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Executive Summary
The report will cover some valuable aspects of the Hotel JW Marriot Grosvenor House London along with services provided by the organization to attract more potential clients and also by providing quality services to the guests. Moreover, how the hotel is maintaining its quality management along with organizational structure is also going to depict in the evaluative report. Additionally, modification of the services offered by the hotel based on the changing customer preferences and how it impact on the overall guest service management is also going to be described. 
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In this evaluation report, the main focus is to provide an elaborative description of a hotel organization in the United Kingdom. In this report, JW Marriot Grosvenor House London has been selected to depict the overall description of the hotel along with what kind of services provided by the organization to the customers for satisfying their needs and demands. In this context, quality management is considered as an important aspect as it depicts the organizational culture by describing that the services or products are consistent. In recent times, the demand and preferences of the customers are changing rapidly and for this, the organizations need to adopt some unique qualities by which they can meet those preferences. That is why this report also sheds light on the adoption and modification in the services they provide for meeting the changing consumer preferences. Moreover, the impact of such adoption changes on guest service management is going to be discussed.


[bookmark: _Toc25314922]Brief description of the hotel
JW Marriot London is considered as an iconic hotel, which is situated on Park Lane, London, established in 1929. This hotel provides authentic experiences to the guests that are encouraged by a unique location in the heart of London. The entire has 8 floors, approximately 423 rooms along with 73 suites. Moreover, 13 meeting rooms are there for the conference purpose of any business organizations and the total area of the entire meeting space is approximately 58652 sq ft. additionally, this hotel is providing the most influential portfolio in the entire hospitality industry of the UK along with over 7000 properties and 30 brands operating across 131 territories and countries. Such territories give the guests more paths to experience, expand and connect their world. 
The Core value of the hotel is inclusion and diversity by maintaining strategic business objectives (JW Marriot Official Website, 2019). Another aim of this hotel is to take care of the guests by considering their well-being and these are considered as their most valuable cultural inheritance. JW Marriot London is also considered as the most well-known museums and art collections throughout the world along with extraordinary cultural attractions and royal places within it. The hotel provides unique accommodations including the Tranquil Park Room that serves the afternoon tea, Ruya London or Corrigan’s Mayfair for curated cookery experiences and JW Steakhouse. Associates of the hotel deliver true luxury to the guests by creating a sophisticated experience and providing them the inaudible luxury that the guests are seeking in a relaxed, warmly and authentic atmosphere. 
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Figure 1: Meeting area in JW Marriot
(Source: JW Marriot Official Website, 2019)
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As JW Marriot Grosvenor House London is one of the largest and iconic hotels throughout the world, the services provided by the organization are also very unique and luxurious. The major business services that are provided by the hotel are copy service, fax service, full-service commercial center, messenger service, internet or network printing, overnight pickup or delivery, home delivery facility, parcel or post, and secretarial service. Other amenities and services offered by the hotel are beauty shop, car rental services, ATM or cash machine in their premises, daily newspaper, and magazine in the lobby and appropriate room service. The special attraction of the hotel is its dining services that made the organization exceptional from other hotels (JW Marriot Official Website, 2019). The dining services of JW Marriot London include JW Steakhouse, The Park Room, Red Bar, Park Lane Market, Ruya London, the Bourbon Bar, and Corrigan's Mayfair. Other service provided by the hotels to the guests are Continental Breakfast, Buffet Breakfast, Flexibility accessible rooms, 24*7 room service facility, valet dry-cleaning, front desk where the guests can come with their problems, safe payment boxes, Limousine service, daily housekeeping services, full American dishes, Concierge desk, special tea or coffee, and Florist. Moreover, the higher authority of the hotel or the managers who take care of the satisfaction of the guests planned their services in such a way by which they can reduce the demand of most of the guests by satisfying them effectively. That is why the hotel delivered the newspaper to the rooms of those guests who have requested to do so.
[image: Breakfast at JW Steakhouse Restaurant]
Figure 2: Unique food serving on JW Steakhouse
(Source: JW Marriot Official Website, 2019)
JW steakhouse is a restaurant of JW Marriot Grosvenor House London treat the guests with many special dishes like perfectly cooked pieces of meat, fresh seafood items, and other delicious side dishes according to the preference of the guests. This restaurant is mainly famous for its legendary cheesecake along with other mouth-watering desserts. The specialty of The Park Room is their ward winning tea service that is offered to the guests in the afternoon while staying in Mayfair, London. Red Bar and The Bourbon Bar offer all types of cocktails, situated within their 5-star luxurious hotel on the Park Lane. Corrigan's Mayfair is the award-winning restaurant of JW Marriot located on Mayfair, London that provides quality steak and seafood that are complemented by the freshest seasonal produced ingredients. Additionally, Ruya London is the most famous coffeehouse of the JW Marriot London and in this coffeehouse, various flavored coffee is being served to the guests, which are much unique compared to other coffeehouses of the United Kingdom. This hotel also provide some fitness activity areas involving Fitness center on the premises of the Hotel and many entertainment activities are there like Horseback Riding, Fitness trail or Jogging area, Tennis Court, Golf courts and Bike Rentals through which the guests can enjoy the beauty of the hotel (JW Marriot Official Website, 2019).                                                                           
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For any industry especially for the hospitality industry, quality management is considered as most significant aspect as by this the consistency of the services or products offered by the organizations can be measured and maintained. Many management teams are involved with the quality management of the hotels such as Event and Assembly Management team, Lodging, Resorts, Hotels, and Motels management team, Restaurant Management Team, guest satisfaction maintenance team and Attractions, Gaming, Recreations, and parks management team. For maintaining quality services within JW Marriot, the overall organizational structure is much significant as if the members, who are involved in different departments of the organization can lead to better and effective quality management (Makki, Singh and Ozturk, 2016). The organizational structure of JW Marriot London involves a general manager under which team members of Audit, Housekeeping, Front Desk, Maintenance, and Sales departments are included. Another general manager is there under which team members of different departments like Room services, Sales and Marketing, Accounting, Human Resources as well as Food and Beverage departments are being maintained. The major components by which quality within the hotel can be managed are described below:  
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Figure 3: Quality Components in JW Marriot
(Source: Pol and Patil, 2015)
From the above figure, it has been seen that for quality management, guest satisfaction is the ultimate factor as consideration and understanding of the preferences of the guests is crucial as they are the ultimate stakeholder in the Hospitality Industry like JW Marriot. Determination of the desires of the guests is another crucial factor for providing quality services to them along with developing the processes about what they want and what not. Training and empowerment of the staff are much necessary for satisfying the demand of the guests. It is also significant to modify and evaluate the service delivery systems by recognizing the positive as well as negative feedback of the guests as this will also help the organization for developing its services according to the needs of the customers (Al-Refaie, 2015).


