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1.Introduction
In this report I was tasked to choose a Hotel and talk about the service and quality provided by the fine management, how the lodge adapts to converting guest desire and how those adjustments impact guest service perception.
In this paper I studied the JW Marriot Hotel in Bucharest.
Starting from the fact that Marriott stands for tradition, quality and value, the company owns hotels designed for specific customer segments, creating brand names and pictures specific to each. Our own website promotes Marriott brands and presents to customers the company's successful initiatives. Any loyal customer can be rewarded by adding either points to allow him free accommodation in Marriott hotels, or miles of flight to allow for free air travel with certain airlines (Marriott, 2017).
Thus, Marriott has succeeded in successfully transferring branding to the digital environment (online). The brand adds value to the product / service and differentiates it from the competition. In the hospitality industry, branding is fundamental in getting competitive advantage. Numerous prestigious companies such as Marriott have successfully deployed online branding strategies.
I started the study by presenting the hotel, how it was created and what is the current offer.
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2. Products and Services at JW Marriott Bucharest Grand Hotel
   [image: /var/folders/br/thkq6p3d28ldscfn3bgpvp980000gn/T/com.microsoft.Word/WebArchiveCopyPasteTempFiles/jw-marriott-bucharest-grand-hotel-18160.jpg]Marriott International is an American multinational diversified hospitality company that manages and franchises a broad portfolio of hotels and related lodging facilities. Founded by J. Willard Marriott, the company is now led by his son, Executive Chairman Bill Marriott, and President and Chief Executive Officer Arne Sorenson. Marriott International is the largest hotel chain in the world.
        Welcome to quiet luxury in Bucharest
       “We will become your favourite hospitality organisation in Bucharest. We turn into a marketplace leader and obtain our monetary dreams, constantly delivering first class service at great prices. "(Marriott's declared at Bucharest Grand Hotel).  
    Deluxe King Room                  Deluxe Double Room                Superior King 
Guest room, 1 King    Guest room, 2 Double        Guest room,          [image: ][image: ][image: ]
      
         





  Hotel managers have understood that site visitors no longer purchase company shipping but buy opinions. They no longer purchase service excellent but purchase memories. Customers do not buy foods and drinks, purchase culinary reviews. (Campbell-Smith, 1967).

KEY AMENITIES 
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            Airport shuttle          Full service spa       Fitness center              Pool
Finances
For the fiscal year 2017, Marriott International reported earnings of US $ 1.372 billion, with an annual revenue of US $ 22.894 billion, an increase of 34.1% over the previous fiscal cycle. Marriott International's shares were traded at over $ 101 per share, and its market capitalization was valued at over US $ 39.1 billion in October 2018.
	 Year
	Revenue
in mil. USD$
	Net income
in mil. USD$
	Total Assets
in mil. USD$
	Price per Share
in USD$
	Employees

	2005
	11,129
	669
	8,530
	26.26
	

	2006
	11,995
	608
	8,588
	30.79
	

	2007
	12,990
	696
	8,942
	35.90
	

	2008
	12,879
	362
	8,903
	23.03
	

	2009
	10,908
	−346
	7,933
	18.56
	

	2010
	11,691
	458
	8,983
	28.61
	

	2011
	12,317
	198
	5,910
	29.01
	

	2012
	11,814
	571
	6,342
	34.10
	

	2013
	12,784
	626
	6,794
	39.34
	123,000

	2014
	13,796
	753
	6,833
	59.89
	123,500

	2015
	14,486
	859
	6,082
	72.48
	127,500

	2016
	17,072
	780
	24,140
	67.57
	226,500

	2017
	22,894
	1,372
	23,948
	101.81
	177,000


       The main part of JW Marriott's business is the 60% hotel rental operations, and the rest of the 40% comes from the Food & Beverage segment. Approximately 1,750 guests a day (54,000 per month) are served in the hotel's restaurants, bars, cafes, and events and banquets. Most of them are businessmen from Bucharest. On average, about 80% of the hotel's customers on the food & beverages segment are Romans, and the remaining 20% are foreign.
                          



3.Strategies
         
        How are we able to (my human beings or my operation) fulfil the needs of our customers? Details are important. The attention to element is important if an operation is to achieve success. According to Jana & Chandra (2016), purchaser satisfaction is the maximum important issue of the inn enterprise.
                  

