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[bookmark: _Toc129292274]Executive Summary
This report has discussed the hotel standards of different hotels. Hotel reputation management was discussed along with guest review management. The impact of negative reviews has been highlighted. Managing guest reviews is essential for hotels. The necessity of this management system has been proven. The process of building and maintaining customer loyalty and its purpose was also a point of discussion. In the end, some recommendations were given to the hotels. Marriott International and Hilton Hotels were brought in to discuss the issues.
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1. [bookmark: _Toc129292275]Introduction

The strongest part of the hospitality industry is customer service, which is familiar to all industries. Effective strategies are needed to value and emancipate guest services. Quality of service has become the key that permits a hotel to differentiate itself from the competition and obtain customer loyalty. 
This report discusses the purpose of brand consistency standards. This will be considered using several different hotels as an example. Reputation and brand image depend strongly on guest service. Hotels try to increase their market share by reducing the price risk, without harming the profitability of the hotel in the medium and long term. As a result, quality of service, not price, has become the key that differentiates a hotel from its competitors and achieves customer loyalty with different hotel examples.
Hotels offer various offers and implement strategies to achieve guest satisfaction. This study looks at hotels' efforts to effectively manage their reputation. The importance of managing guest reviews is to draw attention to the impact of negative reviews. There will be a discussion on how hotels build and maintain customer loyalty along with their goal. It also provides some recommendations for hotels on marketing trends and barriers for specific companies in the industry.
















2. [bookmark: _Toc129292276]Main Findings
[bookmark: _Toc129292277]2.1 The purpose of brand consistency standards in the hospitality industry.
Consistent branding helps to build brand recognition and awareness. This is particularly important in the hospitality industry, where customers are often looking for trusted and recognizable brands when making travel and accommodation decisions. Brand consistency ensures that the values and personality of the brand are kept across all touchpoints, including advertising, marketing, and customer service. This helps to reinforce the brand's identity and differentiate it from competitors (Chung & Byrom, 2021). Consistent branding can enhance the overall customer experience by creating a sense of familiarity and trust. Building relationships with customers also allows the organization to obtain quality sources of information for planning a marketing strategy, and brand consistency standards are also helpful. This can lead to increased efficiency and cost savings. A consistent brand identity can also help improve employee engagement by creating a sense of purpose and pride in their work. When employees understand and embody the brand's values, they are more likely to provide exceptional customer service and feel invested in the success of the business (Xiong & King, 2019). 
Marriott International is the leading hospitality company with full service. In the context of brand consistency standards, this hospitality brand ensures high customer preferences, profit potential, and excellent progress (Marriott,2022). 








