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Executive Summary
[bookmark: _heading=h.gjdgxs]After the pandemic, every business has faced some challenges, including the hotel business. The hotels can make their business better by increasing their brand standards, enhancing customer loyalty programs and managing their customer’s reviews. These challenges in their business and challenges in current trends are described here, also, according to these challenges, some recommendations are given.
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[bookmark: _heading=h.30j0zll][bookmark: _Toc128065298]Introduction
[bookmark: _heading=h.g0q8d07uu3gz]Consistency in the language is crucial because it establishes the hotel's tone and message. It covers commercials, social media posts, emails, and other forms of guest communication. This report discusses the importance of brand consistency standards and also describes the effective ways of managing the reputation of the hotel. Customer loyalty plays a very important role in the hotel industry therefore, the ways to retain customer loyalty are also discussed here. The report will recommend some ways for hotels to maintain their reputation, brand consistency and customer loyalty.
[bookmark: _heading=h.1fob9te][bookmark: _Toc128065299]
Purpose of brand consistency standards. 
[bookmark: _heading=h.8ytfzxfioz9u]Standards for brand consistency are crucial for hotels because they aid in building a strong and recognisable brand identity that sets the establishment apart from rivals. These standards offer guidelines for how hotels should communicate with guests and potential customers verbally, visually, and experientially (Sayfuddin and Chen, 2021). As it fosters familiarity and recognition for hotel branding elements like logos, typography, colours, and images, visual consistency is crucial. All customer touchpoints, including hotel websites, social media profiles, and in-room materials like brochures, menus, and signage, should adhere to this consistency (Reyes-Menendez et al., 2019). Every element of the visitor's experience, from the lobby's cleanliness to the calibre of the food at the restaurant, needs to be consistent with the brand's identity and values. In general, a hotel's brand consistency standards aid in producing a unified and memorable brand experience that fosters patron trust and loyalty (Benlahbib, 2020). Hotels can bring in new business and keep existing clients coming back by presenting a consistent brand identity across all channels. 
[bookmark: _heading=h.8695ay4t33t9][bookmark: _Toc128065300]
Do all the hotels have similar standards?
Each hotel chain or brand may have unique branding standards that govern how the establishment is communicated verbally, visually, and experientially (Fam et al., 2023). However, there are some common guidelines that most hotels follow, such as offering a range of amenities and services, as well as clean, comfortable lodgings and top-notch customer service. To ensure the security and well-being of their visitors, hotels may also be governed by laws and standards established by regional, national, and industry associations (Al-Gharaibah, 2020). Premier Inn is an illustration of a British hotel that upholds brand coherence. across all properties, marketing materials, and online channels, there is a consistent use of the iconic purple and white branding. Their branding is easily recognisable and conveys a dedication to offering guests reasonably priced lodging (Sturdly, 2022). Another illustration hotel is The Ritz London, which has remained synonymous with elegance and luxury for more than a century. Gold leaf and marble are always used as quality decorations, and the staff is trained to offer top-notch customer service (Alketbi et al., 2020). This consistent approach to brand image has contributed to the hotel's continued standing as one of the most opulent in the world.
[bookmark: _heading=h.3znysh7][bookmark: _Toc128065301]
Effective ways of managing hotel reputation. 
Hotels can effectively manage their reputations by actively monitoring and responding to customer reviews and feedback on online review sites, social media platforms, and other channels (Foroudi, 2019). Additionally, they should highlight their USPs on their website, update it frequently with relevant and interesting content, and display positive visitor feedback. A hotel's reputation can be enhanced by providing excellent customer service and responding to guest complaints quickly and professionally (Sarker et al., 2021). Finally, they can position their hotel as a responsible and socially conscious brand by implementing sustainable practices and taking part in neighbourhood initiatives.
[bookmark: _heading=h.yg37ab3zfkvo][bookmark: _Toc128065302]
Significance of managing customer reviews
Effective management of guest reviews is essential to a hotel's success because it can affect its reputation, client retention, and revenue (Chen, 2019). Potential guests frequently make their initial contact with hotels via online reviews, which can have a significant impact on their choice. Negative reviews can discourage potential customers from making a reservation, while positive reviews can increase credibility and trust. When a hotel responds quickly and professionally to guest reviews, both good and bad, it shows that it cares about its guests' needs and improves its online reputation (Pham and Pearce, 2019). Effective management of customer reviews enables hotels to pinpoint areas for development and implement the necessary adjustments to enhance the guest experience. Positive reviews can be used to highlight the hotel's advantages and distinctive selling points to prospective guests, making them a valuable marketing tool as well. The negative reviews can be used for making effective strategies.
[bookmark: _heading=h.ouezhselgu8u][bookmark: _Toc128065303]
Effects of Negative feedback or Reviews from customers.
The reputation and business of a hotel can suffer greatly from unfavourable or negative reviews. The negative reviews or feedback on social media platforms directly affect hotel bookings and overall reputation. It could put off potential guests from making reservations and erode their faith in previous visitors. Negative reviews can also point out where a hotel needs to strengthen its operations and guest support. Managing negative reviews well, including prompt and appropriate responses, can lessen their impact and boost customer satisfaction (Pham and Pearce, 2019). Since negative reviews can have a negative impact on a hotel's online reputation, it is crucial for hotels to have strategies in place to manage and respond to them effectively (Chen, 2019).
