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[bookmark: _heading=h.gjdgxs]Introduction
· JW Marriott is one of the preferable brands of Marriott International.
· Various prominent and also significant programs are hosted in the hotel’s Ballroom and Great Room.
· JW Marriott sustains the star-studded history and the heritage of Grosvenor House.
JW Marriott Grosvenor House London refers to one of the best brands of Marriott International in the United Kingdom. The aforementioned hotel is the former house of Dukes that was rebuilt in the year 1929 as a luxurious hotel. This luxurious hotel consists of an amazing Great Room as well as a magnificent Ballroom where several prominent as well as significant events have been arranged since the initial stages.
[bookmark: _heading=h.30j0zll]Main Customers
· Business class people of Canada and the United States are the primary target customer of JW Marriott London (Lu and Tabari, 2019).
· Different customer amenities are beneficial and preferable for customers with high incomes.
· Various magnificent event organisers are also the primary clients of the hotel. 
Different featured amenities of JW Marriott such as the fitness centre, business centre, parking, lobby with free Wi-Fi, and restaurant are very much beneficial for business-class people. In addition to this, many significant events like the O2 Silver Clef Awards, Pride of Britain Awards as well as The Asian Awards along with other different events are hosted in the aforementioned hotel. The most ancient charitable ball, the Royal Caledonian Ball has been hosted in the Great Room since the 1930s.
[bookmark: _heading=h.1fob9te]Nature of the guest services and facilities
· Various amenities such as magnificent accommodations, fitness facilities, spas, and many more are provided to the guests of JW Marriott (Filimonau and Magklaropoulou, 2020).
· The primary nature of guest service refers to customization.
· People can host different events, weddings, and also meetings in this hotel.
Various different types of facilities, as well as guest services, are provided in the JW Marriott, situated in Mayfair's heart. Guests are able to enjoy different types of amenities such as spa luxurious accommodations, fitness facilities, and many more. Further, JW Marriott Grosvenor House London offers facilities to host venues for prestigious events, weddings as well as meetings. Moreover, it also offers different customised services to its guests.
[bookmark: _heading=h.3znysh7]Scope of the guest services and facilities
· Attendants of JW Marriott are able to be skilled from experts and business class clients (JW Marriott, 2023).
· Sustainable and personalised services are helpful for enhancing the quality of service.
· Authorities help new staff members to provide better services to the guests (Reidhead, 2020).
Employees of the concerned heritage hotel of London are able to learn by working with experienced people as well as other high-class customers. As the work environment within JW Marriott is supportive, guests and employees are able to be involved with the establishment. Authorities are helpful; therefore new aspirants of this organisation are able to be skilled in this field. Customised yet sustainable services allow the aforementioned hospitality sector to enhance the quality of the provided service.
[bookmark: _heading=h.2et92p0]Role of the guest services and Facilities
· Guest services allow to help guests in the check-out and check-in process, provide information on hotel services, and so on (Berry et al., 2019).
· Different services help clients to stay comfortable in the hotel (Walker, 2013).
· Guest services and facilities allow guests to enjoy events and other programs.
The role of guest services refers to assisting every guest of the hotel with the process of check-in and also check-out, helping them by providing accurate information about accommodation and other hotel services. On the other hand, facilities of services in a hotel like JW Marriott allow guests to stay in a comfortable and pleasant manner. 
[bookmark: _heading=h.tyjcwt]Role and function of guest services in general
· Clients are able to experience positivity with effective guest services (Tesone, 2014).
· Helping nature and the polite behaviour of attendants can make guests feel comfortable and confident.
· Having enough information about the hotel and its services, clients can enjoy it comprehensively (Buhalis and Moldavska, 2022).
Hotels provide clients with different guest services in order to provide them with positive experiences. Different types of services and the helping nature of the attendants allow guests of a hotel to be confident as well as comfortable. In addition, providing adequate information about hotels, services, products and also offers helps the clients to enjoy in a comprehensive way. 
[bookmark: _heading=h.3dy6vkm]Importance of Hospitality
· An effective hospitality service is able to enhance the level of growth of a hotel (Hultman et al., 2021).
· Most of the people, mainly the young generation, agree to pay extra for better service.
· By being open to customer feedback, hotels can manage clients in an effective manner (Tan and Despotis, 2021).
Hotels are able to boost growth by providing excellent hospitality to their clients. As per recent reports, it is proved that near about 86 per cent of clients, especially adults, are happy to pay more just to enjoy an effective and tremendous customer experience in the hospitality sector. Moreover, hotels can be open to receiving different types of suggestions, which can make them different from others in the competitive marketplace.
[bookmark: _heading=h.1t3h5sf]Exceeding guest expectations
· NPS, CSAT, and other surveys in regard to customer satisfaction can be implemented (Wood, 2015).
· Open nature to accept feedback and reviews from guests is also helpful in this context.
· Customization as per the requirement of guests allows hotels to meet guests' expectations (Liu, 2020).
At first, hotels are required to classify their guests as well as their value in order to meet their expectations. The provision of customised services to customers is in trend. Different customer satisfaction surveys such as CSAT, Customer Effort Score, and NPS may allow hotel attendants to identify the quality of services as well as customer satisfaction in this context.
[bookmark: _heading=h.4d34og8]Contd.
· Classification of guests as well as enough knowledge about their demands may be helpful in this context.
· An improved culture that is guest-centric is beneficial to meet their expectations (Tontini et al., 2022).
· Implementation of various new ways to meet customer expectations may help in this case.
Implementation of different ways to exceed the expectations of different clients can be helpful for hotels in this context. Improving the guest-centric culture within hotels is also beneficial in this context. A piece of sufficient knowledge about the guests, their preferences, and their demands may help attendants to provide services that match their expectations.
[bookmark: _heading=h.2s8eyo1]Conclusion
· The luxurious hotel of London provided different personalised services to sustain customer satisfaction.
· Various significant as well as prestigious events in Britain have been held at JW Marriott.
· Holding the heritage of ancient ages, it serves in the UK and Canada.
Being a luxurious hotel JW Marriott Grosvenor House London provides different personalised services and amenities to its clients who belong to the UK and Canada. There are many prestigious and also significant events that are held in the Great Room and the Ballroom of the hotel. 
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