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Executive Summary
The discussion focused on the challenges and strategies in the hospitality industry that hotels need to address to meet guest expectations and build long-term loyalty. To stay competitive, hotels must prioritise technology, sustainability, personalisation, guest reviews management, and unique experiences. Case studies and global hotel players were analysed to provide recommendations for hotels to implement in their businesses. These strategies, tailored to a hotel’s specific brand and target audience, can help hotels provide exceptional experiences to guests and remain competitive in the industry. Personalisation is another key factor as guests expect personalised experiences and services. Effective guest reviews management is vital for hotels as it helps them improve their services and address negative reviews promptly. Unique experiences are also important for hotels to differentiate themselves from competitors. To succeed in the industry, hotels need to stay up-to-date with market trends and adapt to changing guest expectations. Despite the challenges and obstacles facing the industry, there are opportunities for hotels to innovate and provide exceptional experiences to guests. By implementing the discussed strategies and recommendations, hotels can build long-term loyalty, differentiate themselves from competitors, and succeed in the ever-changing hospitality landscape.
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          The hospitality industry has seen a huge shift owing to customer needs and requirements. Maintaining brand consistency is extremely essential to facilitate loyal and regular customers to have a pleasant stay and memorable experience, this report provides a comprehensive account of hotel standards (Purohit et al., 2023). It is significant to take into account customer reviews to understand the range of customer satisfaction and gain insight into sectors that need an upgrade or change. It is essential to understand that negative reviews hamper successful business operations in the hotel and bad publicity results in a market decline among loyal customers, which the report covers in detail. The report further specifies the significance of customer loyalty and the importance of retaining customers in the hotel industry.
            Lastly, the report cites recommendations based on current market trends and elaborates on the obstacles faced by the hotel sector.  This report provides substantial insight into the brand image of a hotel, maintaining its reputation by regularly monitoring its customer reviews and devising strategies for retaining loyal customers to the brand
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To preserve the authenticity and consistency of a brand’s identity and consumer experience across all touchpoints, Brand Consistency Standards were created (Mmutle, and Shonhe, 2017). The aim of these standards is to build a strong and recognisable brand that customers can trust and rely on, regardless of where they interact with it. Brand consistency standards are particularly crucial in the hospitality industry since they have a big impact on client satisfaction and loyalty. Because customers may not know what to anticipate from one hotel to the next, a hotel chain with inconsistent branding and service standards throughout its hotels is likely to see poorer customer satisfaction and loyalty (Myo et al. 2019).
To guarantee that their facilities retain a consistent level of quality and service, many hotels and hospitality businesses have adopted brand consistency standards. Marriott International, for instance, has produced a set of brand standards for each of its hotel brands, specifying the precise design, service, and operational requirements that each property must comply with (Schulz, and Omweri, 2018). These standards assist in ensuring that Marriott’s properties maintain a consistent level of quality and service, regardless of location. Another illustration is the Ritz-Carlton hotel chain, whose illustrious service and meticulous attention to detail have made it a household name. The Ritz-Carlton Gold Standards, a set of service standards, specify the specific actions and attitudes that all staff must show to provide great service (Niu, and Fan, 2018). To ensure that guests experience a consistent level of service and quality, these standards are strictly followed throughout all Ritz-Carlton hotels worldwide.
The brand consistency standards vary amongstst hotels, though. Independent hotels and boutique properties may have their own brand identity and standards that differ from those of larger hotel networks. To ensure client pleasure and loyalty, all hotels, regardless of sise or brand affiliation, should endeavour to maintain a consistent level of quality and service (Johnson et al. 2018). 
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Hotels may effectively manage their reputation by putting in place strategies and procedures that allow them to track and respond to guest feedback in a timely and professional manner. Effective guest review management is a crucial component of reputation management (Johnson et al. 2018). This entails keeping an eye on and reacting to guest reviews on sites like TripAdvisor, Google, and social media. Good guest review management allows hotels to address issues or concerns, demonstrate dedication to guest happiness, and boost online reputation. Hotels can demonstrate their concern for their guests’ comments and their willingness to address any issues by responding to guest reviews in a timely and professional manner.
However, guest reviews can have a substantial negative impact on a hotel’s reputation because they can discourage potential customers from making reservations and result in lower revenue. Hotels must therefore act quickly and effectively in the face of negative reviews (Liat et al. 2017). In response to a negative review, a hotel can, for instance, acknowledge the guest’s concerns, apologise for any problems, and promise to make things right. The term “ecosystem” refers to a group of people that work in the construction industry. This can help to lessen the impact of the negative review and show the hotel’s dedication to guest pleasure.
