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Executive Summary
This report provides a detailed explanation of Hotel standards, reputation management, as well as customer loyalty toward their brands. It has been discussed that management of Hotel reputation is regarding influencing and monitoring how the hotels are perceived online. Further, challenges faced by the businesses, and recommendations to overcome those challenges have also been discussed briefly.
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[bookmark: _Toc129019924]Introduction  
Hotel standards can be demonstrated as operational standards such as advertising, staffing, and the amenities suggested to the guests and the physical standards such as condition, utility, and quality of the Leased personal property and Fixtures. Management of Hotel reputation is regarding influencing and monitoring how the hotels are perceived online. It includes engaging and posting on Social Media, tracking review sites, and optimizing the sites for search. Customer loyalty is fundamentally when an individual provides repeat business to an organization or a brand. Although when the policies are strict or prices are high, the loyal customers will stand with their preferred option.
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Figure1: Hotel standards
(Source: Reidhead, 2020)
[bookmark: _Toc129019925]“Goals of the standards of the Brand consistency and the standards of the different hotels of the UK”  
Brand standards are the guidelines that represent how the graphic elements of the Brand should be utilized and set the language in which the Hotels communicate with their customers (Reidhead, 2020). They define the elements like the usage of logos, photography, typography, and color palette. The main purpose of the Brand consistency standards is to maintain consistency and provide a clear and concise understanding of the Brand. Effective brands are very consistent and the standards of the brand keep the identity of the Brand recognizable and consistent (Liu, et al. 2020). Therefore, consumers will perceive the Brand as professional and trustworthy. Everyone within an organization can use the Brand consistency standards for getting a grasp on the values of an organization. The guidelines of the brand can be considered a useful asset for a new employee as it helps in learning how the Hotels communicate with the customers. 
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Figure 2: Goals of the Brand consistency standards
(Source: Choi and Choi, 2021)
However, as it has been identified, there is no such standard that applies to every hotel and is recognized universally. Some of the basic guidelines are widely accepted around the world but not the Brand consistency standards. Therefore, there is no such universal standard or worldwide law (Choi, and Choi, 2021). The Perth Station Hotel in the UK is decorated with simple standards with a large-sized double bed or a twin single bed. All the rooms of the Hotel are suitable for both business visitors as well as tourists, as the train station is just beside the hotel and the coach station as well (Wong, and Kim, 2020). The usage of car parking is mandatory for the guests of the hotel. However, the standards of the New Country Hotel in the UK have some different standards it provides the customers with a wide range of luxurious environment-friendly accessories like some biodegradable additives for helping the guests to feel comfortable keeping in mind that they are experiencing an eco-friendly and sustainable stay.
[bookmark: _Toc129019926]“Effective Management of the reputation of the Hotels and the Importance of effective management of Guest Reviews as well as the impact of negative reviews”
The Hotels can manage their reputation effectively by staying active on the social media platform. It is the only platform to represent the visual image of the brand and provide the brand with a voice or a tone while directly connecting with the followers. Social Media can also help build relationships with potential guests and planners (El-Said, 2020). Optimizing the business for search engines is also an essential part of hotel reputation management. A high ranking in the search engine means that the website is getting more popular and found more likely. According to most of the research, 93% of online experiences start with search engines. Review management is important for hotel businesses for the collection, distribution, and analysis of new reviews (Reyes-Menendez, et al. 2019). However, review management is also important for changing the online positioning of businesses.
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Figure 3: Hotel Reputation Management
(Source: Reyes-Menendez, et al. 2019)
There are two reasons for rating a hotel: the very satisfied guests want to share their better experiences and raise the reputation of the hotel publicly and the guests who are disappointed want to release their frustration with the reputation of the hotel. Developing a review management plan can easily be incorporated into the routine duties (Anagnostopoulou, et al. 2019). However, marketing acts as an essential part of review management since it acts as both negative and positive multipliers. The guests' reviews are very important for any establishment of services. Although the management of the guest's reviews might seem abstract to some, it is difficult to understand the outcomes in both financial and brand terms for the hotel.  It has been estimated that the risk of an establishment losing 22% of the bookings is just because of the negative reviews (Wen, et al. 2021). However, this figure significantly increases when various negative reviews are posted around several portals which therefore results in a 70% decline in potential guests for a hotel.
