Having a negative review from customers can be challenging for business bodies, especially in the service industry. This is being opined by Pee (2016) that negative reviews can hamper the whole business scenario threatening the products and services and can affect the business negatively for a longer time. This is also found from the report that negative information about any business is more effective than positive feedback and this creates a difficult scenario for the business bodies to run the business. In short, negative feedback can hamper the business and reputation of a company in the longer run.
Hilton Hotel also faced some negative reviews which serves the company with some challenging scenarios. This is found from the report of The Sun (2019) that the company apologised for poor service and tried to handle the matter of customer dissatisfaction after having negative reviews from the customers. This is also found that the hotel chain is having a rating of 17% on Twitter which is challenging for the company.
[bookmark: _Toc128494286]2.4 Purpose of Customer Loyalty
Customer loyalty can be defined as the emotional connection between the customers and the business organisation that attracts the customers to make business with the company more than once. This is one of the most essential factors for any business body in the hospitality sector. The report of Uncles et al. (2003) serves that customer loyalty serves a business organisation with two factors, firstly, increased reputation and profit and secondly, with a better customer base.
Looking at the recent ratings served by the customers of Hilton; this can be seen that the company is operating a huge customer base. This is serving the company with a greater business scenario and profit. As stated before, the company earned more than 140 billion British Pounds in 2021. The huge customer base of the company helps to manage the factors more effectively.
[bookmark: _Toc128494287]2.5 Building and Retaining Customer Loyalty: Loyalty Program
In a broader idea, the customer loyalty program is the process to attract customers towards a business and serve them with some benefits so that an emotional connection can be made with them. Like all other companies, Hilton Hotel also focuses on customer loyalty which serves a greater outcome for the whole business.
This is found in the report of Barris (2017), Hilton started its customer loyalty program, "Hilton HHonores Loyalty" in 1987. This is serving the customers with some benefits like discount rates and unique services. This can be said that the company is handling the business with better customer loyalty achieved by this program.
[bookmark: _Toc128494288]2.6 Obstacles Faced by the Hotel Industry in the Contemporary Market
This can be seen from various reports that the hospitality industry is coping with the market changes after the pandemic situation. However, this is found from the report of Classeq (2022) that this industry is still facing challenges from some of the factors. The biggest obstacles faced by the hospitality industry nowadays are as follows-
· The pandemic has changed the perspective of the customers and made them more concerned about health and well-being which is causing the challenge to fulfil demand.
· Recruitment and retention of good and talented staff are crucial challenges in the hospitality sector nowadays.
· The technological implementation in business caused the business bodies to be concerned with cyber security which is difficult to implement.
[bookmark: _Toc128494289]3.0 Conclusion
Looking at the report above, this can be seen that the hospitality industry is making a greater approach to maintaining business with different obstacles. However, organisations, like Hilton are handling the business with better customer handling and business reputation. This report found the important factors of the hospitality industry like brand consistency and effective reputation with a proper explanation. This report also found the importance of customer loyalty for the hospitality industry taking Hilton International as a case study.
[bookmark: _Toc128494290]4.0 Recommendations Regarding Market Trends
This can be seen from the report above; the hospitality industry is facing some challenges with business. This is important to mitigate these obstacles to handle the business properly. Some recommendations for the said challenges are as follows:
· As per the report of Anita and Pratomo (2021), maintenance of hygiene is one of the most important factors to ensure the health and safety of customers.
· Marinakou and Giousmpasoglou (2019) suggested that the development and practice of talent management policies of the business bodies are helpful to manage employee retention.
· According to Tong et al. (2022), reassessment and regular monitoring of technological implementations will help to prevent cyber attacks on the hospitality industry.
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