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Executive Summaary
This report is focussed on the discusion of variouspurpose of the thecissitncy standards of the hotel business along with discussing diffrent process of building and retaining the customer loyalty. This is also inclusive of various recommendations which have been provided related to the market trends of this hotel industry. 
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Experiencing better Guest Service is also a vital part in terms of being competitive and also with high pressure in the hospitality sector. These guests are also spoilt with a huge amount of choices and this also denotes offering outstanding customer service with a turning point leading loyal guests. This guest will also be keeping up with providing a stress-free service. This report is mainly focused on the discussion of the different standards of brand consistency along with different strategies related to the management of hotel industries (Radojevic et al., 2019). There are various obstacles explained related to this hotel industries along with that recommendations are also provided to resolve those.     
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[bookmark: _Toc128142607]Purpose of brand consistency standards
Brands standard is about maintaining consistency in terms of providing a better customer experience and there are also other people who are looking forward to having better and quality service every time they visit. This also leads to maintaining the trust and also brand loyalty in terms of specific services of hospitality. Maintaining a higher standard in terms of this hospitality sector along with the other operations as well might be a bit crucial for the business of any individual restaurant towards the chain of a huge amount of hotels (Buhalis and Moldavska, 2022). Maintaining brand consistency plays an important role in terms of enhancing the experience of the customer towards the hotel service along with improving the team experience. This also leads to the reduction of mostly mistakes along with helping out to get a hygiene rating of 5.
The hotel standards change based on the type and class of hotel and this is also dependent on the unique proposition of hotels. Hilton Hotel and Resorts is considered to be one of the flagship brands in terms of hotels globally and this brand also targets both in terms of business along with leisure travel in various locations (Mariani et al., 2020). This location also includes major city centers, popular vacation destinations, and convention centers all over the world. Hilton hotels maintain the highest standards of integrity while conducting business and it also competes based on price, quality, and services as well. The business decisions of Hilton Hotels and Resorts are based on the best interest of the hotel along with being consistent in terms of its values.
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Reputation management entails merely various types of responses related to the comments which are being provided on websites regarding the services provided by these hotels over social media platforms (Sann et al., 2022). There are hotels like Premier Inn which is a British limited-service hotel chain and one of the largest hotel brands with 72000 rooms and around 800 hotels. They provide good service but still in terms of reputation management it is difficult for every business. Unhappy customers always express their dissatisfaction publicly and online. Therefore in terms of dealing with this type of situation online, there is a reputation management strategy and in that case, hotels like Premier Inn can manage this online by keeping an eye on the mentions of their brand along with finding out the feelings of the customer regarding the services provided  (Baek et al., 2020). It is necessary to keep the negative comments towards a minimum side as this is considered to be good for this hotel business.   
Effective guest review management plays an important role in hotel industries and this is because the customers get a proper idea regarding the experience of the earlier customers. This process of guest review is like the earlier customers have visited the hotel and they provide their personal review which might be helpful for any individual who is the next to take that service. A lack of reviews of hotels or reviews which are bad indicates that people are less likely to stay there  (Sann and Lai, 2021).   
Negative reviews can impact the business of this hotel industry in a very serious way. Every time an individual provided a negative review and it pops up during searches, there is a higher potential to lose customers and business of these premium hotels. Recently, Oyo hotels had a major impact on the negative reviews as Oyo is a renowned brand that provided a negative experience to the customer. This also included various governance issues along with providing poor customer service in terms of delivering core brand promises.       
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The guest expectation in terms of hospital industries is quite higher compared to the other factors behind this (Wood,  2020). Similarly, Technology has been playing an important role in terms of making their customers aware along with making them connected. Delivering a service that exceeds the expectations of the customers is considered to be paramount in terms of the success of this hotel industry and this also leads to an increase in the loyalty of the customer. Building the loyalty of the customer in the flagship hotels like OYO, Premier Inn, and Hilton is related directly to increasing customer expectations. In order to build customer loyalty this type of flagship hotel is required to implement the below strategies: ( Rather and Camilleri, 2019)
1. Making the right impression: “First Impression is always considered to be as the last impression” and according to this, it is always necessary to be attentive in terms of addressing the needs and expectations of the guests. The staff in the hotel are always required to go the extra mile in terms of exceeding the expectations of its customer along with offering impeccable service. Paying good attention to the guest will be playing an important role in terms of matching the expectations of the housekeeping and if this is handled with proper care might be helpful in taking this place to a level that might impress the guest (Levey, 2023).          
2. Offering Incentives: Similarly Incentives play an important role in terms when it is about meeting the expectations of the guest in this hospitality sector. Providing a good amount of incentives to the guests of this flagship hotel will be helpful in turning out this type of new guest into loyal visitors. Offering incentives to this type of guest includes providing welcome drinks along with proper meals and also spending time with the audience analyzing their feedback by making them feel important.        
   Similarly, in terms of retention, the below strategies are being followed such as:
1. Exploring CRM for older leads: CRM is considered to be a goldmine of various information in any hotel business and therefore at least once per quarter it is necessary to review the old leads (Huang et al., 2022).    
2. Accessing past bookings to identify priority guests: In terms of accessing the past bookings or identifying different priorities of the guest requires it is necessary to use different models which are based on the monetary value, frequency, and regency as well. 
Retaining customer loyalty can be more cost-effective as this is helpful in bringing up a higher amount of profit along with lowering the cost. In this case, the loyal customers will be shopping regularly and this happens because the positive experience of the hotel brand will lead to getting repeated customers more frequently than new ones (Tuomi et al., 2021).                
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Hotel marketing plays an important role in terms of attracting bookings along with the optimization of revenues. However, there are various marketing trends that these premium hotels are required to be aware of and these include:
· Highlighting safety in terms of guest communication and hotel marketing 
· Let the potential guests experience the hotel afar
· Customer experience needs to be marketed well
· Improve the experience of the guests along with satisfying them with chatbots (Ali et al., 2021). 
 Similarly, there are a huge amount of obstacles which are being faced by this hotel industry and this including:
· The rising cost of daily consumables: This includes the price inflation of regular products such as eatables along with other supplies.  
· Customer service: In terms of customer service there are a huge amount of challenges in this hotel industry (Tuomi et al., 2021). This is ranging from reservation management to various operations related to the front office.
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There are various issues that are arising in this hotel industry and in terms of solutions there are various solutions provided:
· In terms of improving customer service, it is necessary to remain connected to an integrated hotel PMS system (Mariani et al., 2019)
· In terms of solutions to the rising cost, it is necessary to keep a constant check over the control of stock along with reducing wastage.          
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The above report is mainly focussed on the discussion of the purpose of maintaining consistency along with explaining the ways hotels can implement to improve their service. There are also various processes related to building customer loyalty along with providing various recommendations related to hotels along with explaining different obstacles being faced by this industry.  
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