[bookmark: _Toc129019927]Ways and purpose of building and retaining customer loyalty
Hotels that want to build the loyalty of the customer or increase the retention of guests should focus mainly on the improvement of the hotel services, guest experiences, and guest perception (Juanamasta, et al. 2019). Here are some of how hotels can improve the loyalty of the customer:
· Exceeding the expectations of the guests.
· Providing excellent services to the customers.
· Responding to the feedback and reviews of the guest constructively.
· Making commitments for improvement regularly.
· Developing better relationships with regular travelers.
· Understanding the needs of the guests from the hotel.
· Providing personalized experiences to the guests.
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Figure 4: Customer loyalty
(Source: Omoregie, et al. 2019)
A loyalty program is also an essential tool for the chain hotels for boosting the loyalty of customers by providing a collaboration of hard benefits creating a separation of direct financial costs such as complimentary stay and the soft benefits reflecting the sense of the customer of a unique status such as late check outs to the customers who make purchases frequently (Omoregie, et al. 2019). The loyalty program helps the hotels in retaining a huge number of customers who possess a huge level of repeated purchases of loyalty. The loyalty programs produce diverse impacts in influencing the intentions, attitudes, and behavior of the customers which represents that it significantly influences the satisfaction of the customer (Alshurideh, et al. 2020). Most of the organizations analyzed that loyalty seems to be a competitive advantage for them as the loyal customers present an average of 20% of the entire base of their customers, and the same loyal customers account for 80% of the entire revenue. Increasing customer retention even by 5% leads to an increase in the results of the economy to 55% from 25%. These figures reveal that loyal customers prefer the hotels in every situation as compared to other customers (Dewnarain, et al. 2019). Loyalty and retention of customers positively influence the profitability as well as the turnover of the organizations.
[bookmark: _Toc129019928]“Recommendations for Hotels regarding market trends and the challenges faced by certain businesses” 
According to experts in organizations and industries, the new and innovative trends in the hospitality industry will reshape the manner the hotels in treating their guests completely (Lee, et al. 2020). Nowadays, in the world of advanced technology, guests are getting accustomed to those advanced facilities and therefore, they are expecting the same in the hotel industry. The growth in digital channels is becoming more difficult for hotels to provide fast responses to the inquiries of guests across all the channels which can result in a loss of revenue. So, a hotel chatbot is considered one of the latest technologies which are being used for improving experiences (Reyes-Menendez, et al. 2019). At present, the hospitality industry is mostly utilizing chatbots which have the capability of engaging with the visitors of websites in real-time which can therefore help in increasing direct bookings. In this way, hotels can focus on the trends of the market and provide personalized experiences to the guests. Some of the obstacles faced by the business include Cash flow, growing revenues, staff turnover, over-dependence on few customers, and competing on price always. A consequence of the lack of development of leadership is a lack of planning of business in most SMEs. Every business sector has its set of challenges and demands. Some of them are as follows:
· Meeting the requirements of the customer.
· Preserving a better reputation.
· Retaining employees.
· Maintaining quality relationships with the customers.
· Finding an efficient brand.
· Marketing within a drenched marketplace.
Every business strives in maintaining top quality relationships with the base of their customer to keep the employees satisfied and happy and keep the brands relevant as well (Köseoglu, et al. 2021). Overcoming and facing the obstacles which arise is all that sets a better business apart from its competitors. 
[bookmark: _Toc129019929]Conclusion 
In this report, Hotel standards, reputation management, as well as customer loyalty toward their brands have been discussed. Further, the purpose of the brand consistency standards and how the hotels can manage their reputation effectively have also been mentioned. It has been discussed how guest reviews impact the reputation of the brand and along with that, the negative reviews decrease the number of guests in the hotels. How hotels can retain as well as build the loyalty of the customer and the objectives of building and retaining customer loyalty have also been mentioned. Further, recommendations have been provided to the hotels regarding the trends of the market.
[bookmark: _Toc129019930]Recommendations  
It is very simple to respond to the good reviews but for a better reputation of the hotel as well as the brands it is essential to respond to the bad review as well. A positive perception of the brand of the hotel is paramount for influencing sales and therefore maximizing the revenue of the business. The usage of the templates helps in automating the procedure of management of the reviews and the reputation online. However, it is essential to ensure to customize the reviews and feedback to every review of the individual. The use of the templates with several recommended responses will not only help in setting the tone but will also guarantee for following of a protocol.
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