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Executive Summary 
The industry research provides a comparison of the various international hotel players around the world. This study also emphasises the Hotel Standards and the goal of brand consistency criteria. It has been acknowledged that hotels skilfully manage their reputations. The value of managing customer reviews well is assessed. In order to provide suggestions to improve the product, the impact of unfavourable reviews is examined. This study focuses on examples and case studies from the hotel and hospitality sectors. The topic of hotel customer loyalty building and retention as well as hotels' goals in relation to market changes is covered. This industry research conveys the challenges that certain businesses face after adopting reasonable and pertinent recommendations for the hotel sector.
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The comparison of various international hotel players from around the world is included in the industry study. In this study, the Hotel Standards and the goal of brand consistency criteria are also underlined. Hotels that efficiently manage their reputation have been recognised. The significance of managing customer reviews effectively is assessed. The impact of unfavourable reviews is examined in order to provide suggestions for how to make improvements. In this study, the hotel and hospitality industry's examples and case studies are highlighted. The discussion includes how hotels establish and maintain client loyalty as well as their goals with reference to market trends. This industry research communicates the challenges that certain organisations face after implementing sensible and pertinent advice for the hotel sector.
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Comparing different global hotel players
The global hotels are compared on the basis of the three-star rating system. The 5-star, 4-star, 3-star, 2-star and 1-star are given in general to the hotels. Nowadays 7 stars are also available. The reported organisation recognises the hotels based on AA, AAA, Forbes travel guide, Australian Auto clubs and Hostess. Hotels providing 24/7 room service, wifi, tv, food, laundry, jacuzzi etc from high-rated hotels come under 5 tart or 4 stars with fewer exceptions and privileges (Latif et al. 2020). And the reduction of certain technologies or facilities brings down the ratings one by one to 1 star. Apart from these, a Hospitality quality award is organised for the hotels. This also encompasses mystery shopping that is offered by hotels. 
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Consumers often rely on brand price as a key commercial cue when making decisions. A comparative cost is essentially any cost incurred during earlier acquisition transactions, including costs paid by other customers for comparable goods or services. The strategy of ensuring client satisfaction by offering them a setting, high-quality services, high-quality products, and fair prices boosts the reputation of brand names in the hotel sector (Guan et al. 2021). The perceived service quality and important characteristics of a global brand play a significant role in determining its value. Owing to their pre-notion view, many buyers make purchases from reputable and well-known companies or industries. By doing this, the consumer demonstrates their strength and raises their social position. Customers who investigate renowned trademarks specifically connect their pleasant demeanour to the purchasing power of prestigious and well-known brands.
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One of the key factors that determine a company's prosperity is preventing divergence from a narrow perspective. A company must create the required assets and build a strong reputation in order to effectively communicate to consumers what it is that the brand stands for. It is possible to grasp the methods that a respectable firm employs to retain its professional image throughout time (Priyoet al. 2019). This has trained numerous hotel staff members to be able to overcome obstacles in their attempts to uphold the hotel's reputation. To enhance the reputation of a hotel globally, the influences through social media help a lot in grabbing the attention of more tourists and customers (Fernandes Sampaio et al. 2020). Apart from that, the TripAdvisor website works a lot in helping customers find the best hotels. Also, digital management responses are equally useful for the reputation management of the hotel and lastly, the reviews by the guests already visited to the hotel help the hotel to gain more reputation. 
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A company needs to follow a constant course if it wants to flourish. The investigation of the Hotel has demonstrated how the business has preserved its level of customer service while remaining true to its goals over time. Depending on their experiences with a company or brand, customers may behave, act, as well as react in unexpected ways (Alkitbiet al. 2021). The brand's producer must be aware of the needs and preferences that customers have. The effective reviews of the guest help the company to follow “The Service Recovery Model” - Learn which is abbreviated from listen, empathise, apologise, resolve and Never Repeat. Aso, complaint management is handled properly by the hotel’s ager the guest reviews. Thus, this enhances the overall performance of the hotels in order to grab more customers. 