[bookmark: _Toc25314925]Adoption of the hotel according to changing customer preference
It can be observed that during the past few years the hospitality industry has experienced major growth. In addition to that, customer preferences and intentions are also changed as well. Therefore, hotels need to change their offerings according to them. In addition to that, to identify the future objectives various changes in the management are required to be implemented. Additionally, while discussing the context of JW Marriot hotels, London, it can be observed that the hotel managed to incorporate various services that can effectively increase the friendly behavior towards the visitors. In addition to that, the hotel has incorporated various changes in their services:
Rich and attractive interior: The hotel offers a more attractive interior and ambiance throughout the hotel. In addition to that, it offers such interior to the premium guests that allow them to feel like it worth the money.
Expensive rooms and suites: The premium consumers can enjoy expensive rooms and suits by spending a lump sum amount of money.  In addition to that, the suits that are offered by the hotel are consisting of traditional designs on the Wall and costly paintings that depict the heritage.    
Fitness area: For the fitness lovers a gym area has been constructed. The gym is consists of all kinds of pieces of equipment, for the visitors. The customers will not be dissatisfied with it as skilled and professional trainers will also be available.
Wedding packages: JW Marot offers a wide range of wedding packages for the customers. The planning will be done by professional and experienced planners and will make the consumers feel like it worth the money.
Corporate services: JW Marriot also offers services for corporate meetings. Special services are provided for the corporate personals that include service consists of different cuisines and drinks (Liu, 2017). 


[bookmark: _Toc25314926]Impact of adoption changes on guest service management 
The changes in the service according to the changing preferences of the guests put a significant impact on the guest service management of JW Marriot London. The implication of various types of techniques along with its future application has made the hotel JW Marriot successful and popular. The improvisation of the services by attracting more number of potential guests helps make a clear approach to the guests. If the present guests that have already visited the hotels and enjoyed the services give positive feedback to other new guests, that will be positively impacted on the preferences of the guests compared to other hotels in the United Kingdom. The required services along with its timely assistance greatly influence guest service management and this is also effective for the expansion of the business, which is the ultimate foundation pillar of success. Comprehension of having the right amount of money as well as services is much necessary for this context as maintaining financial conditions is crucial for the future success of the organization. 
However, from the above section, it has been noticed that approximately 5% annual turnover clearly depicts that the hotel is developing its quality management as well as its internal and external productivity. The investment in various sectors is much significant to collect the information related to the satisfaction as well as the changing preferences of the guests. Additionally, it can be said that the hotel is improving its services by developing rich and attractive interior, corporate services, wedding packages, fitness area and expensive rooms along with suits and it is considered as the adoption of the hotel for maintaining guest service management. Such changes will also be helpful for JW Marriot to satisfy the changing preferences of the guests by also impacting on guest service management (Rahimi and Kozak, 2017). 

[bookmark: _Toc25314927]Conclusion
From the above evaluative report, it has been found that in the hospitality industry, it is crucial to satisfy the demands and preferences of the guests as it reflects on the prosperity and popularity of the hotel. In this report, brief background and introduction of JW Marriot Grosvenor House London has been depicted along with the major services provided by the hotel. From the above discussion, it has also been observed that the Hotel consists of many luxurious restaurants at different places in London that have some specialty services and different dishes that provide the ultimate satisfaction of the guests. Moreover, maintaining the quality of the dishes as well as services also makes the Hotel No.1 over the world. Lastly, the report has elaborated on the adoption of changes as per changing customer preference along with its impact on guest service management.  
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Consider the guests being served

Determine what the guests desire
Develop procedures to deliver what guests want
Train and empower staff

Implement revised systems

Evaluate and modify service delivery systems.





