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Executive Summary


This report's purpose is to outline industry standards for hotels, the importance of brand consistency standards for hotels and the requirements for them. It also analyses how to manage reputation effectively by analysing both positive and negative customer reviews and how to attract and keep customer loyalty. This report includes examples of loyalty programmes and what they serve. Also, it shows what recommendations are there for hotels considering current market trends.
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According to Law Insider (2021), Hotel Standard refers to operational and physical requirements such as personnel, guest facilities, advertising, the quality, condition, and utility of the fixtures. This ensures that the hotel and all its amenities and operations function in a similar way as is usual in the running of an elite hotel.
Brand reputation management is described by Forsey (2023) as analysing customer opinions about a brand and taking deliberate measures to improve them. These days, reputation management includes using Google, social media, and reviews. Furthermore, she stated that positive brand reputation encourages customer loyalty, which is a key factor in driving sales revenue and business growth. A negative reputation can affect a brand's revenue and client loyalty.
The concept of customer loyalty refers to a consumer's tendency to stay loyal to one service firm, despite other companies on the market offering alternative services. (Chen, 2015)
In the hospitability industry and in any successful business, it is important to keep current customers and attract new customers. This is why customer loyalty is crucial. (Cvent, 2021)
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The expression of the brand's voice, messaging, and images all in a coordinated manner is known as brand consistency.  Customers are more likely to make purchases and stay with a business over the long run if they are familiar with the brand. (Mailchimp, 2022) furthermore Schonrock (2022) stated that delivering a consistent brand over time is what brand consistency is all about. It is the culture and the ideals the company promotes. Consistency in branding promotes client loyalty a strong perception of the brand and provides the brand with a higher chance of engaging with a target audience. 
[bookmark: _Hlk128445195]A consistent brand makes it easier for a business to attract clients and turn them into loyal ones, which helps hotels stand out from the competition. That is why in achieving brand consistency, a brand relies on trust as its first step. Trust is, in fact, the most important component in customers' purchasing decisions. According to Salsify (2022), a poll found that 46% of customers believe they are willing to pay extra for products from companies they can trust. Secondly customers expect brands to be honest. Stackla (2021) stated that, 88% of customers feel that authenticity plays a big part in choosing the companies they enjoy and support. Thirdly when it comes to marketing, colours are important. Chinery (2019) stated that using a distinctive colour may boost brand recognition by 80%. Also, a brand depends on first impressions. For consumers to form an impression about a website, it takes around 50 milliseconds (Chamat, 2019). Consumers like businesses that maintain a consistent brand. In fact, maintaining a brand's image has been shown to increase sales by 33% (Lucidpress, 2021).

Depending on the hotel type (chain hotels, motels, resorts, boutique hotels) and its classification stars, (1 star, 5 stars), hotel standards will vary depending on what a hotel is trying to accomplish and its unique selling point. (Laccale, 2022)
As AAA ratings for luxury properties are used in the United States, AA ratings are used in the UK to rate hotels from 1 to 5 stars. (AA, 2023) 1 star represents the necessities. Despite its simplicity, Comfort Inn is a two-star hotel. Hampton Inn and Hyatt Palace are larger hotel chains with three stars. Hotels such as Hilton and Marriot offer four stars and a lot of amenities. One of the most luxurious hotels in the world is the Burj AL Arab Jumeriah. Hotel rankings are a recognized sign of a hotel's excellence, cleanliness, and standards. One-star hotels offer a basic experience, while five-star hotels provide an exceptionally luxurious stay. The more stars a hotel has, the more amenities you can expect from it.

