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The report provides a comprehensive overview of the hospitality industry, including its current developments, challenges, changing trends, and brand positioning strategies. With changing consumer preferences and external threats, the hospitality sector is rapidly evolving, and it requires the implementation of technology, sustainability, flexibility, and a motivated workforce to remain competitive. By following the recommendations provided in the report, hospitality organizations can navigate the current market successfully and prepare themselves for a challenging future. 
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This report assesses various aspects of hospitality, which is one of the oldest and most well-known business industries. It involves welcoming guests, providing them with temporary accommodation, food, and a safe environment, and meeting their reasonable demands. The organized industry emerged in the 18th century and has since become a significant contributor to the economy of many countries. The quality of care and attention given to customers' comfort and needs is referred to as guest services, which includes pre and post-service communication. The international hospitality market has grown by 4.35% after the pandemic, and the projected growth is 12% by 2028 (World Travel & Tourism Council, 2021). Social media marketing, AI, and eco-friendly businesses are the current trends in international hospitality (Wang and Li, 2019). 
[bookmark: _Toc150773751]Main findings

[bookmark: _Toc150773752]Reputation Management

In today's hospitality industry, where millennials are the primary customers, hotel reputation management has become crucial. It involves assessing and evaluating the property's online presence, which is not limited to just offering a place to stay and food but also includes modern facilities, a spa, a gym, and a comfortable environment (Gretzel and Koo, 2015). Additionally, visitors are now more concerned about ecological changes and are encouraged to adopt sustainable ways. To effectively manage a hotel's reputation, the following points should be considered:
Staying active on social media- Sharing videos, photos, and reels can effectively showcase your property and offer a virtual tour to potential customers. The industry is greatly influenced by social media platforms like Facebook, Twitter, and Instagram, especially the user-generated content like the reviews and recommendations found on websites like TripAdvisor. Ensuring effective digital management can lead to increased bookings and revenue generation. By utilizing these platforms, hospitality businesses can gather valuable feedback and evolve their services to meet the dynamic needs of their customers (Xiang and Fan, 2017).
Engaging with audiences in real-time - Having a strong presence on social media platforms can be very beneficial for businesses as it helps to build relationships and promote authentic interactions with customers. By adding a live chat feature on the website and responding to comments (both positive and negative) in a timely manner, businesses can increase consumer engagement and loyalty. Additionally, having 24/7 availability through Instagram and WhatsApp can give businesses a competitive edge. Research has shown that implementing live chat has had a positive impact on sales and revenue for 90% of hotel businesses, and 50% of consumers reported that it helped them gain a better understanding of the property (Wood, 2015).
Gather positive reviews - TripAdvisor reveals that 96% of people are influenced by online reviews. People often hesitate to book those properties that don’t have an online presence. Yelp, TripAdvisor and Google Reviews are the top platforms; a hotelier must use to build a social presence (TripAdvisor, 2023).
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It significantly contributes to developing customer loyalty, trust and a good reputation. In the hospitality industry, brand consistency is important in the following ways: 
Creating Powerful Corporate Identity: Hotel recognition can be greatly enhanced by its corporate identity, which includes visual components such as typography, images, and logos. Consistency in branding is key to improving customer recognition and making it easier for them to identify and remember the business (Walker, 2021). 
Sharing guest satisfaction: One of the best ways for potential customers to get a glimpse of a hotel is through photos shared online by its visitors. This is a great way to attract natural traffic to the hotel's website and social media pages, as it allows people to see the place from the perspective of their friends and acquaintances. As a result, it can be a very effective marketing strategy (Soloman, 2018).
Online presence: the values of the brand should be reflected by the online presence such as websites and social media pages using the same logo (Heppell, 2015). 
Example: Marriott International, Inc. is USA USA-based multinational company that operates and franchises in 140 countries. It is globally famous for brand consistency.
Logos and visual identity: all of the properties and marketing materials of Marriott use the same logo, colour palettes and design features (Logowick, 2021).
Room designs and amenities: visitors can expect a certain degree of comfort and convenience in standardised room layouts and amenities.
Social media presence: Marriott’s social media posts and marketing initiatives always use the same language, images and tone. Customers recognise the brand right away (Managementtoday.co.uk, 2023).  
