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Executive summary
The report has been developed to outline the importance of understanding guest services within JW Marriott hotel based in London known for its quality rooms, suits and services. Hence, following that, it has been found that better guest service techniques improve customer retention and loyalty. Moreover, an overview of maintaining hotel standards and reputation management through effective marketing tools and service culture upgradation with potential recommendations has been provided too. 
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[bookmark: _Toc147875228]Introduction
Good guest service approaches in any hotel premises help to a greater extent in order to retain the guests and therefore this would result in an increase in the revenue structure. JW Marriott is a widely known 5-star hotel based in London and offers guests appealing suites and rooms. Therefore, this report will be generated in the light of understanding the significance of monitoring existing guest service approaches as well as improving them so as to gain competitive advantages over rivals. Following that, an overview of hotel standards with a potential comparison with different brands will be also provided here. Moreover, this report will also demonstrate an effective explanation of service culture and reputation management with some fruitful recommendations at the very end. 


[bookmark: _Toc147875229]Understanding guest service strategies and measurements 
[bookmark: _Toc147875230]Guest service strategies 
Guest service strategies could be referred to as a standard procedure of providing guests with care and prominent services. An effective approach to guest service could promote the satisfaction rate of the visitors, boosting overall turnover structure, elevating loyalty and delivering consistency. A striking guest service strategy could help hotel brands link the demands of the guests with their service activities within the hotel premises (Wood, 2015).
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[bookmark: _Toc147875231]Importance of guest service strategies 
Customer Retention 
A proactive guest service strategy would enrich JW Marriott Hotel to gain a competitive edge over potential competitors such as Nobu Hotel London Portman Square, Park Lane Apartments Crawford Place and so on.  Remarkable guest service approaches will provide the guests with more options in choosing the hotel in order to make their journey experience even better. Furthermore, a retained base of guests could also aid in business growth by encouraging guests to spend more, become loyal to the brand and refer to others. 
Boosting customer loyalty
A better guest service strategy should be considered to ensure building loyalty among the guests and to function accordingly. This also guides JW Marriott, London to personalise all the communication channels further helping in understanding the guest’s personal preferences across the available channels. Therefore, understanding the change in the requirements of the guests is highly accountable for attaining a higher value in the guest's lifetime and purchasing power (Forbes, 2020). 
Lower cost of Guest services 
Self-service could be considered one of the trending hotels services nowadays.  The guests prefer to resolve any emerging issue on their own by refusing the guest services. Therefore, all the important information about the exclusive services of JW Marriott, London needs to be presented in front of the guest gracefully through videos or document formats. This would enable the guests to have more convenience and significantly reduce the cost of the guest service department.
[bookmark: _Toc147875232]Guest service measurements 
Average resolution time 
This primarily deals with resolving the problems of the guests with higher efficiency and speed. The quicker they resolve the issues; the happier will be the guests and by utilising this key metric the management team of JW Marriott would be capable of measuring their performance as well as servicing techniques. Therefore, in order to measure the average resolution time, the durations of all the resolved cases should be calculated followed by division with a total number of cases. 
Net Promoter Score 
This is one of the most applicable and popular metrics in order to evaluate the performance of guest services along with the guest satisfaction index. Apart from this, the tool possesses an additional advantage as it is employed by most of the hotel brands, giving ample opportunity to the authority of JW Marriott to compare their performance and services with contemporary competitors. This strategy is performed by collecting useful feedback from the guests and measuring their referral rate (Ord, 2022).


[bookmark: _Toc147875233]Hotel standards 
[bookmark: _Toc147875234]Definition 
Hotel standards could be termed as first-class, operational standards, maintenance and construction, quality of the furniture, finishes, equipment as well as construction. Hotel standard is highly important to provide the guests with the easier option to choose a particular hotel with confidence and helps it to remain ahead of the risks of competition. 
[bookmark: _Toc147875235]Purpose of maintaining brand standard 
Elevating customer loyalty 
The provision of adequate guest services from the JW Marriott, London will ensure their guest's comfort and improve the overall brand image. The criteria further help in building brand loyalty and stimulate the guests to share positive reviews. Moreover, guest loyalty would give the hotel the capability to hold and elevate the customer segment (Linton, 2023). 
Promising customer experiences 
The maintenance of guest service consistency and high-quality standard services could boost the existing customer base by ensuring customer experience. Promising treatments from the side of JW Marriott Hotel facilitate a better experience for the guests and help to build a positive perception among the customers and other people on a large scale. 
[bookmark: _Toc147875236]Comparison of standards between different hotel brands 
There exists a diverse range of hotel standards within the contemporary market and this highly depends on the services and amenities provided by the hotels to the guests. Therefore, hotel standards vary extensively in terms of quality services. There can be six hotel standards criteria based upon which the standard of the hotel might be measured. These parameters include service, design, uniform, amenities, programmes, loyalty and technical advancement. Every hotel especially the popular JW Marriott, London needs to implement and maintain the aforesaid standards to remain ahead of the competition (BBC, 2023).   


