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[bookmark: _gjdgxs]Introduction
The role and importance of quality service, hospitality, and guest services is playing a major role in the JW Marriott. The purpose of brand consistency, key factors for managing the reputation of the hotel industry and the importance of effective guest reviews management for JW Marriott has been examined in this study. 
[bookmark: _30j0zll]Findings of the study
[bookmark: _1fob9te]Purpose of brand consistency standards for JW Marriott
Brand consistency is playing a major role in the hotel industry. It is helping to develop trust and communication personality and helps to be recognizable. As commented in the works by Lemy et al. (2019), with the help of brand consistency, JW Marriott is able to develop trust and loyalty among its customers. Along with this, with the help of the development of the organizational personality, hotels are attracting customers for choosing their hotels. The main purpose of the brand standards is based on providing guidance regarding the brand, and the proper direction for the branding. On the other hand, Yuldashev et al. (2022) have stated that consistency is supporting the business of JW Marriott by developing the productivity of the hospitality of their business. 
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Figure 1: Importance of Brand Consistency
(Source: Yuldashev et al. 2022)
Figure 1 is representing the five major important for the development of brand consistency these are based on promoting loyalty and making it feel recognizable. Along with this, it is helping to build trust, develop communications, and show values. With the help of the brand consistency standards, JW Marriott is able to develop the loyalty where people are able to get brand experience. In the thoughts of Khalifa et al.(2022), by developing trust, JW Marriott is able to gain the trust of the guests and able to meet the customer experience.
JW Marriott is creating brand consistency by developing brand identity, providing better brand guidelines, developing the values of the guests, and delivering better brand experiences. As per the comment by Kang et al. (2020), the purpose of the brand consistency for JW Marriott is based on developing brand awareness, and credibility and making them more trustworthy. It is helping to develop the overall visual identity and helps to achieve the goals of the business. Along with this, consistency is helping to maintain the perception and develops brand equity (Castro-Casal et al. 2019). The major purpose of brand consistency for JW Marriott is based on the development of the growth of the business. It is develop the customer experience and leads to the improvement of trust and the loyalty. 
[bookmark: _3znysh7]Key factors for managing the reputation of the hotel industry 
There are various key factors that are helping to maintain the reputation of the hotel industry. As per the notion of Davronov et al. (2021), those key factors are based on social media monitoring, brand-related mentions, review monitoring, and satisfied customers; those are playing a major role in providing a reputation to the hotel industry. By monitoring and motivating for better security services, posting on social media and tracking the review sites JW Marriott is able to maintain its reputation (Marriot, 2023). On the other hand, Mokhtar et al. (2019) have stated that by staying active on social media, JW Marriott is able to create an effective reputation, it is helping to create better relationships among the customers, and able to plan properly for achieving the goals. JW Marriott is the best place to work and provides a better workplace for people. 
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Figure 2: Key factors for managing the reputation
(Source: Davronov et al. 2021)
Figure 2 is representing the key factors for online reputation management which are based on making unique content, dealing the negative reviews, personalization, and determining the value of the property. Along with his, there are various reasons to join JW Marriott which are based on better employee well-being, caring leadership, long values, development diversity, and empathy. JW Marriott is mainly following a supply and demand pricing strategy for analyzing the competition rate and hotel prices. 
[bookmark: _2et92p0]Importance of effective guest reviews management for JW Marriott
Guest reviews are playing an importance role for hotel owners and guests respectively. Effective guest reviews are developing visibility, and improve customer contact which is creating a positive effect on the guests of the JW Marriott. As stated in the work of Waqanimaravu et al. (2020), online reviews are playing a crucial role in the development of the hotel business as well as it is develops booking, and traffic and making guests feel more special for developing the establishment. On the other hand, Priyo et al. (2019) have stated that in the hospitality industry, online reviews and guest feedback is playing an important role in developing the customer satisfaction rate. Along with this, it is developing the customer loyalty and customer is able to know about the positive and negative aspects of the hotel and its amenities, and the quality of the services. 
