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Executive Summary
In this report, there has been discussions on the goals of brand consistency standards in the hotel sector. Furthermore, there are discussions on reputation management as well as how the hotels manage their reputations. There have been conversations on the significance of proper guest reviews management along with the impact of negative guest reviews. There are discussions on service culture, how service culture differs from corporate culture and the significance of service culture in a hotel sector. Lastly, there are recommendations on mitigating the issues of market trends in a hotel industry along with other related challenges. 
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[bookmark: _Toc134029901]Part 1
[bookmark: _Toc134029902]Introduction of the chosen hotel brand
The chosen luxury brand of Marriott International has been JW Marriott on the whole. JW Marriott had been set up in 1984 by John Willard Marriott Sr. along with Alice Marriott as such. Moreover, JW Marriott provides hotel reservations, lodging or accommodation, car rental services, hotel along with flight packages, timeshare vacations and many more. Marriott International comprises 121000 workers as well as 53% of the workers being women and 43% employees are men (Zippia.com, 2023). Furthermore, 17% Marriott International workers have been Hispanic. The most well-known race or nationality in Marriott International has been 59%. 13% of Marriott International workers have been black African and American. The wider portfolio of brands holds a 12% market share of hotel rooms in the U.S. as well as only more than 3% of the $300 billion international market on the whole (Marriott.gcs-web.com, 2023). Marriott International has reported operating income add up to $951 million at the first quarter of 2023 compared to 2022 first quarter reported operating income of $558 million (Marriott.gcs-web.com, 2023). In addition, the reported entire income totalled $757 million at the first quarter of 2023 compared to the 2022 first quarter reported total income of $377 million as such.
[bookmark: _Toc134029903]Identifying the hotel brand’s main consumers
As opined by Swarbrooke & Horner, (2011), the main consumers in JW Marriott are the luxury travellers, over-the-road-travellers, the travellers looking to serve concerning the time-shares, the corporates who conduct meetings as well as targeted at the individuals requiring month long lodgings on the whole. The luxury travellers have been those travellers which could mainly emphasize on luxury travel at the future trips representing the most population in the U.K. Furthermore, JW Marriott emphasizes on the consumers who have been looking for a silence along with the luxury atmosphere in their lodgings. The consumers in JW Marriott have been mainly self-defined, advanced as well as individualistic travellers who have been wanting to spend additional money at their lodgings along with the human beings traveling at a business tour as such. Moreover, Marriott International has built up various target markets within its sector by mainly targeting the needfulness of its consumers on the whole (Wood, 2015). The target market has been the group of individuals recognized as being possible consumers in a business at JW Marriott. 
[bookmark: _Toc134029904]Outlining the nature, scope and role of the guest services and facilities that are provided to these guests by the hotel brand
Nature- JW Marriott has been controlled by consumer service as well as the hotel business live along with dining by the satisfaction of their guests as well. The nature of the guests’ service offered by this luxury hotel has been wonderful and magnificent.
Scope- The scope of guest services offered by JW Marriott has been substantial and the hotel makes a collaborated effort to make sure that the guests possess all the things they require and demand as such.  There have been more opportunities along with scopes for guest service in offering the consumers an enjoyable experience mainly at the global hotels (Walker, 2013). 
Role of guest service- As evidenced by Tesone, (2014), JW Marriott offers splendid guest service by describing a self-dedication towards making every guest satisfied along with giving information to the guests regarding the hotel services, local region along with facilities and services on the whole. The luxury brand, JW Marriott offers the guests the hotel along with room information, resources, directions as well as domestic interest as well. 
Facilities provided to the guests- JW Marriott provides lodging, spa, dining, and fitness centre benefits as well as hosts the place for marriages, meetings along with events. Some other facilities are free Wi-Fi, pets, parking facilities, air conditioning rooms, pool, Wi-Fi at lobby, smart TV, toiletries, towels, stationeries, coffee table and several others (Vallen et al., 2014).  
[bookmark: _Toc134029905]Explanation of the need to consider the role and function of guest services in general
Welcoming the guests has been essential in a professional as well as friendly manner in an international hotel. Moreover, it has been vital in giving valuable information to the guests regarding benefits, programs as well as other services at a hotel. It is significant in addressing along with enhancing the complaints of the consumers in JW Marriott Hotel in the U.K. The consumer service has been crucial since it motivates consumer devotion and makes the work of the staff convenient and easier (O'Fallon and Rutherford, 2010). Furthermore, by offering higher consumer service, the international hotel enterprises could recover consumer investment prices, promote brand loyalty and maintain talent on the whole. The consumer service has been necessary in the hotel sectors since it has been frequently the first and last communications the guest could have with a business as such. Hence, considering the function and role of guest services in a hotel is important (People 1st, 2017).