[bookmark: _Toc147875237]Reputation management 
[bookmark: _Toc147875238]Hotel reputation managing techniques
Social media or digital marketing 
Social media can be used as a powerful platform to promote hotel services among a wider range of guests. Apart from this, the tactic could be utilised in order to gain more customer engagement rates and uplift brand awareness. Therefore, by adopting trending social media marketing techniques as well as tools like big data and AI, the marketing department of JW Marriott could maintain their hotel’s overall reputation. 
Website and search engine optimisation
Search engine optimisation and an authentic website could also help the hotel to provide a wider number of guests with key service information related to the JW Marriott hotel in a comparatively shorter time and with higher accuracy. Thus, in this way, the hotel could upgrade its brand value and rate of popularity effectively. Moreover, in this context, the prime three factors need to be taken into account such as authority, relevance and discoverability (Cyrek, 2023). 
[bookmark: _Toc147875239]Importance of guest review management 
Prominent hotel brands like JW Marriott need to focus on guest reviews even more as these could elevate the overall performance rate of the hotel business and contribute on a higher scale to the brand reputation. The positive reviews would boost motivation and the negative ones could be analysed in-depth in order to identify the quality gap in terms of hotel standards and services. Therefore, after a thorough evaluation, the hotel management could modify their services to promote their standard and provide the guests with promising quality amenities. 
[bookmark: _Toc147875240]Negative reviews’ influence on hotel reputation
The negative reviews by the guest's side could influence the overall hotel standard in a negative manner. This again reduces the guest's engagement ratio and degrades the global value of the hotel. Apart from this, the negative reviews could lead to a lack of economic growth and hinder the involvement of key stakeholders. We have seen in the past that inside the hospitality industry, many companies would go quite “far” to avoid negative reviews as per the case of the fake reviews on TripAdvisor for Travelodge in the year 2019 and that followed by the COVID-19 pandemic, led to a very difficult financial situation for the hotel chain and also for TripAdvisor as now many customers doubt the authenticity of the reviews. 
[bookmark: _Toc147875241]
Service culture 
[bookmark: _Toc147875242]Definition
The term service culture can be defined as the tendency of the staff to ensure convenient and quality services to the guests in order to sustain a loyalty base. Service culture might involve services, amenities and other standards of the hotel (Larkin, 2019).
[bookmark: _Toc147875243]Difference between corporate and service culture 
Corporate culture refers to the ethics, beliefs and values that could be implemented within any hotel premises to amplify its performance rate. On the other hand, service culture could be termed as ensuring better services to the guests as well as clients of the JW Marriott Hotel. Corporate culture primarily deals with certain internal operations performed by the hotel whereas the service culture involves external amenities offered to the guests. 
[bookmark: _Toc147875244]Significance of service culture 
Service culture provides a platform that deals with certain performances and activities by the staff of the JW Marriott Hotel to ensure higher quality services to the guests. Service culture primarily promotes a sense of helpfulness and friendliness in order to offer adequate services to guests. Service culture is highly considerable to hike business growth and enhance guest satisfaction along with positive experience. An ample service culture within the hotel premises would help to boost the economic structure, loyalty and reputation across the London hospitality sector (Rush, 2021).
[bookmark: _Toc147875245]
Conclusion 
The above report has been generated with the purpose of providing an overview of the importance of monitoring approaches of guest services efficiently for the JW Marriott Hotel residing in London. Therefore, it has been found that quality guest service approaches could help retain customers and develop a loyalty base. Following that, some popular tools such as NPS and average resolution time have been employed to measure guest service strategies. This report has also showcased that elevating customer experience could promote the hotel standard through website optimising and potential social media marketing to uplift overall reputation. Moreover, the key significance of implementing a service culture to enhance customer engagement and satisfaction rate along with future recommendations has been elaborated effectively in this report. 


[bookmark: _Toc147875246]Recommendations
The management of the JW Marriott hotel needs to organise effective training sessions by investing more in skill enhancement programmes to make their staff compatible with the growing needs of the guests and ensure quality services. The development of the service culture also advised to update in order to introduce hotel reputation among the masses. Moreover, the hotel's standards need to be rechecked and improved to increase brand awareness and customer engagement. 
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Knowing your guests is foundational to the other elements and a re-
quirement to delivering upon the next generation of customer experience.

* Satisfaction scores refer to how satisfied guests report themselves to be (based on a scale of 100).