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The hospitality industry can benefit greatly from advancements in technology. For instance, the use of robotics can help to reduce workload and costs for staff, while AI chatbots can improve the overall visitor experience. Mobile ordering can also enhance efficiency (Minwoo, Seonjeong and Yoon, 2019). Additionally, virtual reality and augmented reality can be employed to provide visitors with a unique experience, such as interactive menus and virtual tools. In addition, rooms can be equipped with Internet of Things (IoT) devices that enable guests to effortlessly control lighting, temperature, and entertainment systems through the use of smartphone applications or voice commands (Heppell, 2015).
Example: Hilton Hotels & Resorts is an American multinational chain of luxury hotels. The company started the Digital key feature in 2015 where with the help of cell phones, customer can now check in and unlock their hotel rooms. It decreases wait times speeds up check-in procedures and improves security (Minwoo, Seonjeong and Yoon, 2019).
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Service culture refers to the values and beliefs of a company that inspire its employees to prioritize a customer-centric approach in their day-to-day tasks and responsibilities. It is a crucial factor that leads to exceptional customer service and a stronger market presence. A great example of a company with an outstanding service culture is the Ritz-Carlton Hotel Company, which operates in 30 countries worldwide (Ritz-Carlton, 2023). Their service culture is known as the "Gold Standard," and it is built on providing unforgettable experiences through anticipatory services, empathetic care, attention to detail, and exceptional service recovery. The Ritz-Carlton's service culture is deeply ingrained in its commitment to providing unique and unforgettable experiences for its customers (Ritz-Carlton, 2023).
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The constant bond between the guests and the hotel brand is referred to as customer loyalty. Travellers are considered loyal when they select one hotel chain over another or when they interact with and constantly make reservations from one brand as opposed to others (Miller, 2023). It is assumed that a 6% increase in customer loyalty results in profit enhancements by 25%-35% (Ford, 2020). 
Example: Marriott Bonvoy Loyalty Program: to increase customer loyalty, this program is run by Marriott International. When visitors stay in hotels bearing the Marriott name, Sheraton, Westin and many others, they are rewarded for their loyalty. Offering tiered memberships, offering points for cultural and social events etc. are the highlights (Panchapakesan and Jiseon, 2020). 
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If a hotel, restaurant, or any other hospitality establishment fails to meet the demands or expectations of its customers, it is regarded as having given inadequate services. Such mistakes can have a detrimental impact on the customer's experience, leading to negative reviews, decreased revenue, and harm to the establishment's reputation.
Examples: overbooking, noise from other guests, carpet odours, clogged bathtub and washbasin, and limited breakfast hours are a few examples of service failures (Walker, 2021).
The main goal of the hospitality industry is to provide customers with a pleasant and comfortable experience while also offering them essential services. This sector is of great importance to economies worldwide, as it employs 310 million people globally, which accounts for 9% of all employment (Hospitality News – Big Hospitality).  
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The hospitality industry's success depends on various essential factors. Some of these include maintaining a good reputation, establishing a robust service culture, ensuring consistent branding, adhering to high hotel standards, and promoting customer loyalty. Keeping up with the latest industry trends and innovations is also crucial to stay competitive. To minimize any negative impact on guest satisfaction, effective service recovery in difficult situations is crucial. By focusing on brand consistency, customer loyalty, reducing service failures, and promoting a strong service culture, hotels can position themselves for long-term success.        
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The hotel industry can experience a significant impact on travel demands during economic downturns, such as recessions and global crises. The emergence of platforms like Airbnb has intensified competition in the traditional hotel industry. Regulations related to taxation, zoning restrictions, and safety also have an impact on hotel operations. Additionally, finding and retaining talented workers, especially during busy times, can be challenging. Maintenance, utility, and marketing costs can hamper profitability, and seasonal demand changes are common in the industry.
To overcome these challenges, hotels can diversify their clientele by focusing on various market segments, offering discounts during off-peak seasons, and hosting conferences and events to attract business travellers during periods of slowdowns. As environmental concerns become more prevalent in society, hotels must become more environmentally sensitive by adopting energy-efficient practices, trash management, and eco-friendly constructions. The use of technology such as data analytics to optimize visitor experiences and implement contactless check-in and check-out procedures through kiosks or mobile apps is essential.
Investing in personnel training is also necessary to guarantee outstanding customer service. The emergence of social media platforms such as Facebook has significantly increased the ability to influence visitors, and this trend will continue. To build a base of loyal customers, brands should continuously come up with new strategies to use social media for marketing. 
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