[bookmark: _Toc134029906]Discussion of the importance of hospitality and how hotels meet/exceed guest expectations
As stated by Heppell, (2015), hospitality has been the most significant consideration concerning the hotel entrepreneur as well as the guests. Additionally, each guest deserves as well as expect a hospitable treatment on the whole. Offering hospitality in meeting the requirements of the guests includes an optimistic attitude along with arrangement of services which makes the staying of the guests enjoyable as such. By providing the greatest possible hospitality level to the guest the hoteliers could assist them in having a fun vacation or dynamic business tour as well. It has been significant that the guests remember their stay at JW Marriott Hotel in an optimistic manner. 
The hotels meet the guest expectations in the following ways
Mobile check-ins along with digital keys- As cited by Johnston et al., (2012), with the effective assistance of mobile check-ins facilities, the guests could check-in online and get the room number via a confirmation text or mail. The digital keys enable the guests to access their rooms by utilizing android or smartphones and there have been less dangers and risks of losing a key. 
Trustworthy safety policies- Apart from the general safety measures, the guest can expect more customized safety and protection such as the measures emphasized on specific guests like children, women along with old persons in a global hotel (JW Marriott). 
Effective communication- The convenient and easy accessibility towards communication processes has been the least along with first expectations the guest could expect from an international hotel. In these ways, the international hotels meet the guest expectations on the whole (O’Gorman, 2010). 
[bookmark: _Toc134029907]Conclusion
It can be concluded that the luxury brand of JW International Hotel has been JW Marriott. It has been essential in identifying the key consumers of JW Marriott. Moreover, the scope, nature along with role of guest service and facilities which has been offered to the guests by JW Marriott has been highlighted. 

[bookmark: _Toc134029908]Task 2: Report
‘Hotel standards, reputation management and service culture’
[bookmark: _Toc134029909]Introduction 
It has been effective in elaborating the objectives as well as goals of brand consistency standards at international hotels. The study highlights the ways by which the hotels could manage their reputation.  It is good to narrate the significance of efficient guest review management in the hotel industry. The impact of negative reviews has been depicted. It is productive in discussing service culture, in what ways, the service culture varies from corporate culture along with the significance of service culture at the hotel sector on the whole. It has been critical in providing some recommendations about the market trends as such (Foroudi, P., 2019, p.272).
[bookmark: _Toc134029910]Main Findings
[bookmark: _Toc134029911]Hotel standards: 
[bookmark: _Toc134029912]Purpose of brand consistency standards
The brand consistency standards act as a least level of commodity along with service expectations in the eyes of a guest. Moreover, the brand standards have been crucial at creating brand equity along with identity and such standards bring flexibility along with stability towards the hotel business as a whole. The brand consistency standards create tenaciousness essential towards the survival of a worldwide hotel as such. The brand standards ensure harmonious consumer experience as well as the people know what to expect each time they visit, which leads towards trust along with brand dedication as well (Balaji et al., 2019).
A brand consistency standard keeps one ahead of the competition in a hotel sector and enables a guest to select a hotel with confidence and the standardization minimizes operating prices. Furthermore, all the individuals working for the common objective of a firm goes an additional mile by surpassing the guest expectations by constantly obtaining a greater level of brand standards as such. The brand standards offer the workers useful guidelines as to what they could be doing towards their guest in the international hotels. 
[bookmark: _Toc134029913]Do all hotels have the same standards?
No, all the hotels do not possess the similar standards. As opined by Boella and Goss-Turner, (2019), the hotel standards change as per the kind along with the class of the hotel and could be different based on what the hotels has been looking to obtain along with the sharp value theory of the international hotels as such. Furthermore, concerning the chain hotels, standardization has been one of the most valuable components on the whole. For example, service effectiveness, personal along with hospitality prospect, welfare of the guests, communication, employee appearances, utilization of languages, and courtesy along with employee manners has been some of the standards in a global hotel sector and at Marriott International. 
No matter which of the hotels a guest decides to live in, the guest requires to know what to expect. Such a sense of familiarity has been ideal for creating a house away from home that could be trustworthy as well as keep the guests coming back time and time once more (Aula and Mantere, 2020). Possessing the correct systems in place along with maintaining greater standards has been a direct impression and creation of a brand as well as in what ways the individuals remember the experience in an international hotel as such.
[bookmark: _Toc134029914]Reputation Management: 
[bookmark: _Toc134029915]The hotels manage their reputation effectively
The ways by which the hotels could manage their reputations efficiently by
Remaining active at social media- As highlighted by Kim et al., (2018, p.135), the online social media platforms could assist in building relations with the probable planners as well as guests. Moreover, it has been better in utilizing the profiles of the guests for making sure that the property has been safe and the person has been abiding by every safety along with health guidelines. 
