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Executive Summary
The extent to which visitors are pleased with the hotel as a whole may be evaluated by asking how they feel about a variety of aspects of their stay. It is important to balance speed, quantity, and quality. Recognizing and rewarding repeat business, personalising interactions with guests, and making effective use of product knowledge are all hallmarks of superior customer service in the hospitality sector. High above the city's financial district on Sheikh Zayed Road stands the JW Marriott Marquis Hotel Dubai, one of Dubai's best 5-star hotels. In addition to the relaxing Saray Spa & Fitness Club, the two unique towers of hotel also include first-rate conference spaces and a variety of delicious eating alternatives (www.marriott.com, 2023). Marriott Bonvoy, Marriott Rewards, The Ritz-Carlton Rewards, and Starwood Preferred Guest are just a few of the many guest loyalty programmes that Marriott Global operates. Before changing its name, this online magazine was known as Marriott Traveler.
It's important to remember that each client will have unique needs and requirements when it comes to customer care. Management in the hotel sector often ranks client happiness as their top priority. The hotel's facilities, and extension, the standard of service it provides to its patrons, need to be upgraded. Visitors are helped through the registration procedure, shown to their rooms, and told to settle in. Beneficial for verifying with suppliers and planning purchases in advance. Rather than concentrating on acquiring new clients, the hotel should strive to maintain its current clientele by consistently delivering excellent service.
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[bookmark: _heading=h.1fob9te]Introduction 
How well the hotel takes care of each individual client is one indicator of the service quality they provide. Maintenance, turndown service, and flavoured water with no charge in the lobby are just a few of the hotel's extras. Guest contentment might be a good indicator of how happy hotel patrons are with the facilities and services they've experienced Khan et al., 2015). There should be a balance between quality, quantity, and speed. Recognizing and appreciating repeat guests, making an effort to engage with consumers on an individual basis, and making good use of product knowledge are all examples of excellent customer service in the hotel sector.


[bookmark: _heading=h.3znysh7]Overview Of JW Marriot Marquis Hotel
The JW Marriott Marquis Dubai, the world's tallest hotel, along with the country's highest building, the world's largest retail mall, and the world-famous Palm. As magical as this place, can make any fantasies come true. Business travellers will find a broad range of amenities at Dubai's JW Marriott Marquis Hotel. Among the top properties in the Marriott family, the Dubai, UAE, location has been recognised as a "Marriott Luxury Hotel," an honour given exclusively on the very best properties. The JW Marriott Marquis, one of the city's best 5-star establishments, can be found on Sheikh Zayed Road, above Dubai's business district. Inside our hotel's two iconic towers, they will find first-rate conference spaces, a wide variety of delicious eating choices, and the relaxing Saray Spa & Fitness Club (Marriott, 2019).
[bookmark: _heading=h.2et92p0]Customer Engagement And Satisfaction
The ability to acquire personal information that can be used to create leads and influence online shopping behaviour is why visitor interaction at hotels is so crucial. In addition, the more people who come into contact with the brand, the more one may learn about the customers and how to improve the brand's performance. Such information may help guide marketing strategy and shape how products are sold. Getting people emotionally invested in the brand is called engagement (Yeh et al., 2019).  The more closely the hotel's services match guests expectation, the further likely they are to return. But, it is the engaged customers that forge the enduring relationship that leads to brand loyalty and, in turn, a greater customer importance of quality. In addition, it offers engaging pictures, movies, and helpful tools, increasing the likelihood that travellers will remember the hotel chain when making a reservation (Chen et al., 2021).


