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[bookmark: _jquxwcg8x5lo]Introduction 
The hospitality industry has been one of the most competitive industries in the world. An organisation in the hospitality industry has different factors and aspects which it needs to consider to achieve success. The report would contain a discussion on different aspects in the hospitality industry along with market trends and recommendations. 

[bookmark: _uhk148sxkz2a]“Brand consistency standards”
[bookmark: _vz4sjrz9b111]“Purpose of brand consistency standards”
Brand standard refers to the minimum service quality expectations developed by the customers for an organisation. It is very important for an organisation to have consistency in their standards so that it can create a unique identity in the market. The main purpose of having brand standards is that it enables the customers to have an expectation from the organisations (Chung, and Byrom, 2020). Brands like Courtyard by Marriott have been providing the best of services to its customers on a consistent basis which allowed the organisation to build its unique brand identity. The brand consistency is all about being recognisable to the customers and establishing a trust with the customers. With the best brand consistency, it is possible for an organisation to develop loyalty and trust. For instance, Ritz-Carlton which is sometimes taken as the golden standard for the service it provides to the customers and for that it has been able to develop a brand with highest loyal customers (Lashley, 2019). Furthermore, it allows the customers to differentiate between organisations like Premier Inn and Ritz Carlton due to the difference in brand standards. 
[bookmark: _aaif9c3s67jj]“Do all hotels have the same standards?”
There are different hotels with different standards all over the world and they also provide different services depending on the ratings. The hotel ratings are the major part of deciding the brand standards for the customers (Oh et al., 2020). The Automobile association or AA is the one authorised from the government to provide the hotels with rating. There are ratings from one star to five star and it allows the customers to build a perception towards the brand. Hotels with one star include basic facilities and average standards. On the other hand, there are hotels like St. Regis, Ritz Carlton and so forth with five stars which have to provide the customers with the highest quality of service along with best facilities, the standard between two hotels can have a wide range of differences (Sevim et al., 2022). Depending on the rating that hotels have the standards also differ and it enables them to develop a brand identity among the customers. When a customer enters Ritz Carlton, they know they would be provided with the best quality of services with consistency because they have developed a brand identity with highest standards. 
[bookmark: _upsq3buijn51]“Reputation Management”
[bookmark: _21qf3sny3czs]“How can hotels manage their reputation effectively?” 
Hotel reputation management is all about monitoring and influencing the perception that the hotel has in the market. It includes keeping track of or reviewing websites and posting positive reviews on social media. With the rise of the internet, it is essential that an organisation stays active on social media (Anagnostopoulou et al., 2019). Organisations like Premier Inn, Ritz Carlton have a major number of social media accounts to connect with the customers and keep track of their perception in the market. The organisation can also use marketing such as e-mail marketing to make sure that they can develop a personal bond with the customers. There are various ways an organisation can manage reputation and the major one is by connecting with different customers in different ways. 
[bookmark: _lw7pcjsdctm7]“What is the importance of effective guest reviews management?”
Effective guest review management allows the organisation to develop credibility as well as trust among the customers. When a customer leaves a positive review, it develops a positives perception for the organisation in the market (González-Rodríguez et al., 2019). Customers trust brands which are well established and have positive reviews from old customers. It is through guest review management that the organisation allows the customers to see more of the positive reviews so that they can build up a good perception of the organisation. Furthermore, effective guest management review also leads to better marketing for the organisation as customers would trust the reviews left by other customers more than the claims of the hotel itself. Additionally, the reviews also provide the organisations to communicate with the customers directly. It is essential for organisations like Ritz Carlton, Courtyard connects with customers as they operate in a niche market. 
[bookmark: _ae8ozs0c4sd]“What is the impact of negative reviews?”