Different brands have different standards, such as: Ritz-Carlton properties require valets, expedited check-in, fine dining restaurants, and luxurious amenities (The Ritz Carlton, 2023). On the other hand, Marriott hotels require staff members, a standard check-in process, casual restaurants, and well-equipped rooms. (Panda,2023). 
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In Boley's (2020) opinion, the most effective ways to manage a hotel's reputation are to be engaged on social media, interact with customers right away, site search optimization, collect positive reviews, pay attention to online marketing, and keep away from bad reviews. Moreover, reviews on websites are very important, it is the secret to a hotel's internet reputation and a golden pass to more reservations, happier customers, and higher profits.(Tas, 2021)
Anderson (2012) mentions that after research was made, it showed that the quantity of reviews is a crucial benchmark. This is because more favourable reviews are associated with more reservations and the capacity to increase fees.
Chen and Tabari (2017) mention that hospitality businesses of all sizes compete fiercely for positive TripAdvisor and other social media site ratings to draw in more customers.
Many reviews in the hotel sector are posted on websites like TripAdvisor, Google, and Booking. By knowing which platforms, they are on, a business may decide which reviews, whether positive or negative, it needs to monitor, read, and address.
According to a TripAdvisor survey conducted in 2015 it is clear why reviews are so essential and identifies how to effectively grow a company as follows: reviews are important to 96% of people who make hotel reservations, when making a purchasing choice, 79% of people will read six to twelve reviews, hotels with an average star rating of less than three will be excluded in 88% of cases, and 85% believe that a considerate reply to a review will enhance guests' perceptions of the property.
Negative online customer reviews of goods or services, according to Van Noort and Willemsen (2012), are likely to be harmful to a business. Moreover, poor reviews lower the hotel's reputation level and reduce consumer demand (Rose & Blodgett, 2016)


Reviews can have a significant impact on business, also fake reviews may damage a company's reputation by losing customer trust.  Travelodge is an example of a company that left fake reviews on the hotel's site. According to Lake (2019), participants who had never written a review before made up 48% and 40%, respectively, of the five-star ratings. It was much less for reviews that just had one three-star rating.
According to a 2017 survey, 85% of hospitality businesses have seen fake reviews or have been threatened with negative reviews by consumers wanting a refund. (Witts, 2017)
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Loyal consumers are costumers who choose a business, above rival companies.  Loyal clients are crucial because, they promote a business, they spend more money and visit more often. Therefore, investing in existing clients is more profitable than investing in new ones, as it is more cost effective to keep current customers than to attract new ones. (Freedman, 2023)
To attract new consumers and keep existing ones, businesses who sponsor loyalty programmes give out prizes and discounts.
Hoteliers use loyalty programmes to reward visitors and keep them coming back. Members receive benefits that consist of points for redeeming nights or cash. These points may be redeemed for future hotel accommodations, room upgrades, or meal specials. (Chen, 2022)
In the hotel industry, there are several loyalty programmes including Marriott Bonvoy, World of Hyatt, Hilton Honors, and HIG Reward.
 Marriott Bonvoy, for example, is a type of program that promotes customer loyalty, by allowing customers to accumulate points and exchange them for benefits like complimentary hotel stays.
They have different categories based on where customers fall and how many nights they spend. The first category is silver elite, where customers can stay 10 nights a year and receive benefits like Wi-Fi, a special room rate, and mobile check-in. The most prestigious category is ambassador elite, where customers can stay 100 nights annually and receive specialised ambassador service. In addition, they can choose a room and check in and out whenever they want and earn more points. (Go Travel Video, 2022)
If consumers receive terrible customer service during the first week, Forbes (2016) reports that 79% of online shoppers will switch to a rival.
The main goal of a loyalty programme is to maximise profits by retaining current clients. This is possible due to their affordability and their contribution to rising word-of-mouth, and client recommendations and this results in an improved brand reputation, more profit, an advantage over competitors, and additional customers.
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A consistent guest experience is guaranteed by brand standards. Each time they visit, customers know what to expect, which promotes brand loyalty and trust.
Based on factors including the hotel's type, the ranking system of the hotel ranges from 1 to 5 stars, reflecting service, entertainment, view, variety of rooms, and other opulent facilities, proving that various brands have various standards.
Online reviews are now an essential component of choosing a hotel. Bookings are influenced by positive ratings, which can create expectations for higher lodging prices, but also negative reviews can affect a business. Responding in a professional manner to the issue may change the course of events in the business favour. 
 A loyal customer is someone who consistently does business with a company, making repeated purchases. In addition, the business is offering its most loyal customers rewards, and coupons.
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Because of how crucial it is to be active in social media to be receptive to customers, connected, and engaged with customers, it is advised that hotels strengthen their communication for the benefit of their visitors.

Make the environment greener. Many hoteliers should become sustainable, because people change their preferences and want a non-toxic environment, less waste, and pollution and the hotel industry should follow and start making eco-friendly accommodations.
According to Booking.com (2022), almost 71% of tourists worldwide wish to travel more responsibly, and 38% check the hotel's sustainability credentials before making a reservation.
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