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[bookmark: _Toc128426565]Executive Summary
This report aims to discuss these three important topics, including customer loyalty, reputation management, and hotel standards so that the hospitality industry keeps pace with the latest trends. The importance of having brand consistency standards and how hotels can manage their reputation is discussed in this report. The findings of this report show that hotels can manage their reputations by using social media and taking reviews from customers to act accordingly. In addition, hotels can retain the loyalty of customers by providing them with a range of benefits and rewards, and it is estimated that most hotels have already introduced loyalty programs to retain customers. To run in this competitive market hotel industry has to consider different market trends and keep eye on all the changing demands of the customers. Hotels have to consider customer-friendly facilities; such as flexible check-out and check-in times and non-smoking rooms upon request, which contribute to the loyalty of customers. In addition, engage customers on social media and other apps to be aware of their changing expectations and needs.


Table of Contents
Executive Summary	2
Introduction	3
Main Findings	3
Brand Consistency Standards	3
Reputation Management	4
Retain Customer Loyalty	5
Market Trends and Barriers Facing Business	6
Conclusion	6
Recommendations	7
References	8



[bookmark: _Toc128426566]Introduction 
Hotel standards refer to both operational standards (such as amenities, staffing, and services offered to guests) and physical standards. Hotels need to manage their reputation by following standards, monitoring, and influencing the hotel’s perception. Customer loyalty is a major concern for successful businesses today, as they struggle to retain existing customers while also attracting new ones. Therefore, this report aims to discuss these three important topics, including customer loyalty, reputation management, and hotel standards, so that the hospitality industry keeps pace with the latest trends.
[bookmark: _Toc128426567]Main Findings 
[bookmark: _Toc128426568]Brand Consistency Standards
Brand standards refer to the lowest level of expectations regarding service and products in the eyes of customers. They make cohesiveness important to the endurance of the hotel. These standards are important for building the equity and identity of the brand.  Brand consistency is vital because it leads to the recognition of the brand (Oh, Lee, and Lee, 2020). Customers are more likely to commit to a company and make long-term purchases when they recognize the brand (and have positive associations with it). All hotels do not have the same standards, as these change as per the class and type of hotel and will be diverse depending on what the hotel is trying to attain and the unique value proposition of the hotel (Chan, Gao, and McGinley, 2021). Standardization is the most significant element in the case of chain hotels.
For example, the Marriott hotel signifies quality, consistency, trust, and reliability. Marriott features a comfortable lifestyle and outstanding amenities, which have made the hotel name synonymous with the highest hospitality standards and services (Mariott, 2020).  On the other hand, the chief executive of Hilton Hotels reported that the hotel requires balancing the consistency of the customer experience with the local flavor (Johnson, 2014). In addition, the Standards Manual is developed by the North American branch of Hilton to deliver required minimum procedures, standards, regulations, techniques, policies, and rules. To maintain and attain high standards of services and quality and linked goodwill for the system the owner of the hotel must adhere to all guidelines (Davydiuk and Ushchapivska, 2021).
[bookmark: _Toc128426569]Reputation Management
Hotels can effectively manage their reputation by managing, monitoring, and maintaining the reputation of the hotel. It needs smart attention to what customers are saying regarding hotels on social media platforms and review sites. In addition, it needs steady online engagement with customers and pertinent approaches to marketing; for instance, effective storytelling, Search Engine Optimization (SEO), software implementation, digital marketing, and other endeavors (Perez-Aranda, Vallespín, and Molinillo, 2019). According to the study of REHMAN and ALNUZHAH, (2022), hotels in Saudi Arabia put efforts into managing their reputation by developing a hotel rating system that they analyze carefully daily. On the other hand, to stand out in this competitive industry, hotels in China build both business and political connections to secure survival and begin strategic operations (Jiang et al., 2021). However, hotels establish strong corporate reputations by adopting proactive environmental practices.
In addition, effective management of guest reviews is important, as it will help hotels increase bookings and traffic and make the guest feel more comfortable regarding their decision to stay at a specific hotel. Thus, if the hotel wants to improve its business, it must start by focusing on securing optimistic online reviews (Perez-Aranda, Vallespn, and Molinillo, 2019). A case study of Cyprus' hotel industry is considered, which shows that TripAdvisor is the most important tool that hotels can consider for managing their reputation (Nicoli and Papadopoulou, 2017). They also have a troubled relationship with the industry, as customers frequently jump to conclusions and leave negative reviews, as in one case where a commentator took to Trip Advisor to complain about the outdated dress code of "The Ritz of London staff" (Cochrane, 2011). Thus, communication practitioners must be aware of social media's impact on managing reputation and consider all these true or false reviews.  However, negative reviews dangerously impact the business and whenever a negative review pops up on Google searches, hotels have the potential to lose a client.
[bookmark: _Toc128426570]Retain Customer Loyalty 
Fierce competition strengthens in the hotel sector as per the study of Akunja (2020); hoteliers shift their approach to customer acquisition to the retention of customers and at the same time, information technology carries on to make inroads into increasing loyalty and retention of customers.  In addition, loyalty programs are most common in the hospitality and hotel industries and are vital tools for hotels to win and retain the loyalty of customers. The hospitality sector identifies that high service quality is one of the important factors under its control that add value to its image and consequently will lead to the loyalty of the customer, and service quality and a good image have become key to the ability of hoteliers to distinguish themselves from their opponents and retain and build their customers' loyalty (Jana and Chandra, 2016).
A loyalty program is a customer retention approach that rewards and recognizes customers who do business with the organization continually (Meyer-Waarden, 2015). The purpose of this is to retain and attract customers. Hotels around the world work hard to implement a variety of strategies to build and maintain customer loyalty. For example, the Hilton hotel builds customer loyalty with votes on promotions (Barris, 2017). On the other hand, the loyalty program of Marriott hotels sets the standard for pragmatic loyalty. A membership page at Marriott focuses more on the options and benefits customers have as members and less on program mechanics. In addition, loyal customers can book services easily through apps and membership sites and automatically earn loyalty benefits (Mizerak, 2022). Moreover, Swiss is another international hotel that provides a range of benefits to its customers, such as amazing discounts and the best corporate rates as a Swiss Darling member, which is a loyalty program (swiss international, 2020).