[bookmark: _heading=h.2et92p0][bookmark: _Toc128065304]
Ways to build and retain customer loyalty.
To encourage repeat business from happy customers and foster a sense of brand loyalty, the hotel industry maintains customer loyalty and loyalty programs (Sarker et al., 2021). As it costs much less to keep current customers than to bring in new ones, customer retention is crucial. Loyal customers are more likely to make larger purchases and to refer the hotel to family and friends who can be of assistance (Foroudi, 2019). Additionally, loyalty programs can offer insightful information about consumer tastes and habits that can be used to tailor marketing campaigns and enhance the overall guest experience. By providing a distinctive value proposition to their clients, loyalty programs assist hotels in standing out in a crowded market (Alketbi et al., 2020). Overall, hotels can boost customer satisfaction, boost sales, and solidify their brand identity by maintaining customer loyalty and putting into place a successful loyalty program (Salem, 2021). 
Hilton Hotels uses loyalty programs to keep customers. Members of the Hilton Honors program receive special perks and advantages, such as free room upgrades, late checkout, and access to the Executive Lounge. Additionally, members can accrue points toward free stays, airline miles, and other advantages (Burgess, 2023). To provide even more opportunities to earn and redeem points, Hilton also collaborates with a variety of airlines and credit card providers. Le Club AccorHotels, a loyalty program run by AccorHotels, is another illustration. Members can accumulate points for rewards such as discounted hotel amenities, free nights, and other benefits (Au, 2022). The program also offers tiered membership tiers, with each level offering extra advantages like early check-in and late check-out. These membership tiers are based on the number of points earned. To give members more opportunities to earn and redeem points, AccorHotels also collaborates with a number of airlines and car rental businesses (Benlahbib, 2020).
[bookmark: _heading=h.dbbjjv2g0vhe][bookmark: _Toc128065305]
Purpose of retaining or building customer loyalty
The hotels can develop and maintain customer loyalty through a variety of strategies, including communicating with your guests often through carefully crafted marketing campaigns (Anagnostopoulou et al., 2019). Some of the benefits obtained from loyalty programs may include special amenities, free upgrades, and special discounts. Hotels can develop a devoted clientele and raise the possibility of repeat business and positive reviews by consistently providing quality service and exceeding guests' expectations (Reyes-Menendez et al., 2019).
[bookmark: _heading=h.tyjcwt][bookmark: _Toc128065306]
Recommendations for hotels regarding market trends. 
Following emerging trends and technologies like artificial intelligence and sustainable practices and incorporating them into hotel owners’ business strategies are among the market trends advice for hotels. Additionally, it's critical to emphasize the guest experience and tailor marketing initiatives to the distinct requirements and preferences of various customer segments. In order to spot opportunities for improvement and continuously enhance the guest experience, hotels should routinely monitor and analyse customer feedback and reviews. Hotels can maintain their competitiveness and draw in a devoted clientele by adjusting to market trends and concentrating on their needs.
[bookmark: _heading=h.3dy6vkm][bookmark: _Toc128065307]Challenges faced by hotel companies.
Fragmented Ownership: As there are so many independently owned hotels in the UK hospitality sector, it can be difficult to maintain a consistent brand and customer experience.
Online reviews: It is now more difficult for hotels to manage their reputations and respond to unfavourable reviews due to the proliferation of online review sites.
Increase Competition: The UK hotel industry is becoming more competitive as a result of the sharing economy and the expansion of lodging options, making it more challenging to draw in and keep repeat business.
Cost & Resource Constraints: Hotels may find it difficult to fund loyalty programs and other initiatives due to their limited funding and resources, particularly in the wake of the COVID-19 pandemic (Sayfuddin and Chen, 2021).
[bookmark: _heading=h.1t3h5sf][bookmark: _Toc128065308]

Conclusion
The report has discussed thoroughly building customer loyalty and hotel reputation. It has also identified the standards of the different hotels in the UK. It is understood that hotels all over the world are trying to maintain their reputation and brand consistency through different customer loyalty programs.


[bookmark: _heading=h.4d34og8][bookmark: _Toc128065309]Recommendation
Recommendation 1: Enforcing Brand Guidelines and providing Training
Consistent application is ensured by enforcing precise brand guidelines and standards as well as ongoing employee training and support.
Recommendation 2: Monitoring online reviews and answering them promptly
They should keep an eye on online reviews and promptly and professionally respond to all comments, both positive and negative.
Recommendation 3: Personalizing Marketing efforts and enhancing the guest experience
To personalize their marketing campaigns and enhance the visitor experience, they ought to use technology.
Recommendation 4: Investing in the Customer loyalty program
They ought to invest in loyalty programs that offer their customers genuine value and promote repeat reservations.
[bookmark: _heading=h.lnxbz9]
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