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[bookmark: _Toc128662780]Executive Summary
The hospitality industry refers to a service industry that includes catering, accommodation and event planning services for customers. The objectives of this industry are to provide quality service to customers to get an amazing experience with enjoyment. This sector of business is flourishing quickly for the last few decades. This report will discuss the importance of hotel standards in hotel management, roles of brand consistency and reputation management. And identifying the challenges of the hospitality industry and suggesting possible outcomes to overcome the shortcomings of the industry. 
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[bookmark: _Toc128662781]Introduction
The hospitality industry is intended to provide quality hotel services including restaurants, amusement parks, hotels and tourism-based services to facilitate the customers. The hospitality industry is also responsible for providing good catering and lodging and other services to the guest of the hotels. In hotel management maintaining hotel standards for customer engagement and building a better position in the market (Karjanen, 2016). And the hotel's reputation and service quality also attract customers to the hotel and privilege with quality hotel services. The hotel management is developing a strategic plan to increase customer engagement and enhance customer loyalty to its services. the hotel management is also responsible to manage experience employees and quality efficient receptionists to convince the customers towards them. This report will explain the hotel standards of Raffles Hotel standards, customer loyalty as well as the duty of management to maintain a proper reputation in the market.  And it will give a better understanding to improve the hospitality industry along with their services. 
[bookmark: _Toc128662782]Objectives of Brand Consistency Standards
The hotel industry is the most competitive market that introduces hotel services to potential buyers. The main purpose of hotel management is to provide quality service to customers and create brand value in the market. Brand consistency refers that how the hotel presented itself and how they maintain its services to remain a good performer. Brand consistency helps the hotel management to attract more customers and guests among competitors (Siu, 2019). Human psychology prefers popular and recommended things that have brand value and are well-known to people. The brand value of a hotel helps to recognise its services uniquely which helps to engage more guests or customers. The elements of brand consistency are given below; 
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[bookmark: _Toc128641814]Figure 1: Elements of Brand Consistency
Source: (Czerniawska, 2017)
The brand has a unique design that represents its presence in the market where people can identify their service by the sign, logo or symbol of the hotels. The hotel is obtained a significant position for its quality services and good performance of employees (Webster, 2015). Hotel management also plays a crucial role to develop a brand and make consistency in its performance. The hotel has a unique logo that can define them among other hotels in the market. The hotel has proper coverage and marketing activities to reach its potential customers. By advertising appropriately, the hotel can create its own identity as well as its quality services. And the hotel services must be reliable and accepted by the customers. And the hotel authority protects the interest of customers with higher security. The Raffle Inn hotel is one of the most luxurious hotels that ensure discreet hotel services with a stunning and captivating interior of their hotel. It is famous for its amazing interior and room design that attracts customers and provides quality service to create a good image among people (Andersson, 2014). The Raffle Inn Hotel has a sufficient brand value that attracts a customer to get their quality services and spend their quality time at the Raffle Inn. The management of the hotel also enhances the quality of services to increase its brand value in the market. 
[bookmark: _Toc128662783]Hotel Standards and Reputation Management in Hospitality Management
Hotel standards refer to the physical and operational standards of a hotel that influence the quality of services and customer management. Hotel management has to follow several standards such as recruiting experience employees, adequate convenience for customers and enough promotional activities. The hotel has to maintain its service quality, presence and interior that feels comfortable and satisfied the customers.  To maintain hotel standards of the hotel, the management has to ensure a minimum level of service and product as well as fulfil customers' demands to satisfy them (Slaughter, 2017). Reputation management is the process of influencing and monitoring hotel activities and managing its good image online to attract customers. It refers to managing review sites, engaging and posting on social media and improving the websites. The process of reputation management of a hotel online is given below:
[image: 8 Rules of Effective Online Reputation Management - RepGuardian]
[bookmark: _Toc128641815]Figure 2: Online Reputation Management of Hotel
Source: (Seigneur, 2017)
The hotel authority received many feedbacks from the customers that they are giving about the service and performance quality. The hotel management involves different hotel forums to maintain their hotel standards to get supportive reviews from the customers. And then for avoiding any unexpected circumstances, the hotel management gave a press release to clarify the situation. The hotel has to organise its website and improve it to provide more information about its service and facilities to the customers (Fiedler, 2016). And posting on social media to reach more customers and making a blog post to inform customers about their services. The negative reviews will create controversy about the hotel services and the failure of the hotel management to provide quality services. And customers have avoided the hotel for their low-quality service and management. Raffle Inn hotel follows appropriate hotel standards in their hotel services and manages online reputations to engage more customers. The Raffle Inn hotel has a strong customer network on social media who are getting information about hotel services online and give feedback according to their services. 
