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JW Marriott was established as a hotel chain in the year 1984. The first hotel chain was established in the year in Washington DC. The name JW Marriott was established as a tribute to the founder of the hotel chain of the Marriot corporation. In the year 1989, Hong Kong was the destination that was considered for an overseas launch. The Middle East as well as Europe was followed in the year 1993 as a general guide within the construction of the Marriott hierarchy. In the present given times, JW Marriott owns about 107 properties across the world and 45,056 rooms(Marriott Jr, J.W., 2001). A very important part of the hospitality industry JW A very important part of the hospitality industry, JW Marriott, was also essentially affected by the wrath of the COVID-19 pandemic was also essentially affected by the wrath of the COVID-19 pandemic. Been faced prudent losses, however, there were other issues that concerned the management of the hotel chain. Over the years, JW Marriott has been accused of poor customer service. Customer service is referred to as one of the primary areas where any prudent member of the hospitality industry needs to shine and Marriott essentially failed during this integration. Many customers of this organization complained that they had received no responses or inaccurate information from the hotel staff as well as the management. Furthermore, there had also been complaints of canceled bookings, mismanagement of staff and so on. This is true. That led to the rise of much speculation about this brand during the COVID and post-COVID times especially when the pandemic loosened its shackles on the population and tourism thrived. Associated issue of the customer service is also information technology problems that have time and again occurred in the organization. Customers can prudently book hotels and other reservations from the application as well as the website of JW Marriott. However, recurring issues of information technology failure have led to situations where your bookings have been canceled or mismanaged or inaccurate information has been passed to borders or customers. Many reports mentioned that despite regular and recurring complaints regarding the information technology system of the organization, little to no amendments have been done to rectify the issue. These problems such as payment speculations, as well as non-clearing of excessive dues, have also been recorded and noticed by many platforms across the internet however, the address rates are dim(Steinberg, E. 2022). 
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The issues presently affecting the operations of JW Marriott have been prudently identified in the previous section this section will allow prudent evidence of the same. This section also attempts to analyze the various aspects of JW Marriott and its operations to prudently understand the areas of advantages and disadvantages that this organization possesses in the given market. 

SWOT

	Category 
	Evidence 

	Strengths 
	JW Marriott has an overwhelming global presence and hence it not only increases the aspect of revenues but also spreads the impact and threat of risks. Since the revenue acquisition line is so diversified as well as different distribution channels are so versatile across the globe, hence Marriott can easily rely on its other channels given the situation one faces a loss. 

Marriott is considered to be one of the largest hotel chains globally. It has over 30 brands registered under its portfolios, a total of 81 hotels, and an annual revenue of $25.1 billion. The elaborate spread of such a wide establishment makes sure that it enjoys the benefits of the economy at a fuller scale(Andreani, et al., 2012). 

Marriott has developed a range of strategic partnerships over the years. It has partnered with some of the biggest players in different sectors of different industry that has enabled the organization to undercut the competition. The most recent strategic partnership of Marriott was with Alibaba which enabled millions of customers of this organization to book rooms and reservations directly without any deposits. 

Apart from its strategic partnerships, Marriott also has a range of profitable acquisitions that range from Ritz Carlton to Starwoods Bulgari Hotel and so on. These acquisitions have strategically helped JW Marriott to expand its portfolio profits as well as revenue. 

	Weakness 
	One of the greatest weaknesses of JW Marriott is its ineffective data protection. A very vibrant example of the same is its ineffective where there have been recurring complaints of canceled bookings, mismanagement of data, breaching of data, and even cancel transactions. In the year 2018, the guest reservation database of Starwood, one of Marriott's latest acquisitions, was hacked and personal information of more than 500 million people was exposed, including their passports numbers, addresses, phone numbers, Social Security numbers, names, and so on. 

JW Marriott has been under a lot of speculation for its negative publicity. In the year 2017, an event occurred where the hotel only rescued its guests from the Saint Thomas Church after Hurricane Irma hit. Massive speculations were made on the aspect of the corporate social responsibility of JW Marriott(Sigala, M. and Wong, A., 2009.). 

The company has also found itself in trouble due to a lack of prudent customer service. Customers have noticed that emails have gone into oblivion. Social media channels as well as the websites have gone dark. The response rate is very slow as well as reluctant. In some cases, this creates a direct negative impact on the portfolio of JW Marriott. 