[bookmark: _heading=h.tyjcwt]Guest Services 
Marriott's loyalty programme, Bonvoy, is more than simply a points system; it's a hub that improves the quality of every member's trips and stays. Visitors may ship letters and overnight packages, as well as purchase postage stamps, at the Business Center. Delivery of packages and mail sent to the hotel will be made to the guest's room. Visitors may park on many levels, including the hotel's basement and the levels under the Marriott Grand Ballroom. For the convenience, both the garage and valet are available 24/7. Parking at the hotel is free of charge for hotel guests.
All massages are performed using natural, marine-based oils and lotions. Each of the seven available treatment rooms has a private bathroom and a Bathing Suite with whirlpool and LCD TV. There are lockers, a sauna, a steam room, and a jacuzzi to use, all free (Al Halbusi et al., 2020). 
Family by JWTM provides activities that are enjoyable for everyone in the family, making it possible for everyone to share in life's most significant events. They will provide the young innovators with an engaging activity book that fosters learning, imagination, and family bonding. Explore their interest in health by participating in family-friendly exercises that will get everyone stretching and moving (Solnet et al., 2019). Plan activities that include physical activity so that parents as well as the children may enjoy the time away without sacrificing the health or energy levels.
Marriott offers a variety of travel services, such as hotel reservations, timeshare trips, flight + hotel packages, and vehicle rentals. Marriott International is the operator of many different loyalty programmes, including Marriott Bonvoy, The Ritz-Carlton Rewards, Marriott Rewards, and Starwood Preferred Guest. The former name of this online travel magazine is Marriott Traveler. An whole new vacation plan necessitates an equally fresh perspective. Travel agents may learn more about Marriott's clear commission policy and flexible online commission options by visiting the Marriott Travel Agents website. You may obtain fantastic prices at more than 6,000 hotels in more than 100 countries if you enroll in the Marriott Preferred Travel Agent Training Program.
[bookmark: _heading=h.3dy6vkm]Importance Of Guest Service In Hotel Industry
When trying to pin down what levels of service are considered "excellent," the first challenge is keeping an objective perspective. There is a wide range of expectations when it comes to customer service. Customer happiness is the first priority for a manager of guest services. Improving the hotel's facilities will lead to better service, thus action is required. Customers are helped through each step of the check-in procedure before being shown to their rooms and told to make themselves at home. The use of WQM has been linked to a rise in both company output and customer satisfaction (Ardani et al., 2019). Take Marriott International as an example of a company that has successfully implemented tactics for comprehensive quality management. Management trains staff to meet the needs of customers in an excellent manner. As part of their customer service training, personnel at Marriott International are taught to be proactive in a number of ways. This includes being quick to respond to guests' needs, offering complimentary drinks upon check-in, solving problems, and being kind (Manhas and Tukamushaba, 2015).


[bookmark: _heading=h.1t3h5sf]Measures To Ensure Customer Satisfaction
There are various approaches towards improving customer care. Marriott International has managed to launch 18 lodging brands which include limited service and full service which has variety of services to serve needs of any guest. Due to this expansion, there is growing in customers at global level. Marriott is having a good documentation of expansion for the period and also financial base of the company is also high (Pizam et al., 2016). Creating a virtual assistant that is able to quickly respond to inquiries and provide assistance to customers at any time is one example of how hotels can leverage technology to boost engagement across all stages of the guest experience. When a client has a pleasant feedback while staying at the hotel, they are more likely to post their feedback online and to continue participating with the business through social media platforms in the future.
Marriott is one of the biggest hotels which operates globally. It provides quality services and has good reputation. This has adopted general system of formal total quality management. This system is made to ensure increase in customer coverage with best services of good and high quality (Kim et al., 2015). Another deal of responsibility depends upon guest service manager. For ensuring success, there must be demonstration of excellent organisation and time management skills. There must be good and effective leadership skills in these managers, and they have to supervise and train staff and employees effectively.
[bookmark: _heading=h.i5cj5x8thobq]Recommendations
· Ensuring strong online engagement and presence is the main way forward for this institution to survive in this market. 
· Being more careful in handling negative press and review is the most important part of the online media management (Zhao et al., 2019). Since these news are now inclined to affect more now than ever before, handling the negative press with empathy is important.
· Putting focus on delivering a consistent good service is more important for the hotel to ensure customer loyalty. Targeting the proper reward program to the right category of customers is also necessary and should be done in this case.
[bookmark: _heading=h.4d34og8]Conclusion
There are many different ways to improve the quality of service provided to customers. Marriott Worldwide has been successful in launching 18 different hotel brands. These brands range from limited service to full service and provide a wide array of amenities to meet the requirements of every visitor. Under the Marriott brand, this hospitality organisation is responsible for operating and contracting a variety of hotels and resorts (Buhalis and Sinarta, 2019). As a result of this development, the number of clients on a worldwide basis is increasing. The record of Marriott's development throughout the course of the time in question is strong, and the company's financial foundation is solid as well.
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