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Figure 3: Importance of effective guest reviews management
(Source: Priyo et al. 2019)
Figure 3 is representing the importance of effective guest reviews management for JW Marriott. Effective guest management is able to develop the brand values, helping to make credibility, improved sales, maintain business insights, and develop visibility for attracting guests. 
[bookmark: _tyjcwt]Impact of negative reviews for guest reviews management
The negative reviews for the guest reviews management are based on less trust, lack of potential customers, and lack of revenue. As commented in the works by Anabila et al. (2022), the negative impact is creating a huge loss of the customers. The negative reviews are coming from bad customer services, false information, and low quality of the work, bad security services, and lack of proper staff services for the hotel industry. For better guest review hotel industry needs to provide proper responses, needs to be empathetic, and professional and avoid aggressive behaviors. 
[bookmark: _3dy6vkm]Building and retaining customer loyalty in the hotel industry 
Customer loyalty is developed by creating a proper customer base, creating a strong network for promotion purposes, and providing better services to their values. Customer loyalty in the hotel industry is mainly based on guest experience, providing incentives, better impressions, and developing the loyalty program. As commented in the works by Yu et al. (2021), loyalty in the hotel industry is creating a better marketing strategy for determining the hotel chains and being able to determine business properties. By making a better relation among the customer, JW Marriott is able to develop customer loyalty. 
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Figure 4: Customer loyalty in the hotel industry
(Source: Lai et al. 2019)
Figure 4 is representing the loyalty of the customers in the hotel industry. These are based on five major aspects, customer loyalty is able to develop the overall revenue, services, cost saving, cross-selling, and customer retention. On the other hand, Lai et al. (2019), the key factors for developing customer loyalty in the hospitality industry are based on offering valuable feedback, examining loyalty program software, and making corporate rewards. The 3Rs for customer loyalty are mainly based on recognition, relevance, and reward. 
[bookmark: _1t3h5sf]Purpose to build and retain customer loyalty 
The main purpose of building customer loyalty is to develop revenue by increasing the demand of the guests and providing better services to the guests. As commented in the works by NGUYEN et al. (2021), proper customer loyalty is able to maintain the mission and the vision of the organization and provide better corporate values and determine the significance of the employees and develop high engagement. The main purpose of the loyalty program is to develop guest retention and achieve better returns from customers. On the other hand, Ampofo et al. (2020), have stated that the purpose of using the loyalty program for JW Marriott is based on various factors those are includes the growth of the revenue, brand ambassadors, cost control, development of the database, and improvement direct booking. 
[bookmark: _4d34og8]Obstacles for the certain hospitality business management
There are various challenges that have been faced by the hospital industry based on meeting demands, developing hospitality technology, environmental consideration, and shortage of staff. As commented in the works by Garbin Praničević et al. (2020), poor customer satisfaction is the major reason for creating a negative impact on business management. Communication is the challenging part along with his, sustainability, and the lack of system design is creating negative impacts on the hospitality business management. 
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Figure 5: Obstacles to the certain hospitality business management
(Source: Praničević et al. 2020)
Figure 5 is representing the obstacles for the hospitality business management that are based on credit management, cyber security, financial crimes, data privacy, risk controls, risk governance, and consumer protections. 
[bookmark: _2s8eyo1]Conclusion
The research paper have been describes the role and importance of quality service, hospitality, and guest services for JW Marriott. Along with this, the importance of hotel standards, reputation management, and building and retaining customer loyalty for the hotel industry have been examined. The Key factors for managing the reputation and the Obstacles to certain hospitality business management have been evaluated. 
[bookmark: _17dp8vu]Recommendations for the hotel industry regarding market trends
The recommendation is based on showing proper care to the employees, developing technology, and determining the valued customer for the development of the services in the hotel industry. As commented in the works by Alzoubi et al. (2021), by direct booking, creating a positive impact on social media and investing more money in the business the hotel industry is able to meet the marketing trends of the hotel; industry. In the modern world, the hotel industry is able to meet the market trends by providing robotic staff, making unique brand expectations, sustainable hotels, and making smart technology in the hotel. 
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