	Opportunity 
	Despite the potent weaknesses that Marriott has, it cannot be denied that the organization also has a range of opportunities. Boost the advent of COVID-19 the demographics of the hospitality industry have been seen to take a massive shift. A change in the customer base, where more and more Genz is entering the consumer market, allows the organization a massive chance to amplify its information technology game, where the organization needs to come up with better ideas to manage its data since the newer generation believes in modern forms of booking and reservations. 

The development of its information technology aspect can also allow JW Marriott to diversify its offerings and provide personalized services to its customers. The specific requirements of different customers of the organization will allow the enhancement of the somewhat eroded trust that the customers have developed in the organization(Parker, B. 2023). 

	Threat 
	Marriott has already lost about 92% of its profits due to the threat of the global pandemic. Furthermore, to it the increasing complaints of the firms regarding its depleting customer service have been one of the reasons as to it has been under serious speculations. 
Most of the pandemic is supposed to be the recovery time for many wooden players in the hospitality industry. However, the latent reluctance in the customer service arena of this organization has led to looming dangers. 

The widespread adoption of isolationism of global conglomerates as well as companies makes companies like Marriot perfect targets for tariffs for disgruntled populist governments(Lee, C.G. and How, S.M., 2019).  



       

PESTEL 

	Political 
	Economic 
	Social 
	Technological 
	Environment
	Legal 

	The major political factors that affect Marriott are the aspect of terrorism as well as international relations. The political climate of popular terrorist destinations. Aggressive terrorist attacks such as the ISIS one, as well as wars between the Russian and Ukrainian regions led to the shooting down of the Malaysian Airlines flight MH17 has to a citation of constant fear among the owners of the hotel chain(Samsudin, D. and Ibrahim, F., 2010). 

The rules and regulations of the hospitality industry are varied in different regions, and since Marriott has a prudent global presence, the organization needs to carefully abide by all of these political regulations as well as international relations.  
	As mentioned, the global pandemic has led to about 92% losses in the portfolio of JW Marriott. The complete crash of the economy of China as well as the scaling recession and stock market collapse in Europe has led to a situation of massive economic depletion in the organization.

The debt crisis in China has led to a situation where, along with Marriott, and a range of other hotel chains, two need to reconsider their decision about expanding and maintaining their presence in China.  
	Marriott is an entity that is severely trusted by a range of business clientele across the world. However, its depleting customer service has led to prudent speculation in this arena. 

Such as a 40-minute phone call wait with customer service, which is followed by almost nothing, and multiple emails that almost go unanswered, as well as generic ambassador responses that take about 48 hours to reach the customer have indicated a prudent loss in the customer base of the organization. 
	In the year 2018, an instance occurred where a summer Hull party had to fight to get about 84,000 Marriott points back. This was not an issue from the end of the customer, but rather from the IT section of the organization(Harnjo et al., 2021). 

A breach in the security system of the Marriott chain of hotels had led to the exposure of personal information of more than 500 million guests in the year 2018.  
	JW Marriot has not publically announced a particular scheme or plan to reduce its carbon footprint or contribute to the environmental enhancement of society. 
	One of the major legal aspects that impact the operations of JW Marriott is the status of services like Airbnb. The availability of authority such as Airbnb in the city of New Orleans or New York or Barcelona takes up a lot of business space for organizations like Marriott and hence their legal status is of special importance and influence on this organization(Contributor, P.E.S.T.L.E. 2022). 
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Hence, to evaluate the given literature as well as the external and internal analysis that has been performed in the previous section, it can be prudently said that JW Marriott has a global presence and is a very strong player.in the hospitality industry, it also has its prudent weaknesses.  It can also be potently mentioned that the weaknesses that have been identified by the report regarding the operations of JW Marriott are quite threatening as they impact one of the primary aspects of the sustenance of a hotel. This seems like a really lacking aspect of customer service and often overshadows a lot of positive arrangements that the organization has to offer to its customers. This is further enhanced by the aspect of breaching data security measures that the organization undertakes(Barsky, J. and Nash, L., 2003). Furthermore, what makes matters even worse is that the organization hardly seems to care about the identified issues. The enhanced and amplified waiting times on calls, unanswered emails, as well as blocked messages, and inefficient Information Services do not add up to the lubrication of solving the problem of customer service. In comparison, a range of other hotels that can be considered potent competitors of Marriot such as Novotel, Hilton, and Raddison have far better customer services and hence in turn, they can be considered to be prudent and potent threats that might disrupt the market as well as create issues and obstacles for Marriot.   
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