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[bookmark: _Toc128846185]Executive summary 
The hospitality sector has become very competitive in recent years, forcing hotels to find new ways to set themselves apart from the crowd and satisfy increasingly discerning guests. For businesses to be successful in today's economy, they need to pay attention to a few key areas. These were the primary topics of discussion throughout this study. Some examples of these are upholding high standards at hotels, reputation management, and customer loyalty. All parts of a hotel's operations, from customer service to housekeeping to security to amenities, must be up to par. Reputation management has also emerged as an important part of the hospitality sector, with hotels increasingly using digital channels to track and address guest comments and reviews. Another important component in the success of the hospitality industry is the establishment and maintenance of loyal customer connections. In this report, all of those have been focused. 
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Introduction 
Accommodation, food and drink service, event organizing, theme parks, tourism, and transportation are all part of the hospitality industry. Hotels, travel agencies, restaurants, and clubs are all a part of it. Offering a satisfying stay or visit is important to the hospitality business (Campbell, 2020). Making ensuring each client has a pleasant stay is of utmost importance, whether they are there to indulge in a spa treatment, have a nice lunch, or get some shut-eye. Branding is a method of standardization; it can be supplemented by various other acts to boost the brand's image, such as through design, amenities, loyalty programs, service, and so on. The capacity to provide first-rate service no matter where in the world a guest maybe is one of the most significant factors that can distinguish one hotel from another. There is one certain approach to increasing brand loyalty among customers no matter where they are in the world, and that is through a loyalty program (Lacalle, 2022). In this article, we'll examine why maintaining a brand reputation is so crucial. The importance of customer retention to a hotel's bottom line is also discussed in detail.
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A brand's brand consistency standards are a set of rules and principles that outline the way a brand should appear, feel, and act in all of its many forms of communication and customer interaction. The purpose of these standards is to establish a consistent and reliable brand identity that consumers will come to know and love. Brand recognition, trust, and loyalty, as well as a great, memorable customer experience, all depend on a consistent brand representation (Laitinen, 2020). Hotels may separate themselves from the competition and build trust with their target audience by maintaining a consistent brand identity across all of their advertising and promotional efforts. Some of the reasons why brand consistency is important are discussed below-
Contributing brand recognition: Consumers are more likely to make a purchase from a well-known brand, with 71% saying as much. Consistency in branding and marketing helps consumers remember a brand, which in turn saves money for that brand, strengthens its brand and increases consumer trust in that business (Ray, 2019).
Building awareness: Maintaining consistency across a brand and its marketing efforts helps to generate recognition, which in turn enables people to readily and instantly recognize a brand.
Increasing revenue: By maintaining a constant voice and tone and providing consumers with consistent service, a business can increase the frequency with which its customers visit and, by extension, its revenue. When sales increase, so does profit earned.
Establishing trust among consumers: One of the most important qualities of a great brand is its credibility.81% of customers surveyed stated that they must have faith in the company's brand in order to make a purchase from them (Marino, 2022).
Maintaining consistency between marketing materials and products is crucial for building consumer trust in a company. Consumers are more likely to buy from and remain loyal to a firm over the long term if they are familiar with the brand (and have favorable impressions of it). Fast food restaurants like McDonald's, known for their low prices and family-friendly atmosphere, are instantly identified by their signature red and yellow color scheme and distinctive golden arches (Poelmans, 2019). As another illustration of brand constancy, Hilton's "Eat Well" program ensures that guests of all of the hotel chain's locations can choose delicious and healthful meal options that cater to modern dietary standards.
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Managing a hotel's reputation entails keeping tabs on and shaping guests' opinions of your establishment. It entails monitoring and responding to reviews, posting and interacting on social media, optimizing websites for search engines, and much more (BrightLocal,2021). It is possible for hotels to properly manage their reputations by instituting policies and processes that aim to increase client satisfaction and swiftly resolve any negative comments.
Hotels can take control of their online reputation by keeping an eye on review sites like TripAdvisor and Google Reviews as well as social media sites like Facebook and Twitter and engaging with guests there. The New York City Four Seasons Hotel, for instance, is renowned for its excellent service and quick reaction time in response to client complaints (Cheng, 2019).
Actively collecting guest feedback throughout their stay is another useful approach for managing a hotel's reputation. Hotels can better serve their visitors and receive fewer bad reviews if they regularly solicit input from those staying at the property (Hwang, 2018). The Ritz-Carlton in San Francisco, for instance, has a guest feedback mechanism set up so that guests can offer feedback at any time during their stay.
