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Executive Summary 
The UK hospitality industry has become much more competitive in line with developments around the world. The contribution of this industry to the UK economy in particular is very high as well as its various types of largest companies promoting business across the globe. Such hospitality industries place a lot of importance on customer experience to maintain their reputation and enhance the company's reputation (Nadda, 2022). JW Marriott is one of the leading hotel chain companies in the UK and its hospitality management sector is much larger and extended across the globe. For this reason, to highlight the issues of service delivery of this brand, brand consistency, hotel service quality, creating loyalty to customers, the impact of technology, etc. will be discussed. This report will highlight the techniques and ways businesses can keep up with the latest trends in hospitality and customer experience through various examples.
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[bookmark: _Toc150757469]Introduction 
Hotel businesses operating in the hospitality industry are currently facing intense competition. This is because it has to adopt different strategies to keep pace with customer expectations and industry trends (Choudhary, 2013). Like the rest of the world, the hospitality sector in the UK is very rich and the largest hotel brands make this industry rich. Luxury hotels like JW Marriott, Hotel Hilton, and Walford Astoria have made it very competitive and a center of attraction for customers. This report will highlight the importance of effectively monitoring the guest service system of the JW Marriott hotel chain in the UK. It will include the compatibility of different types of hotels, market trends, and comparisons will be presented.

[bookmark: _Toc150757470]Main Findings
[bookmark: _Toc150757471]Overview of the Company: JW Marriott 
JW Marriott is considered the world's largest hotel chain by number of rooms and has expanded its business to 139 countries and territories. The hotel chain, the largest contributor to the hospitality industry, has a combination of 31 brands with over 8,000 properties that are managed through its own Marriott company and others through franchise deals (MEDLIK, 2020). This large company was founded in 1972 by John William Marriott on a very small scale and today it has expanded globally based on his efforts and guidance.
[bookmark: _Toc150757472]Brand Consistency and Hotel Standards
As a global hotel, JW Marriott is one of the leading brands in the hospitality industry and has a combination of 31 brands. It consists of luxury resorts and hotel services as part of Marriott International's luxury properties. Almost all the hotels under this brand are rated five stars and it is well known for providing luxury facilities and different types of services to customers (Pohl, 2022). This hotel offers exceptional service as a standard and offers many opportunities including fine dining, event specials, and customer loyalty programs. Besides, the customer experience is enhanced and enriched through the perfection of technology integration.
[bookmark: _Toc150757473]Reputation Management
Proper reputation management is very important for managing hotels in the hospitality industry. This is a very positive thing especially for luxury hotel brands to survive properly in the competitive market. JW Marriott always chooses strong strategies for reputation management and in this regard adopts various methods (Doorley and Garcia, 2021). 
· It gives a lot of importance to the online medium to express the luxury and presence of the brand. 
· Timely action is taken by monitoring the reviews of different types of Trip Advisors in the UK.
· In addition to participating in environmentally sustainable activities worldwide, it participates in various human rights activities. 
· The basis of reputation management in running this organisation is that it has certain core values ​​and heritage that it adheres to (Langham, 2019).
· Staff are given a variety of exceptional training to understand customer experiences.
Market trends and barriers
With a diverse range of international brands, the UK hospitality industry presents a thriving, dynamic, and competitive market. In 2022, the market measured by the UK hotel industry was £17.0 billion. According to these same statistics, the market size has increased by 45.1% in 2022, which is much higher than the previous year. The reason for this increase is that investment in the UK tourism sector has increased significantly since 2021. Demand for new accommodation has increased, particularly in London and other cities, and the number of commuters has increased (Jameson and Hamylton, 2023). In terms of providing quality full customer service, annual income, and other factors, fierce competition can be observed between various major hotel brands including Premier Inn, Hotel Hilton, and Marriott Hotel in the UK.
The main obstacle in managing the hotel business is the fierce competition among the market trends. Due to global competition, many hotels are not able to survive in their short range and are facing various pressures. Also, failure to meet the varied expectations of guests complicates operations and tarnishes reputation. Because of this, these issues eventually become the cause of the obstacle.
For example, the hotel JW Marriott faced high reviews for not meeting the exact expectations of the customers on time at various times. These factors cause reputational damage as well as hinder operations but it always compensates for them and improves operations (Hospitality Consulting, 2016).
[bookmark: _Toc150757474]Service Culture
JW Marriott adheres to cultures with great awareness in conducting their service activities. Besides, this organisation has its own culture which is based on some core values (Johnston and Clark, 2017).  According to JW Marriot's website(2023), these core values ​​are the driving force behind their customer. service delivery and management.
These include:
· It puts people first
· It follows excellence
· Embraces change as needed
· Always act with integrity
· They believe themselves to be the best in the world. 

