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[bookmark: _Toc129258349]Executive Summary
This conversation covered several important topics related to the hospitality industry, including brand consistency, reputation management, customer loyalty, market trends, and obstacles faced by businesses in this industry. The discussion highlighted the importance of maintaining consistent brand standards across hotels and the benefits it can have for customer loyalty. The conversation also provided recommendations for hotels to stay competitive in a changing market, including embracing technology, focusing on sustainability, offering unique experiences, emphasizing personalization, and staying active on social media. Finally, the obstacles faced by businesses in the hospitality industry were examined, including competition, seasonality, and the challenge of finding and retaining qualified staff. Overall, this conversation provides valuable insights for hoteliers seeking to improve their operations and remain competitive in a dynamic industry.
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[bookmark: _Toc129258350]Introduction 
Hospitality industry is the major driving factor behind the engine of global economy through providing revenue and providing job opportunities. From hotels and restaurants to theme parks and cruise ships, the hospitality industry encompasses a wide range of businesses that offer products and services to travelers and tourists. However, the industry is also highly competitive, and businesses need to stay on top of market trends and customer preferences to remain competitive. This conversation will explore several topics related to the hospitality industry, including brand consistency, reputation management, customer loyalty, market trends, and obstacles faced by businesses in this industry.
Main Findings 
[bookmark: _Toc129258351]Purpose of the brand consistency standards 
The ultimate aim is to ensure that all properties under a particular brand maintain a consistent level of quality and service that aligns with the brand's overall image and reputation. These standards typically cover everything from the physical appearance of the property, such as the design and decor, to the level of service provided by staff members. One of the primary goals of brand consistency standards is to create a sense of familiarity and trust among guests. When someone chooses to stay at a hotel or resort under a particular brand, they have certain expectations based on the brand's reputation and image. By maintaining consistent standards across all properties, guests can feel confident that they will receive a similar level of quality and service, regardless of where they stay (Jeong et al, 2022). Another benefit of brand consistency standards is that they can help to strengthen the overall brand image and reputation. When guests have positive experiences at one property, they are more likely to seek out other properties under the same brand in the future. By consistently delivering on the brand's promises and expectations, hotels can build a loyal customer base that will continue to choose their properties over competitors (Chung et al, 2021).
While brand consistency standards are typically developed by the corporate headquarters of a hotel brand, they may vary slightly from property to property depending on factors such as location and local culture. For example, a luxury hotel in a major city may have different standards than a more casual beachfront resort. However, these differences should be minimal and should not detract from the overall brand consistency (King et al, 2010).
An example of a hotel that is known for its strict brand consistency standards is Marriott International. All Marriott properties must adhere to specific design and service standards to maintain consistency across the brand. For example, Marriott's guest rooms all feature a specific color scheme, layout, and amenities, while their staff members are trained to provide a high level of customer service to guests. This consistency has helped to establish Marriott as a leading global hotel brand, with properties in over 131 countries (Oh et al, 2021).
[bookmark: _Toc129258352]Strategies to manage hotel reputations & Importance of effective guest reviews management along with negative reviews impact
One of the most important aspects of managing a hotel's reputation is effectively managing guest reviews. Online reviews are a critical component of a hotel's online reputation and can significantly impact a guest's decision to book a room (Cizel, 2015). 
Effective guest review management can also help hotels to identify areas for improvement in their service, facilities, and amenities. By analyzing guest feedback, hotels can identify common issues or complaints and take steps to address them (Alrwadieh et al, 2019). For example, if guests frequently complain about the cleanliness of the hotel rooms, management can take steps to improve the housekeeping staff's training and ensure that the rooms are consistently cleaned to a high standard (Nicoli et al, 2017).
The importance of effective guest review management cannot be overstated. According to research, nearly 90% of consumers read online reviews before making a purchase decision, and the majority of consumers trust online reviews as much as personal recommendations (Sparks et al, 2011). Hotels that effectively manage their reviews and respond promptly to guest feedback can build a positive online reputation that attracts new guests and encourages repeat business.
Negative reviews can deter potential guests from booking a room and can lead to a decline in revenue and occupancy rates (El-Said et al, 2020). However, negative reviews also present an opportunity for hotels to demonstrate their commitment to customer service and to address issues that may be affecting their guests' experiences. By responding promptly and professionally to negative reviews and taking steps to address any issues raised, hotels can demonstrate that they take guest feedback seriously and are committed to providing a high level of service (Hu et al, 2008).
[bookmark: _Toc129258353]Strategies to build and retain customer loyalty 
A loyalty program is a marketing strategy that rewards customers for their continued patronage and incentivizes them to continue booking with the same hotel brand. The purpose of a loyalty program is to build a strong relationship with customers, increase their lifetime value, and encourage repeat business (Osman et al, 2009). 
