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Executive summary
	This report will analyze the purpose of incorporating brand consistency standards of different hotels which allows them to enhance customer attraction in proper manner. It will also underline relevance of relationship management in improving reputation of brand image in market. In addition to this, the impact of positive as well as negative customer views will also be considered in this report. Moreover, the different ways of building customer loyalty will be provided for retaining customers for longer durations.
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	The hotel management is defined as the main body of managers who are involved towards managing the various operations of hotel. They have the responsibility to ensure whether customer are facing any issues regarding using of services and also make strategies for increasing positive experience of customers in appropriate manner. The guest service management allows the hotel to make sure smooth check-in as well as check-out process. This individual report will evaluate purpose of brand consistency standards. In addition to this, it will also outline how hotels manage their reputation in better manner and explain importance of implementing guest reviews management system. Moreover, the report will also recommend some strategies for boosting retention of customer loyalty in effective manner (Han and et.al., 2019).
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[bookmark: _Toc128727350]Defining purpose of brand consistency standards? Do all hotels have similar standards?
	The brand consistency standards is considered as firm’s capability to ensure whether communication is maintained or not and supports in incorporating values that helps in making competitive identity within market. In course of branding activity, the hotel firms are always searching for ways in order to improve their image by exploring elements that helps in attaining those targets (Latif, Pérez and Sahibzada, 2020). These elements can be defined as tone of voice on promotion, using slogans as well as applying inbuilt values on diverse brand awareness campaigns. For example, the brand standards of Marriott hotel is to put customer first, welcoming new demands of customer and pursuing excellence by acting in integrative mode. On the other hand, the Premier Inn hotel position of brand is based on single standard which promises their guest a good night sleep. In addition to this, its value pricing strategy also help customers to grab services at lowest cost (Chon and Zoltan, 2019). The relevance of brand consistency standards is mentioned in below points:
Consistency makes brand memorable:
	The standards connected with brand consistency is helpful for attracting maximum number of customers by constantly instilling brand’s image in the mind of people. For instance, Premier Inn hotel ensures in becoming constant on practicing new marketing strategies. When customer focuses on different marketing strategies of hotel then they become attracted towards brand in stronger manner.
Leads to brand recognition:
	The brand standards also support in developing recognition of brand name and image in market only when done in consistent manner. The unique and regular marketing strategies of Hilton hotel helps it draw attention of larger customers as they are more likely to see their brand in proper manner (Park and et.al., 2020).
Projects professionalism:
	The consistency improvises trust level of customers on services provided by hotel. For example, Premier Inn hotel is consistent in providing same level of authenticity when delivering their services to customers. This also enable the firm in gaining clarifications regarding how brands are performing and why they stand out in market.
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	The reputation management is connected with finding out factors that plays greater role in influencing the position of hotel specially in online mode. The monitoring review websites, participating in social media, optimizing site for search, and many other things are all part of it. For example, the Premier Inn hotel makes necessary strategies for improving its relationship with customers in online mode (Yao, Qiu and Wei, 2019). These are explained below:
Staying active on social media:
	Thanks to digital transformation, the social media platforms are a great platform through which hotels can develop their brand image in proper manner. The Hilton hotel lays focus on making long term relations with customers by assuring them that their property is safe and follows all health and safety rules in strict manner.
Optimizing website for research:
	The search engine upgradation is also recognized well known technique for boosting positive relations with potential customers. The improvement in quality of website’s web pages and high position in searching can boost confidence level of customer as they will feel convenient.
Focus on digital marketing:
	In order to attract maximum number of customers and retain them, the digital marketing strategy is needed to be considered. The digital advertising tools like email marketing or content marketing can support hotel in boosting their awareness and increase positive engagement of customers with diverse hotel services (Alshamsi and et.al., 2021).
	The guest review management is done through using insight software from social media platforms like Facebook insights. The main task of guest reviews management is to identify what are new demands of audience and then according alter the operations. For instance, it allows Premier Inn firm to increase rate of customer bookings by posting positive customer reviews on websites and social media pages (Zhao, Xu and Wang, 2019). This assists in making customer more confident in utilizing hotel services. However, the negative comments from customer can impact growth of hotel business as people will hesitate to consume services of hotel which can lead into lower sales and profits. This may take a long time for organization to once again regain trust of customers in proper manner. 
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	The loyalty program by hotels is termed as reward giving strategy of marketing which is practiced for enhancing rate of guest retention as well as attract new people in effective manner. For instance, there are various loyalty programs offered by hotels like Premier Inn and Hilton which are described below:
Points loyalty program: In this, the customer can earn redeemable points after doing any transactions, meeting and visits to hotel. The main purpose of this program is to make customers to do more direct bookings through their online website. For example, the Hilton hotel offer points for stay, shopping and travel which can be redeemed in the period of 12 months (Fernandes Sampaio and et.al., 2020).
Tiered loyalty program: The main goal of this program is to enhance customers engagement rate through implementing level of rewards. This type of approach mainly focuses on attracting customers who have high purchasing power. For example, the Premier Inn group offer various membership benefits which ranges from blue, gold, platinum and diamond after set durations.
Importance of loyalty programs:
· It supports the hotels in increasing rate of guest retentions which directly pose positive influence on getting better returns from large base of customers.
· The loyalty programs require less cost for attracting customers as compared to expenses incurred on various advertisement and promotional programs (Panno, 2020).
· It also allows the hotel in building a more stronger customer base by gaining insights about profiles of customer in better manner. This helps in making efficient customer relationship management tool which assists in positive guest connections.
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	The recent technological advancement has made hotels in becoming more digital and contactless when performing different operations related to guest management (Lee and et.al., 2020). There are certain strategies which are recommended for hotels in improving its digital image are mentioned below:
· The advertisement campaigns of hotel should also invest in creating video content for drawing attention of customers in emotional manner. It can benefit the hotel organizations as large number of Generation Z customers are present in social media platforms. 
· The hotel needs to shift from third party data driven promotions to first party event of advertisements. It can allow in giving security to their personal information as data are directly gathered from official website and social media account run by hotels.
· It is also recommended that hotels should utilize What’s app marketing strategies as it is considered a great messaging tool for drawing higher influence from customers. This app can support the hotel in keeping themselves connected with loyal guests by sending new offers (Han, Jongsik and Hyun, 2020).
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	It has been concluded from above report that formation of hotel standards are critical for doing day to day operations without losing efficiency and effectiveness. It was also analyzed that reputation management is critical for hotel companies to consider as it is directly linked with attracting larger number of customers by gaining positive reviews on official website as well as social media platforms. In addition to this, the report has also covered the ways through which customer loyalty can enhanced in significant manner. moreover, the recommendations are also given regarding focusing on new customer trends within hotel industry.
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