The Mandarin Oriental hotel chain is one example of efficient guest review management. The chain has a team devoted to keeping tabs on guest reviews and feedback on sites like TripAdvisor and social media (Wood, 2015). The team responds to guest reviews in a prompt and professional manner, addressing any issues or concerns that guests may have and proving the chain’s dedication to guest happiness. (Niu, & Fan, 2018). Another example is the Four Seasons Hotel Company which offers a programme called “Four Seasons Reviews” that allows guests to rate their stay. The technology also enables the hotel to track and respond to guest reviews in real time, allowing them to resolve any problems quickly and enhance their online reputation.

[bookmark: _Toc128344258]How hotels build and retain customer loyalty
Hotels can build and retain customer loyalty through various strategies, such as loyalty programs, personalised experiences, and exceptional service. Hotels frequently employ loyalty programmes as one of their strategies to encourage repeat business and show appreciation for devoted customers (Walker, 2013). Benefits with these programmes can include complimentary stays, lodging upgrades, and early access to popular attractions. The Marriott Bonvoy loyalty programme, which is employed by the Marriott International hotel chain, is an example of a successful loyalty programme in the hotel industry. Members of the programme receive a variety of benefits, including complimentary hotel upgrades, extended check-out times, and invitations to special events and experiences. For stays at Marriott hotels, members can also accrue points that can be redeemed for free stays, flights, and other perks. The Hilton hotel chain also uses Hilton Honors as an example. Benefits of the programme include access to VIP events and experiences, free accommodation upgrades, and free breakfast (Tesone, 2014). For stays at Hilton properties, members can also accrue points that can be used to get free stays, flights, and other perks.
By offering gratifying benefits and rewards to devoted customers, these programmes have proved effective in fostering and maintaining customer loyalty. They also encourage customers to book directly with the hotel chain rather than through third-party booking platforms, which can help hotels save on commission fees (Liat et al. 2017). Hotels may establish and maintain a customer loyalty strategy beyond loyalty programmes. Building customer loyalty also requires providing exceptional service and personalised experiences. For instance, hotels can use data and analytics to personalise the guest experience by providing individualised recommendations for restaurants and attractions based on the guest’s tastes and prior behaviour.
The Ritz-Carlton is a good example of a hotel chain that has developed a reputation for exceptional service, which has helped it to generate and keep customer loyalty. The Ritz-Carlton Hotel Group has established a set of service standards known as “The Ritz-Carlton Gold Standards,” which detail the particular actions and attitudes that all personnel must take to provide exceptional service (Niu, and Fan, 2018). To guarantee that guests have a consistent level of service and experience, these standards are strictly maintained across all Ritz-Carlton hotels worldwide.
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In conclusion, hotels face various challenges in the ever-changing hospitality industry. To stay competitive, hotels need to prioritise technology, sustainability, personalisation, guest reviews management, and unique experiences. By addressing these challenges and tailoring their strategies to their specific brand and target audience, hotels can provide exceptional experiences to guests and build long-term loyalty. It is important for hotels to stay up-to-date with market trends and adapt to changing guest expectations to remain successful in the industry.
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Recommendations
Changing guest expectations, rising competition, and the impact of technology on the industry are just a few of the market trends and challenges that hotels are currently facing. To stay competitive and address these challenges, hotels can implement the following recommendations:
1. Embrace Technology:Hotels must incorporate new technologies to improve the guest experience because technology has become an integral element of the hospitality industry (Johnson et al. 2018). Hotels may improve the guest experience and shorten wait times by using mobile check-in and keyless room entrance, for instance.
2. Prioritise Sustainability:Sustainable practises have become increasingly essential to customers, and hotels can implement green initiatives such as employing eco-friendly cleaning products and minimising water usage to appeal to environmentally conscious guests (Schulz, and Omweri, 2018).
3. Focus on Personalisation:Hotels can customise the guest experience and provide individualised recommendations for eating and activities based on the guest’s tastes and prior behaviour by using data and analytics.
4. Improve Guest Reviews Management:Guest reviews are important for a hotel’s reputation, and hotels can improve their reputation management by responding quickly to negative reviews and resolving any issues expressed by visitors (O’Fallon, and Rutherford, 2010).
5. Offer Unique Experiences:Hotels may differentiate themselves in a crowded market by providing visitors with real, memorable experiences like cultural events, local tours, and immersive experiences (Niu, and Fan, 2018).
Depending on their region, brand, and target market, certain businesses may face different obstacles. For instance, luxury hotel brands like Four Seasons and Ritz-Carlton may have challenges in luring younger, millennial clients who value one-of-a-kind experiences over typical luxury amenities. These brands may meet this challenge head-on by providing memorable, one-of-a-kind experiences and by forming partnerships with regional businesses to enhance the authenticity of their offerings (Myo et al. 2019).
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