[bookmark: _Toc128426571]Market Trends and Barriers Facing Business 
Some ways are recommended for hotels to build and retain customer loyalty, such as exceeding the expectations of guests, responding to reviews from guests, constructively taking feedback, and also delivering outstanding customer service.  A result of one survey shows the shift in satisfaction with rewards presently offered by loyalty programs and also shows the necessity for a range of reward options to efficiently engage consumers (Revfine, 2019). Contactless payments are another hospitality trend through which customers can save time. Other than this, automation also ranks highly on the hospitality trends list. Hotels use robots to deliver customer information, greet customers, and play a major role in safety operations (Huang et al., 2021).
The hotel industry faces certain challenges and barriers, such as market entries, ranking positions, and ratings, which pressure hotel managers. Considering the trend, changes in the expectations of guests are one of the biggest obstacles in the hotel sector. Now, customers have started expecting contactless hotel services to ensure safety and eliminate their dependency on the hotel staff. In addition, inflation is another challenge that the hospitality industry faces, which impacts its operations and leads to increases in prices which affect the customer and their profit. 
[bookmark: _Toc128426572]Conclusion 
This report discusses the importance of having brand consistency standards and how hotels can manage their reputation. The findings of this report show that hotels can manage their reputations by using social media and taking reviews from customers to act accordingly. In addition, hotels can retain the loyalty of customers by providing them with a range of benefits and rewards, and it is estimated that most hotels have already introduced loyalty programs to retain customers. To run in this competitive market hotel industry has to consider different market trends and keep eye on all the changing demands of the customers. 
[bookmark: _Toc128426573]Recommendations 
· Based on the overall findings and conclusion, it is recommended that name recall and face recognition help organisations create a sense of belonging. This in turn encourages a closer relationship with customer-hotel and leads to enhanced quality. Hotels have to consider customer-friendly facilities; such as flexible check-out and check-in times and non-smoking rooms upon request, which contribute to the loyalty of customers (Jayawardena et al., 2013). In addition, to deal with the rising cost of consumables, a visible solution is recommended to constantly check inventory, reduce waste, and control stock. 
Hotels must implement cost-saving strategies that help manage rising costs. For example, the hotel can adjust its price to make sure that it keeps pace with rising inflation and introduce a pricing strategy that takes into account the unique features of the hotel. In addition, engage customers on social media and other apps to be aware of their changing expectations and needs. Hotels can install or develop a self-service guest portal that will help with check-out and check-in services, guests can request drop-off and pick-up services and share the location of the property (Huang et al., 2021). Aside from that, online reputation management must be considered when developing a comprehensive communication strategy to stay in touch with a guest.
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