One of the cultures of this company is that it has been operating in its own culture for more than 85 years. Respect the cultures of people all over the world and provide appropriate facilities to customers. Always conducts activities to serve good food and good service to customers at fair prices and always pays attention to the changing needs of customers and tailors services accordingly.
[bookmark: _Toc150757475]Customer Loyalty 
Brands have to show a lot of customer loyalty in running hotel businesses under the hospitality industry and this is the main strength to run their business. As one of the leading UK hotel brands, JW Marriott has launched a program called “Marriott Bonvoy” to establish and enhance their customer loyalty program (Robinson and Etherington, 2018). This program will create a wide range of customer loyalty and encourage positive referrals as well as fulfilling access to a customer's room update events. 
Comparison with Global Hotel Players
Major hotel brands conduct various activities to build customer loyalty, and JW Marriott's Marriott Bonvoy program is one of them. Hotel Hilton also offers various things for their customer loyalty including Hilton Honors and special member advantages (Harvey, 2017).
All hotels usually try their best to create customer loyalty. For this reason, despite not being a large hotel, Airbnb continues to make significant efforts to maintain its reputation and build customer loyalty, using reviews and customer ratings. Also focusing on customer satisfaction to create adaptability with the business. 
Premier Inn is one of the budget-oriented hotels in the UK and offers its customers a range of services at affordable prices for the budget-conscious traveler. On the other hand, JW Marriott offers a wide range of services for luxury and upscale travelers worldwide.
A review of such competition shows that hotel businesses are currently facing many market trends and are trying their best to satisfy guests.
[bookmark: _Toc150757476]Future technological impacts
Hotel businesses can contribute much better by using the advanced facilities of information and technology of the present time and it is possible to provide services much faster with customer satisfaction. It will also be possible to exploit some of the expected effects of future technology (Miller, 2023). 
· In the future, contactless technology will be more advanced and include keyless room entry, touchless payment options, etc. to provide a convenient experience.
· Soon, high-end hotels will be able to implement the use of IoT devices that will be able to control temperature, entertainment, and lighting systems.
· One of the most significant future technological implications is robotics and automation systems that are being implemented in several ways. In the case of hotel service, all activities including room service, and housekeeping, transport can be managed through it.
  
[bookmark: _Toc150757477]Service failure 
In managing hotel services, it is necessary to manage the services properly to achieve customer satisfaction. Because service failure destroys the customer satisfaction of an organisation and does not allow the reputation to be properly maintained. Hoffinan (1997) argues that service delivery failure means that customer expectations have not been adequately met. For this reason, Lewis and McCann (2004) explain several recovery methods to properly restore failed services, these include correction, sympathy, compensation, apology, discounting, and management methods etc (Toister, 2018). 
Marriott Service Failure Review
Reviewing various types of information, like other hotel companies, Marriott's and several service failures are observed. W. Chen (2017) published information in an article that the first failure of Marriott is its service delivery system and the second failure is not responding properly to the needs of customers (Duteurtre and Benderson, 2018). Mark Schaefer, a noted academic and keynote speaker, recently revealed in an article (2023) that the lessons from Marriott's customer service failure are now an epic work. For such a big luxury hotel, it is a matter of reputation loss. He mentions timeless customer service in this article and it doesn't take proper care of time management.



[bookmark: _Toc150757478]Conclusion 
In conclusion, the hospitality industry across the world, including the UK, is facing a lot of competition. That is why it is imperative to consider industry trends and customer preferences to effectively audit service systems. Effective monitoring of guest service procedures is of immense importance for every band to expand its operations(Bagdan, 2019). Because through them it is possible to ensure stability and proper growth of the brand. For this reason, this report highlights various aspects of the UK-based hotel industry to explore the important issues related to this topic. Also, the activities of the hotel chain JW Marriott are used as examples of relevant issues. To highlight the importance of this topic, hotel management has been highlighted in various topics including reputation management, service culture, and customer loyalty.
[bookmark: _Toc150757479]Recommendations 
Some practical recommendations are proposed for the hospitality industry to manage hotel businesses keeping in mind the market trends: 
· Actively engage with guests through effective communication and service delivery.
· Staff need to be trained to handle issues and services through proper training.
· Nowadays, social media is the biggest medium for business management, therefore, it needs to be improved by monitoring and considering its reviews. 
· To survive with global competitors, new methods and ways of customer service must be adopted. 
· By applying appropriate strategies for competitor analysis, you have to create a suitable position for yourself and adapt to the customers.
· Most importantly, stay updated with the hospitality industry review customer feedback, and adapt to changes.
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