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Executive Summary
Maintaining hotel standards, developing a good reputation, and retaining customer loyalty are important factors that hotels have to focus on. It has been analysed that brand consistency standards create a cohesiveness that is important for the survival of a hotel. People know what to expect when they visit the hotel, leading to brand trust and loyalty. The standards enable consistency, and every hotel needs to focus on standards that can help it create an ideal guest experience for its customers. Furthermore, it has been analysed that guest reviews management is a critical aspect that hotels have to manage. A review can be a long-term and short-term promotion because it can be found online indefinitely. A bad review, however, can hurt the hotel's standing because prospective guests might read it and decide against staying there. Lastly, customer loyalty can be built through the other two factors, i.e., a good reputation and maintenance of standards. However, retaining it might be challenging. Hence, hotels must implement various strategies according to market trends to overcome obstacles and retain customer loyalty. 
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[bookmark: _Toc128910972]Introduction 
The hotel industry is very competitive, so businesses must keep up with new trends or risk falling behind rivals. Keeping up with the rest of the industry is also an excellent strategy to guarantee that the company provides the type of service customers anticipate (Aznar et al., 2016). The purpose of this report is to present an analysis of hotel standards, reputation management, and customer loyalty and retention. An analysis of brand consistency standards will be done. Furthermore, the importance of effective guest reviews management and how hotels manage their reputation will be examined. Different strategies through which hotels can build and retain customer loyalty will be analysed. Lastly, recommendations will be provided regarding the market trends and overcoming the obstacles businesses face. 
[bookmark: _Toc128910973]Purpose of brand consistency standards 
Brand consistency standards act as a minimum level of service and product expectations in guests' eyes. They create a cohesiveness that is important to the survival of a hotel. The standards are critical in creating brand identity (Šerić, M. and Mikulić, 2020). The purpose of brand consistency standards is to bring stability to a business and its operations. They ensure a consistent customer experience. All hotels have their brand consistency standards and rules for their implementation. For managed and franchised hotels, operators take various steps to maintain their brand standards in compliance (Giroti, 2020). All operations mandate the audits for brand standards, and if not complied with on one or more events, the arrangement or franchise is terminated. 
The most important factor associated with brand consistency standards is the guest experience (Radley, 2017). The guest experience includes all the little things the staff personally brings to the table and enhances the dining experience. Hence, when a hotel develops the standards, they must consider guest experience. The story of Apple and Ritz Carlton is one of the examples of cross-industry inspiration for customer delight. Steve Jobs did not think twice about copying the Ritz Carlton's customer care model and training his personnel by the hotel's service standards while looking for novel approaches to providing excellent visitor experiences (Prashar, 2017). Every hotel should concentrate on standards that assist it in providing its clients with the optimum guest experience since standards provide consistency.
[bookmark: _Toc128910974]Reputation management by hotels 
Hotel reputation management is all about influencing and monitoring how consumers perceive the hotel. It involves engaging and posting on social media, optimising the site for search, and many more. The strength of hotels' online reputations is crucial to the industry as a whole, and maintaining it greatly impacts how the hotel compares to its rivals (Proserpio and Zervas, 2017). Online reputation affects sales volume in the industry's competitive climate, making hotel reputation management crucial. Securing a competitive advantage is made easier with effective hotel reputation management. On the other hand, a poor online reputation may result in significant losses (Nicoli and Papadopoulou, 2017). There are various ways and strategies through which hotels can manage their reputation effectively. These include:
· Staying active on social media
· Engaging with the audience in real-time
· OptimisingOptimising the website
· Garnering good reviews and addressing the negative ones 
· Focusing on digital marketing
For example, Hye Suites Midtown Miami is ranked number 1 out of 140 hotels in Miami and boasted 139 reviews, 134 of which fell under the category of excellent or very good. However, the property did not let those reviews go unnoticed (Boley, 2020). The general manager and staff members gave personalised responses to each bad and good review, showing an effective form of reputation management. Furthermore, one of Marriott's guiding principles is pursuing excellence through a commitment to customers in everything they do. Many businesses and private properties throughout APAC utilise the reputation management and automation marketing solutions from Revinate (Editor, 2018). Their cooperation with Marriott Worldwide marks a crucial turning point in the Asia Pacific expansion strategy and strong support of solutions for managing online reputation. The company would benefit from Marriott International's Reputation platform's unparalleled online reviews and social media mentions gathering and analysing capabilities as it increases its focus on food and beverage across its APAC portfolio.