4.USP (Unique Selling Point)
       Immerse yourself in the timeless luxury of JW Marriott Bucharest Grand Hotel. Situated next to the Palace of the Parliament and moments from Old Town, our hotel is a destination unto itself, with carefully considered amenities and world-class service. Beautifully refreshed rooms and suites are designed with luxury perks such as pillowtop beds and oversized Smart TVs, as well as high-speed Wi-Fi, marble bathrooms with robes and lighted makeup mirrors. Dine at one of several on-site restaurants, which include a contemporary steakhouse and an Italian eatery; be sure to sit on our outdoor terrace when the weather in Bucharest is warm. Spoil yourself with a treatment at the spa, take a swim in the indoor pool or stop by our shopping gallery and casino. Those hosting events will appreciate our gracefully appointed venues, which include the magnificent Grand Ballroom. Whatever your reason for visiting Romania's capital city, we're confident you'll be thrilled with your stay at JW Marriott Bucharest Grand Hotel.
[bookmark: _GoBack] HIGHLIGHTS
Our commitment to excellence has earned our hotel a Trip Advisor Certificate of Excellence, as well as a Travellers’ Choice award

 Make yourself comfortable in our luxury suites, which are among the largest in Bucharest. And bring your dog with you - our hotel is pet-friendly.
· yourself comfortable in our luxury suites, which are among the largest in Bucharest. And bring your dog with you - our hotel is pet-friendly.
· hoice award.
· ke yourself comfortable in our luxury suites, which are among the largest in Bucharest. And bring your dog with you - our hotel is pet-Our commitment to excellence has earned our hotel a Trip Advisor Certificate of Excellence, as well as a Travelers' Choice award.

Our superbly situated hotel provides convenient access to railway and subway stations, as well as many of Bucharest's most popular attractions. 







5.Guest Service Management 
     Hotel managers have understood that site visitors no longer purchase company shipping but buy opinions. They no longer purchase service excellent but purchase memories. Customers do not buy foods and drinks, purchase culinary reviews. (Campbell-Smith, 1967).


6.Guest Service Quality 
      According to Dana V. Tesone, guest service consists of those interactions and transactions that interfere between the customer and the staff, from the moment the guest enters the unit until it leaves. In JW Marriott hotel, interactions between clients and staff turn into real, long-term or short-term relationships, depending on the client's stay in the hotel. “In the hospitality industry, we are trained to anticipate the needs of our guests and proactively act to satisfy those needs.” (Tesone, 2017).
FEATURES 
[image: ]
Premium Rooms
Discover our Premium Rooms which feature a variety of luxury amenities and superior service to elevate your stay in Bucharest to new heights.



7.Service Setting
Marriott is a good example of the relationship between branding and the quality of service provided. One of the company's principles is to provide the best services to its customers. In order to penetrate new market segments, Marriott has adopted multiple brand strategy (e.g. Marriott Hotels & Resorts, JW Marriott Hotels & Resorts, Renaissance Hotels & Resorts, Courtyard, Residence Inn, so on).
Starting from the fact that Marriott stands for tradition, quality and value, the company owns hotels designed for specific customer segments, creating brand names and pictures specific to each. Our own website promotes Marriott brands and presents to customers the company's successful initiatives. Any loyal customer can be rewarded by adding either points to allow him free accommodation in Marriott hotels, or miles of flight to allow for free air travel with certain airlines (Marriott, 2017).
[image: ][image: ]


8.Service Provision and Quality Management
In order to be able to cope with all these changes in the behaviour of 
the guests, managers must identify their clients and their expectations and ultimately evaluate their perceptions about services. (Felix, 2015)



9.Conclusion

     Reading the document carefully showed us must offer our clients high-quality service. JW Marriott and his son have devised numerous rules to ensure that the services provided by them are of high quality. There are even unwritten rules within each company. Most employees of the Marriott hotel chain interact with the public, so their image is very important.
      A business-like Marriott requires people who are very hospitable, who can assimilate new things quickly and who have the desire to advance. The manager's personality can greatly influence employees. The best managers are those who are aware of their own qualities and who, through their actions, manage the other employees in the right direction.
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