There are some major impacts of reviews as a whole on an organisation. It can make the organisation more popular or reduce the market share with negative reviews. If positive reviews are responsible for the growth of the organisation, negative reviews can lead to fall of the organisation (Tabaku and Kruja, 2019). The negative reviews could lead to a bad perception of the organisation from the customers. Building a trust is extremely important for an organisation in the hospitality industry and the negative reviews prevents the organisations from doing so (Perez-Aranda et al., 2019). Negative reviews for organisations like Ritz Carlton which takes extra charges for their gold standard services, could be dangerous. When a customer sees a negative review there is a high chance that the customers would not develop any trusting relation with the organisation. When a hotel like Ritz Carlton works in a small market negative reviews can change the whole perception of the organisation. 
[bookmark: _4to5n3gydz8t]“Customer Loyalty” 
[bookmark: _d6boieipu9q]“How can hotels build and retain customer loyalty?” 
Customer loyalty is an extremely crucial aspect for hotels in order to achieve success. It refers to the customers who give repeated business to the brand or organisation. One of the best ways the hotels have been developing customer loyalty is with different programs. Customer loyalty programs have been a major part of having a good customer retention rate. A customer loyalty program allows a customer to collect points or rewards based on how much they gave the organisation business (El-Adly, 2019). One of the best examples would be the loyal system of Marriott Bonvoy which allows them to make sure the customer provides them with repeat business. Depending on how many nights a guest has stayed in Marriott Bonvoy, the customer can get membership of different levels such as a normal member up to  ambassador elite. All of them have different services, for instance, ambassador elite provides the customer dedicated ambassadors available to assist anytime, anywhere (Marriott Bonvoy, 2022). There are different features for every different level of the loyalty programs. For the Ambassador Elite membership, the organisations would have to stay over 100 nights in Marriott Bonvoy and this is how organisations retain customers. Another way would be providing the customer with exceptional service. It would allow the organisation to make the stay of customers an unforgettable day (Latif, 2021). 
[bookmark: _f5ywl0k0xu39]“What is the purpose of this?” 
Every hotel has two different goals that need to be achieved which are retaining customers and attracting new customers. The guest loyalty should always be the main focus of the hotels as it would ensure a constant revenue source. It can be expensive to acquire new customers and hence, companies focus on retaining customers. For hotels in the upper end of the market such as St. Regis, Ritz Carlton and others do not have a big market like Premier Inn. Hence it is a necessity that the organisation provides the customers with loyalty programs or exceptional service so that they can retain customers. When an organisation operates in a small market, it is a necessity that the organisation makes sure that their customers are loyal to them (Priyo et al., 2019). So that they do not have to spend extra money or resources on attracting customers for revenue. Although it is a necessity that customers require new customers, customer retention takes precedence. 
[bookmark: _7785fd3wwymk]“Market trends” 
[bookmark: _7t54otiop4ub]“Recommendations for hotels regarding market trends” 
· Organisations have to ensure that they have good marketing strategies and to be more specific in the digital marketing sector. With the rise of the internet, it has become an essential for the organisation to advertise itself on the internet. The UK alone has an social media penetration rate of over 90% (Statista, 2022). Hotels have to ensure that they are digitally advertising themselves. 
· Hotels also have to adapt with the changes in the market. They should organise market research quite often to analyse the trends happening in the market (Mak and Chang, 2019). For instance, the rise of veganism is one of the trends that has to be adapted by the organisation. 
[bookmark: _3m730mnzf6kj]“What are the obstacles facing certain businesses?”
One of the major obstacles would be the rising inflation globally. The global inflation rate has increased to over 8.75% and it is a massive rise from the previous year’s 4.7% (Statista, 2023). The rise of the inflation rate means a rise in the prices of the supply chain. It would force the hotels to further increase the prices of the services affecting the customers. 
[bookmark: _90o1va2whhak]

[bookmark: _j5msa5q5okza]Conclusion
Every hotel has different brand standards along with different ratings and it affects the perception of the customers. The organisations in the hotel industry have proper management in reviews as it can massively affect the customer acquisition. There are different ways an organisation can retain customers and they include customer loyalty programs and exceptional service. 
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