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Because of the potential impact that guest reviews have on a hotel's reputation, customer satisfaction, and income, managing these reviews effectively is crucial. Guests are more likely to return to a hotel that has received positive reviews online, while a hotel's reputation can take a hit if guests are turned off by unfavorable comments left by former guests. Positive feedback is a great way to increase your internet profile (Leo, 2019). The higher a hotel's profile in search results, the more people will be able to find it.
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A hotel's reputation, customer happiness, and profitability can all take a hit if guests aren't happy with their experience there. A hotel's reputation can be damaged if guests read and believe negative comments posted online about it (Kim, 2018). Further, hotels that consistently receive bad reviews may find it challenging to promote themselves and draw in new guests. The Union Street Guest House in Hudson, New York, for instance, was criticized by guests and the media after it was found that the hotel charged visitors for leaving unfavorable reviews on online platforms.
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Loyalty programs, individualized customer service, and additional offerings all play a role in helping hotels attract and keep repeat guests. The following are some tested methods hotels have used to return back guests- 
Loyalty Programs: Loyalty programs are a great way for hotels to keep guests coming back. Typical benefits provided by such memberships include complimentary room upgrades, extended checkout times, and freebies. There are hotel loyalty programs that give benefits to frequent visitors (Liu, 2015). Rewards from these types of schemes frequently include things like hotel upgrades, extended checkout times, and freebies. Hilton Honors is a loyalty program provided by Hilton Hotels that provide members with perks such as complimentary hotel upgrades, late checkout, and free Wi-Fi.
Personalized Customer Service: Delivering customized service to each individual consumer is crucial to establishing and maintaining a loyal customer base (Choi, 2016). To make each guest feel special, hotels should learn as much as possible about their preferences and wants.
Value-Added Services: Value-added services, like free breakfast, free parking, or discounts on local attractions, are another way hotels can increase client loyalty.
Increasing customer retention and generating more business from previous customers are the goals of developing a loyal customer base. Hotels are able to boost their revenue through repeat bookings and favorable word-of-mouth recommendations if they are successful in retaining their loyal clients (Khan, 2017). This helps hotels lower the costs associated with acquiring new consumers.
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There are several obstacles that have been faced by hotel entrepreneurs nowadays. Some of them are included below-
Labor Shortages: The inability of many hotels to recruit suitably skilled workers has a direct bearing on the kind of service they can offer. In order to recruit and keep workers, hotels may need to increase pay, provide more flexible work hours, and provide other perks (Sigala, 2021).
Rising Costs: The cost of running a hotel is going up because the prices of utilities, supplies, and labor are all going up. Hotels might need to find ways to cut costs, such as using less energy or hiring someone else to do certain jobs.
Increased Competition: Hotels now have more competition for guests due to the proliferation of Airbnb and other non-traditional lodging options (Kandampully, 2015). Hotels may need to stand out from the competition by providing guests with memorable, individualized service at affordable rates.
Hotels should invest in technology to improve guest experience and operations as digitalization rises. Mobile check-in and check-out, keyless entry, and smart TVs, and voice-activated assistants are examples. Hotels may attract guests by lowering water and energy use, utilizing eco-friendly products, and promoting recycling and trash reduction. Hotels may stand out by offering personalized services and amenities. After the COVID-19 outbreak, travelers prioritize health and safety. To keep visitors safe and comfortable, hotels should clean and sanitize, give contactless services, and follow health requirements.
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In conclusion, brand consistency standards are important for building a brand identity that customers can trust and depend on. Effectively managing a hotel's reputation means putting in place plans that aim to make guests happier, keeping an eye on and responding to guest reviews, and asking guests for feedback throughout their stay. Hotels need to manage guest reviews well because they can affect their reputation, how happy customers are, and how much money they make. Customers will stay loyal to a hotel if it has loyalty programs, individualized customer service, and services that add value. By doing this, hotels can keep more customers, get people to come back, and improve their reputation through positive statements.
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Hotel Brand Consistency
A hotel's brand identity should permeate the entire business, from the decor and amenities offered to the service provided to the public. Hotels should create brand standards that detail what is expected of them in terms of service and presentation to guests at every touchpoint, from the moment of check-in to the time they leave.
Management of Hotel Reputation
When it comes to handling visitor complaints, hotels would be well to keep an eye on TripAdvisor, Google, and other review sites, and respond promptly and professionally to any bad comments they may find. By delivering outstanding service, soliciting visitor input, and providing incentives for writing a review, hotels can encourage customers to submit good online ratings and comments.
Customer Loyalty
Guests who return to the same hotel on multiple occasions can be rewarded with VIP treatment through a loyalty program. In order to create a strong emotional connection with their brand, hotel visitors should be treated to service that goes above and beyond what they anticipate.
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