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Figure 1: Guest Feedback
(Source: Marinakou and Giousmpasoglou, 2019)
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When a new hotel venture begins, the threat is probably present. When hotels take a bold stance in an area with a wide variety of other hotels, competitiveness is likely to rise. The external and interior decoration of a hotel, like a magnificent hotel in the UK, as well as superb hospitality and first-rate availability, can help it stand out in a crowded location (Marinakou and Giousmpasoglou, 2019). Although technological advancements are accelerating and making it more difficult for hotels to modify their surroundings for a better visitor experience, The attitude of hotels in the UK has improved with the rise of virtual and digital meetings and gatherings, keeping the motel within the 10 most popular hotels worldwide. At times when a new hotel opens, competitions increase (Rather and Camilleri, 2019). As different hotel components provide the tourist with identical services, competitive strength erodes over time.
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The branded hotels as per the case study follow Marriots’s Acquisition of Starwood for brand consistency.  Apart from this, hotel franchising is seen that is important to maintain brand values (Khan et al. 2022). This proves trust, increases competition outdoors and harnesses emotions and mowers. Moreover, empowerment is needed to make strong decisions and increase customer relationships. The Service Recovery Paradox (SRP)
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A company's success depends on its ability to satisfy its customers. It should be far more important to the company than growth. The word "customer experience" refers to the viewpoint and feelings a customer develops when purchasing something from a brand or using its services. A firm cannot manage or have any control over the experiences a customer has, according to Amponget al. 2021. The company should take into account what its customers think of its products or services. The purpose of organising loyalty programs for customers helps the hotels to identify their potential visitors who can help them in increasing their brand image and reputation (Anabilaet al. 2022). Also, the loyalty programs for the customers help in enhancing the existing customer's loyalty to increase along with engaging new customers too for the growth and development of the hotels. 
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Figure 2: Customer Retention
(Source: Marinakou and Giousmpasoglou, 2019)
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The hotels are built and run for quality assurance and mystery shopping audits overdosing on the market tends. The purpose of the hotels based on market trends evaluates customer service and increases the experience of the customers (Alketbiet al. 2020). The improvement in competitive analysis and competitive advantage is also observed in such scenarios. In addition to this, the delivery of optimal service to the guests supports the employees by increasing the guest's expectations. 
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The pitfalls and operational flaws can be big obstacles for hotel businesses. Also, expensive items or rooms, along with a lack of ROI can be an obstacle. False premises, lack of staff awareness, Unnatural service, lack of authenticity, Lack of privatisation, heavy workload, not enough data, and lack of time sensitivity are also certain factors that can be great obstacles faced by the hotel and hospitality industry. 
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The industry report summarises the comparison of different global hotel players all across the world. The Hotel Standards along with the purpose of brand consistency standards are also highlighted in this study. Hotels maintaining reputation management effectively have been recognised. The importance of effective guest reviews management is evaluated. The impact of negative reviews is analysed to give an insight into the fact of providing suggestions to improve the same. Examples and case studies from the hotel and hospitality industry are focused on in this study. Hotels building and retaining customer loyalty along with the purpose of hotels regarding market trends are discussed. The obstacles facing certain businesses following realistic as well as relevant recommendations to the hotel industry are conveyed in this industry report.
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Realistic recommendations to the industry
· The engagement of workers in decision-making, problem-solving, and strategy development is a hallmark of effective quality management.
· Stability in quality: Quality control guarantees long-term continuous improvement in the services in addition to standard performance for a contemporary product (Kim and Han, 2022).
· Profitability: The company's ability to produce items with a focus on the needs of the client and reduce wattage has helped it become more profitable.
· Growth administration: Quality Assurance gives businesses a competitive edge by setting them apart from rivals, which in turn promotes market expansion.
· Dedicated management: Leadership is essential to total quality management because it enhances the effectiveness of other organisational activities. One of the first established businesses in the UK, hotels have a sizable workforce (Sen and Bhattacharya, 2019). In order to maintain process quality in such a setting, the business would need to concentrate on leadership.
· Procedure mapping: The order of the interactions would be specified, identifying the specific person in charge of each task (Chi et al. 2020).
· The aim of the organisation would be to serve the best excellence to the consumers after the quality policy had been set.
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How CRM Supports Customer Retention Strategies

Businesses can'tfoster customer loyalty without building customer retention strategies. If those strategies are
spokes on awheel, CRM software acts as the central hub that connects and supports them. The chaft below
illustrates the role CRM plays in executing retention strategies:

Let data do the work.
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