One key element of a successful loyalty program is personalization. By tailoring rewards and benefits to the individual customer's preferences and booking history, hotels can create a personalized experience that makes customers feel valued and appreciated (Salem, 2021). For example, if a customer frequently books spa services during their stays, the hotel could offer them a discount on their next spa treatment or a free upgrade to a spa suite.
Another important factor in building and retaining customer loyalty is excellent customer service. Hotels should prioritize providing a high level of service to their loyalty program members, responding promptly to their inquiries and concerns, and taking steps to address any issues that may arise during their stay (Kandampully et al, 2007). By providing exceptional service, hotels can create a positive association with their brand and encourage customers to continue booking with them in the future.
[bookmark: _Toc129258354]Obstacles being faced by certain businesses 
Despite its potential for growth and profitability, there are several obstacles that businesses in the hospitality industry face. Here are some of the most common challenges:
· Competition: The hospitality industry is highly competitive, with many businesses vying for the same customers (Gretzel et al, 2006). This can make it difficult for new or small businesses to establish themselves and attract customers.
· Seasonality: Many businesses in the hospitality industry experience a high level of seasonality, with demand fluctuating depending on the time of year. For example, hotels and restaurants in tourist destinations may experience high demand during the summer months but struggle to attract customers during the off-season (Kang et al, 2014).
· Labor Costs: The hospitality industry relies heavily on labor, which can be expensive. With the rising costs of labor and the minimum wage, businesses in the industry may struggle to maintain profitability while paying fair wages to their employees.
· Regulatory Requirements: The hospitality industry is subject to a wide range of regulations and requirements, including food safety, health and safety, and licensing requirements. Compliance with these regulations can be time-consuming and costly (Cetin et al, 2016).
· Technology: With the rise of online travel agencies and booking platforms, many businesses in the hospitality industry may struggle to keep up with the latest technology trends and tools. Implementing new technology can also be expensive, which can be a barrier for small businesses.
· Reputation Management: In the age of social media, businesses in the hospitality industry must be vigilant in managing their online reputation (Williams et al, 2017). Negative reviews or comments can have a significant impact on a business's reputation, which can in turn affect its ability to attract and retain customers.
[bookmark: _Toc129258355]Recommendation 
Following are the major recommends to the businesses in hotel/hospitality industry to remain competitive. :
· [bookmark: _Toc129258356]Embrace technology: 
In recent years, technology has had a major impact on the hospitality industry, with many customers using online platforms to research and book hotels. To stay competitive, hotels should embrace new technologies, such as mobile apps and online booking systems, to streamline operations and improve the guest experience (Whitla et al, 2007).
· [bookmark: _Toc129258357]Focus on sustainability: 
Increasingly, customers are seeking out environmentally-friendly and sustainable hotels. By implementing sustainable practices such as reducing waste and conserving water and energy, hotels can appeal to these eco-conscious customers and differentiate themselves from the competition (Jonsson et al, 2009).
· [bookmark: _Toc129258358]Offer unique experiences:
 In today's market, customers are looking for more than just a place to sleep. They want unique and memorable experiences that they can't get anywhere else. Hotels can tap into this trend by offering unique amenities and services, such as locally-sourced food and beverages, wellness programs, or cultural activities (Gu et al, 2012).
· [bookmark: _Toc129258359]Emphasize personalization: 
Personalization is becoming increasingly important in the hospitality industry, with customers seeking out tailored experiences that meet their individual needs and preferences. Hotels can leverage data and technology to offer personalized recommendations and services, such as customized room preferences or personalized recommendations for local attractions (Tavitiyaman et al, 2011).
· [bookmark: _Toc129258360]Stay on top of social media: 
Social media platforms such as Instagram and Twitter are powerful tools for hotels to connect with customers and promote their brand. Hotels should have an active social media presence, and should be responsive to customer inquiries and feedback.
[bookmark: _Toc129258361]Conclusion 
the hospitality industry is a dynamic and ever-changing field that requires businesses to stay on top of market trends and adapt to changing customer preferences. Maintaining brand consistency, managing reputation effectively, and building customer loyalty are all essential components of a successful hospitality business. By embracing new technologies, offering unique experiences, emphasizing sustainability and personalization, and staying active on social media, hotels can differentiate themselves from the competition and appeal to a wider range of customers. However, hotels also face a range of challenges, including intense competition, seasonality, and difficulty in finding and retaining qualified staff. To overcome these obstacles, hotels need to be proactive and innovative, constantly looking for new ways to improve their operations and enhance the guest experience. With the right strategies in place, hotels can succeed in this competitive industry and build long-term relationships with their customers.
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