Emphasizing on digital marketing- A digital topography has been shifting continuously as it has been significant to remain up-to-date for making sure one does not fall behind. A content marketing has been daily creating significance along with exciting content in building credibility among the planners as such (Marinakou and Giousmpasoglou, 2019, p.219). 
Engaging with the audience in real time- The online social media has been the path for building relationships and involving the guests and hotel planners. In addition, authentic communication could assist an individual in building a brand image and devotion that could lead towards repeated bookings along with staying as such (Seyitoğlu and Ivanov, 2020). 
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Figure 1: Managing the Hotel Reputation
(Source: Raregrp.com, 2023)
[bookmark: _Toc134029916]What is the importance of effective guest reviews management?
As illustrated by Anagnostopoulou et al., (2019, p. 21), efficient guests reviews management enhance traffic and bookings and make the guests feel more confident regarding their decision at remaining at their establishments. Moreover, the guest reviews enable the hotel managers in understanding the consumers while improving the guest experience. These positive guest reviews motivate other consumers, assisting in building consumer loyalty along with trust. On the other hand, it also assists in searching the results perceptibility and ranking on the whole. Furthermore, the guests' reviews investigate professionalism along with clarity. The guest reviews enhance changes and create more reviews. The guest reviews with professional replies assist at showing towards the public that the international hotel enterprise has been reliable, apparent as well as serious on the whole. 
[bookmark: _Toc134029917]The impact of negative reviews?
The negative consumer reviews could affect the brand reputation of a hotel firm badly as well as weaken the global hotel’s trustworthiness. In case, a person has been a sufferer of negative reviews, it might hurt the fame along with reputation of a hotel enterprise such as JW Marriot as well as the consumer earnings and relations as such (Lu and Tabari, 2019, p.14). 
[bookmark: _Toc134029918]Service culture: 
[bookmark: _Toc134029919]What is service culture
A service culture has been an environment in which the workers have been preoccupied with offering excellent customer service towards its clients. The service professionalism along with orientation of the hospitality workers has been the most vital and includes the capacity in meeting the consumer requirements with their interpersonal skills, talent, knowledge along with their professional appearance such as grooming, attire in a hotel industry as such. At a powerful service culture, everybody understands what the consumers require with value and they know what the consumers wish to obtain, their goals, objectives, aims, dreams and hopes. The best service is aware that every consumer is not the same (Anning-Dorson, 2018, p.270).
[bookmark: _Toc134029920]Differences between service culture and corporate culture
A service culture has been an enterprise-related culture in which there has been a collective way the workers think regarding offering excellent service. On the other hand, the corporate culture has been a way the members of an enterprise act, think while understanding the universe around them as well. As stated by Dimitrić et al., (2018, p.1978), a service culture emphasizes the consumers whereas a corporate culture focuses on the management of an international hotel. Moreover, a service culture emphasizes its vision and processes on serving the consumer first. Contrary to it, a corporate culture has been reflected in its dress code, worker benefits, office setup, business hours, recruiting decisions, turnover, client satisfaction, treatment of workers and several others. 
[bookmark: _Toc134029921]Importance of service culture in a hotel industry
As cited by Pizam and Tasci, (2019. p.26), a hotel industry is a wider classification of fields within a service sector which includes accommodation, event planning, food along with beverage service, tourism, travel as well as theme parks.  In the hotel industry, a service culture and quality has been a primary driver of consumer satisfaction and devotion. By being friendly, attending and making the guest feel like they have been the most crucial consumers in the universe, a hotel staff could maintain higher hospitality and hotel consumer service. 
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Figure 2: Managing the service culture in a Hospitality Sector
(Source: Hospitalityinsights.ehl.edu, 2023)
[bookmark: _Toc134029922]Conclusion 
It could be concluded that brand consistency has been significant since it led towards brand acknowledgement. Additionally, when the consumers recognize their brand, they have been more possible in making proper buying as well as dedication towards a hotel firm for longer periods. Global hotels could manage their reputations properly in various ways. There has been a positive significance of efficient guest reviews management and there have been the impacts of negative guest reviews also in the international hotel sector. In highlighting the required attitude, a service culture sets the tone for the employees in normally making the correct calls, selecting accurate wording as well as taking the best actions in the hotel industry on the whole.
[bookmark: _Toc134029923]Recommendations 
Some of the obstacles and challenges faced by the international hotel business are recruiting along with retaining employees, changes in market dynamics along with trends, changes in guest expectations and many more. It is recommended to train the latest workforce daily in the hotel sector for solving hiring and retaining workers issues. It could be recommended to introduce efficient online digital marketing policies for resolving the problems of changes in market trends and dynamics (Stamolampros et al., 2019, p.141). It has been recommended to distribute a self-service guest portal which could benefit the faster check-out and check-in services and letting the guest request pick-up along with drop-up services for improving the changes in guest expectations.
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