[bookmark: _Toc129292278]2.2 The effective maintenance of a good reputation, the importance of managing guest reviews, and the impact of negative reviews.
[bookmark: _Toc129292279]2.2.1 Hotels can manage their reputation effectively in several ways:
The most effective way to manage a hotel's reputation is to provide excellent service consistently. This includes training staff to be friendly, professional, and receptive to guests' needs. Hotels should monitor online reviews on websites like TripAdvisor, and Google (Olimovich, et al., 2020). Responding promptly and professionally to negative reviews can show that the hotel worries about its guests' experiences and is committed to improving. Hotels should implement a feedback system to collect feedback from guests (Schuckert, et al., 2019). This can help identify areas for improvement and address issues before they become bigger problems. 
 Staff should be trained to handle guest complaints effectively and professionally. This includes actively listening to guests, acknowledging their concerns, and taking appropriate action to resolve the issue (Perez-Aranda, et al., 2019). Marriott gives effective training to its staff which makes the brand the leading hospitality brand in the world. Hilton uses social listening to manage its brand reputation. The feedback that comes from social media is appropriately evaluated by the management for further improvement (Linkedin, 2022).
[bookmark: _Toc129292280]2.2.2 Guest reviews management is important for several reasons:
Reviews can provide valuable feedback on areas where the hotel can improve its services, amenities, and facilities. This feedback can be used to make changes that enhance the guest experience. Reviews can have a significant impact on a hotel's reputation. Positive reviews can help attract new guests, while negative reviews can damage a hotel's reputation and lead to a decline in bookings (Xia, et al., 2019). Effective review management can help relieve the impact of negative reviews and promote positive ones. Responding to reviews, both positive and negative, shows guests that the hotel values their opinions and is committed to improving their experience. This can increase guest satisfaction and loyalty. Guest reviews can also provide insights into how a hotel is performing compared to its competitors (Padma & Ahn, 2020). 
“Negative reviews can have significant impacts on the hospitality industry.” Negative reviews can turn potential guests away, resulting in a decrease in bookings. According to a study by TripAdvisor, a one-point increase in a hotel's review score can result in a 9% increase in the booking. Negative reviews can damage a hotel or restaurant's reputation. With the prevalence of online reviews, a single negative review can potentially reach a large audience and ruin a brand's image (Chakraborty, 2019). As a result of decreased bookings and damage to reputation, a hotel or restaurant can experience a decrease in profits. Decreased employee morale and negative reviews can have a demoralizing effect on employees. They may feel discouraged or unappreciated, leading to a decrease in their job satisfaction. Negative reviews may require additional effort and resources to manage online reputation. The hotel or restaurant may need to respond to negative reviews, offer solutions, and work to improve its overall guest experience (Lo & Yao, 2019).
[bookmark: _Toc129292281]2.3 Purpose of hotels is to build and retain customer loyalty.
Hotels can personalize the guest experience by offering customized amenities, services, and offers customized to each guest's preferences and needs. Hotels can offer loyalty programs that reward guests for their repeat business with exclusive rewards, discounts, and benefits. Providing exceptional customer service can go a long way in building and retaining customer loyalty (Koo, et al., 2020). Staff members should be friendly, helpful, and attentive to guests' needs and concerns. High-quality amenities and facilities, such as luxurious bedding, spa services, and a fitness center, can increase the guest experience and encourage repeat visits. Consistent brand promotion across all touchpoints, including the website, social media, and physical spaces, can help create a solid and recognizable identity that resonates with guests. Hotels can attract guests in meaningful ways, such as through social media, personalized email campaigns, and post-stay surveys. Marriott Bonvoy is a loyalty program by Marriott International that offers customers numerous experiences and world-class rewards (Marriott, 2022).






[bookmark: _Toc129292282]2.3.1 The purpose of building and retaining customer loyalty.
In the hospitality industry, building and retaining customer loyalty is important because of the competitive nature of the industry and the fact that customers are often looking for a memorable experience. The purpose of building and retaining customer loyalty in the hospitality industry is to create a base of repeat customers who will continue to do business with a hotel, restaurant, or other hospitality business, and who will potentially become promoters of the brand. Here are some specific reasons why building and retaining customer loyalty is important in the hospitality industry as repeat business, increased revenue, cost savings, improved reputation, differentiation from competitors, and better feedback (Šerić & Gil-Saura, 2019). 


3. [bookmark: _Toc129292283]Conclusion
This report has discussed the area of hotel standards, reputation management, and retaining and building customer loyalty through various types of processes. The purpose of brand consistency standards has been demonstrated and compared with Marriott and Hilton Hotels. Negative reviews can impact brand reputation, so hotels manage their reputation through different processes. Some recommendations have been given to hotels regarding marketing trends.



























[bookmark: _Toc129292284]4. Recommendations to hotels in the context of market trends
The rise of digital technology and online channels has revolutionized the way that hotels market themselves. Hotels should focus on developing a strong online presence, including a mobile-optimized website, social media profiles, and online booking. Personalization is becoming increasingly important in the hospitality industry, as customers expect personalized experiences that meet their individual needs and preferences. Hotels should focus on creating unique and memorable experiences for guests and use these experiences as a marketing strategy. Influencer marketing is becoming increasingly popular in the hospitality industry, as hotels partner with social media influencers to promote their brand and attract new customers. 
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