Today's hoteliers are becoming increasingly conscious of how internet guest evaluations influence potential guests' booking decisions. 81% of travellers indicated they valued user ratings, which is understandable (Kim et al., 2017). Online reviews, which also operate as free advertising, provide small hotels with a priceless opportunity to discover what their clients think of them. Hotels can communicate with their guests, increase traveller pleasure, identify operational problems, and draw in new customers by using this insightful data, whether positive or negative. A good review by a guest is marketing, and it is free (Lee and Blum, 2015). The guest promotes the hotel by providing a positive review. However, a negative review can affect the hotel's reputation because new customers might see the negative reviews and not choose the hotel. 
[bookmark: _Toc128910975]Customer loyalty in the hotel sector 
The loyalty of a company's customers has been recognised as the dominant factor in the organisation's success (Shamsudin et al., 2019). The most important customer loyalty factors include value discounts, guest benefits, and enhanced customer experience. Customer loyalty is a result of excellent customer service for hotels. Those who can satisfy their wants will stay at a hotel again (Admin, 2023). Also, they will promote the brand on social media and by word-of-mouth recommendations, which can result in more repeat business.
[bookmark: _Toc128910976]Purpose and ways to build and retain customer loyalty.
Hotels implement various strategies for building and retaining customer loyalty. They might run different loyalty programs. Implementing, strategising, and running a successful loyalty program takes work, but it is one of the best ways to engage, attract, and delight customers (Schulz and Omweri, 2018). For example, the Bonvoy (Marriott hotel loyalty Program) sets the standard for experiential loyalty in hospitality. All phases of the travel process can earn points with Marriott Bonvoy. Bonus promotions are also available to draw attention to specific properties and increase sales when demand is low (Mizerak, 2022). Many awards are partner rewards, some are fixed price, and others are up for auction. There are other ways through which hotels can build customer loyalty. These include:
· Offering discounts
· Rewarding customers
· Encouraging referrals
· Using CRM (customer relationship management) for loyalty management
· Promoting rewards program
· Creating a point system
· Setting up a subscription service
· Asking for reviews and feedback and then responding to them
· Engaging customers 
 A tired customer loyalty program can be created to encourage more purchases and offer more rewards. For example, The Hilton Honors Reward Program has four award tiers, each with more benefits than the one before. Customers get points for each visit, and after earning a certain threshold, they advance up the loyalty ladder (Woodland, 2018). While membership discounts are available at every level, higher tiers provide access to the executive club and 48-hour hotel guarantees.
[bookmark: _Toc128910977]Conclusion
 To conclude, the purpose of this report was to present an analysis of brand consistency standards, reputation management, and building customer loyalty. It has been examined that there are various brand consistency standards that each hotel follows for building stability into operations and for being consistent, so that customer expectations are met. Furthermore, it has been analysed that managing reputation is a critical aspect of hotels. The goal of reputation management in the hospitality industry is to shape and track how guests view the hotel. Hence, hotels develop and implement various strategies to keep a good reputation and sustain in the industry. Lastly, the concept of the importance of customer loyalty has been examined. Hotels must follow various steps, such as engaging and rewarding customers, offering discounts, etc., to retain customer loyalty. 
[bookmark: _Toc128910978]Recommendations 
There are some recommendations that hotels can follow to keep up with emerging marketing trends. One of the prominent trends within hotel marketing is the increased need for highlighting hygiene and safety measures within guest communications and marketing content (Ramgade and Kumar, 2021). Changing guest expectations is one of the main obstacles for hotels. Currently, tourists need reassurance that the hotels are keeping their hygiene standards current. Hence, when making booking decisions, safety policies and hygiene measures are in the minds of customers, and this needs to be in the minds of hoteliers too. 
Hotels should communicate their steps to the consumers, and the efforts must be communicated on third-party platforms, websites, emails, and elsewhere (Reza et al., 2020). It is also advised to establish connections with neighbourhood service providers and human trafficking task forces. These groups can undertake routine outreach at the hotel, offer crisis advocacy if a victim wants assistance immediately, and support law enforcement partners in critical cases.
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