[bookmark: _Toc128662784]Significance of Customer Loyalty in Hospitality Management
Customer loyalty represents the ongoing relationship between the hotel and customers that resulted to engage the customer in a particular hotel repeatedly. The relationship between customers and hotels is connected emotionally where the customers choose that particular hotel among many competitors due to willingness. The customers are consistently connected with the hotel and remain loyal to their management for their higher customers oriented services and facilities (Goldenbaum, 2017). The strong loyalty of customers of the hotel can increase their customer engagement because of recommendations of loyal customers. The loyal customers recommend and promote the hotel to their friends and families as well as their surroundings. The different program of customer loyalty is given below:  
[image: Loyalty programs as a marketing tactic in the hospitality industry]
[bookmark: _Toc128641816]Figure 3: Different Customers Loyalty Programs
Source: (Russo, 2017)
The hotel offers extra facilities and rewards points to their loyal customers. They ensure proper service and give reward points for every service that is provided to the customers. The hotel management has the intention to provide personalized and special services for their star and loyal customers. The hotel management also gives a discount to the customers according to their spending in the hotel to satisfy them as they come here further (Etherington, 2016). Different hotels are provided special memberships for their customers and extra facilities according to their rank. The hotel membership card to regular customers to give discounts and quality services as per their needs. The Raffle Inn hotel has a strong customer base and loyalty to its customers. The hotel is providing special and personalized services for their loyal and regular customers as well as giving memberships to get extra facilities and discounts.
[bookmark: _Toc128662785]Obstacles and Recommendations of the Hospitality Industry
The hospitality industry is a growing industry in the world that is expanding quickly among other industries. This industry has dynamic management to adapt the customer needs and satisfy them with the services of the hotels. The challenges and obstacles in the hotel industry are a shortage of skilled and experienced employees and managing digital technology (Bharwani, 2017). The hotel also has to face huge competition and inadequate supply chain management. Environmental considerations and lack of communication also create barriers to providing quality service to customers. Poor marketing and management also hamper the normal activities of the hotels to satisfy the customer's needs. To overcome those challenges, the hotel management should follow the following recommendations:
· Make a strategic plan and define the objectives of the hotel to obtain by providing quality hotel services.
· Empower hotel staff by training and practical knowledge of the hotel industry that makes them skilled and efficient to perform their duties.
· Ensure efficient communication systems in the hotel among the employees that increase productivity and quality of performance.
· Optimum use of environmental resources to bring sustainable development and maintain ecological balance to protect biodiversity.
· Develop the hotel website that includes more information about the hotel and ensures easy access to the customers.
· Increase promotional activities to reach more customers and inform them about the services of the hotel via social media.
[bookmark: _Toc128662786]Conclusion
Hospitality industries are required dynamic and diversity in their services according to the demand of customers and market trends. The hotel management has to be conscious of the market trends and customer expectations to enhance the brand value and reputation of the hotel (Knowles, 2016). And the hotel intended to engage more customers to increase its customer base as well as develop its management strategy. The hotel management should concern about their service quality and internal environment to compete with the competitors. A hotel that is adapted quickly and overcomes the challenges rapidly with customer needs can obtain its objectives and flourish its activities to development. 
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