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MarriotInternational is one of the world’s largest hospitality companies which has more than 30 different brands, and Moxy is one of them(Guttentag, 2019). Moxy Hotel is one of the largest hotel brands that offer vibrant, exciting and stylish services for young and modern travellers. Moxy Hotel was founded by J. Willard and Alice Mariott in 1927. Moxy first started its journey in partnership with a well-known Swedish furniture brand IKEA(Piercy, 2016). Moxy has more than 60 luxurious hotels across North America, Europe and the Asia Pacific. It focuses on the needs and preferences of millennial and Gen Z travellers whoenjoy their travel with affordability, quality and a vibrant atmosphere. Moxy Hotel provides unique and artistic guest rooms including Wi-Fi and flat-screen TV facilities. They also provide exciting services to their customer including bars, complimentary drinks, grab-and-go food options and an exciting atmosphere (RYAN and STELLO 2005.).Moxy often hosts exciting events, parties, and live performances for engaging more customers.along with hotels Moxy has luxurious resorts where they provide exciting and joyful services including pools, fitness centres and spa facilities.
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Target customers refer to the people or group of people to whom a business wantsto sell its product or services (Neck et al 2020). The company targets their customer according to their product or services. As an international hotel brand, Moxy always tries to target the young, millennial and Gen Z travellers (Lee, 2013). The main target of Moxy Hotels to provide most exciting and joyful service for their target customs Moxy hotel design their service according their customer need and want. Their target customers are s follows:
1. Millennial and Gen z customers: millennial and Gen z customers loves adventure and modern services with vibrant atmosphere. Thinking about their needs Moxy hosta gamifies hospitality event with AR experience called “Moxy Universe Play Beyond”that offers customers to win prize by exploring their website with mobile or laptop. Moxy also host exciting events including live performance, Moxy art fair, fashion fair, contest to attracting those customers.
2. Budget conscious customer: As a luxury hotel brand Moxy also target budget friendly customer.Moxy offers limited-servicemodel for their customers. Which means they only focus on essential services. To reduce the accommodation cost Moxy focus on communal areas like bar, co-working space and lobby that increase the beauty of the atmosphere without the need of using individual room amenities (Manns, 2020).
3. Design-oriented customers: design-oriented customers seek to vibrant and beautiful design in the hotel environment. Moxy’s most of the hotels are well decorated and they do not compromise withdesign and atmosphere. for design oriented customers Moxy host a competition called “Moxy art fair” (Mody et al 2019).For better view Moxy try to position themselves in urban areas.
4. Social and outgoing customers: social and outgoing customers like to explore local scenes and enjoy with meeting new people. These types of customers are adventurous and open-minded. For these types of customers Moxy arrange adventurous contest exciting partyand gaming contest.
5. Luxurious customers: As an international and luxurious hotel brand Moxy always tryto attract business travellers. these types of customersdon’t think about budget they love to get premium services. Moxy offer them several premium services including walk- showers, premium MUK bath and high thread count bedding.These types of customers often seek extra service by paying extra fees.
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Guest’s servicesand facilities refers providingexperiential services and amenities to the customer during their stay (Manhas and Tukamushaba 2015). On the other hand,guest’s facilities refer to the visual spaces and amenities provided by the hotel such as room facilities, communal areas, pool, fitness centre and technology integration.Guest’s facilities and services helps to attract the target customers (Seyitoğlu and Ivanov 2020). The primary role of the guest’s services and facilities is providing seamless and enjoyable experience for their customer by meeting their need and demand. As a luxurious and stylish hotel brandMoxy always try to meet their customer needs by providing relevant customer services. Moxy provide a wide range of services and facilities at an affordable price for their customer these are:
6. Well decorated and spacious roomswith a walk-in shower, open wall closet, flat screen HD TV and premium MUK bath amenities.
7. Easy going and friendly atmosphere.
8. Providing complementary drink.
9. Excellent communal areas with fast Wi-Fi.
10. Bar Moxy and grab& go service are open 24/7.
11. Digital gaming facilities
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Guest’s services and facilities play an important role in the hospitality industry for the following reason
12. To attract target customer: customers always find attractive and affordable services and facilities. So, services and facilities helps to attract the target customers.
13. Get customers satisfaction: The primary goal of any company is to get customer satisfaction. Guests services and facilities helps to satisfied the customer (Kitsios et al 2021). Satisfied customers are more likely recommend the hotel to others.
14. Getting competitive advantage: in a competitive hospitality market guests services and facilities helps to differentiate the company from the competitors. By providing unique and attractive services and facilities company can get competitive advantage.
15. Increase profitability: the primary goal of every organisation is to earn profit by selling their product or services. Vibrant and unique gests services and facilities helps to attract more customers that will helps to increase the profitability of the hotel.
16. Guest’s loyalty and repeat business:  when hotels able to meet their needs and demand then the guests will tend to be loyal towards thehotel. Satisfied gust’s tend to stay in the in the same hotel in future.
17. Reputation and reviews: guest’s services and facilities havea great impact on reputation and reviews of the hotel. Satisfied guest’s services and facilities helps to get a good reputation and reviews in the market.
By considering these aspects hotels can lead the market.
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Hospitality is the most important thing in the hotel business. Hospitality refers providing unique and warmth services to the guests (Ariffin et al  2018.). when someone think about travelling first of all they think about the hospitality of the hotelHere are some key importance of hospitality in the hotel:
18. hospitalityhelps to get positive customer reviews.
19. by showing hospitality to the customer hotels can achieve customer loyalty.
20. it helps to build a good relationship with the customers.
21. Hospitality industry allows cultural exchange between customers and employees
Slide – 7: How hotels meet/exceed customer expectations
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Hotel’s main objective is to meet/exceed their customers need and want by offering various services and facilities (Brotherton and Shaw 1996). They design their offerings according to their customers need. If the organisations fail to meet their customers need and demand hotels can’t sustain their business in the long run. Here are some ways how hotels meet/exceed their customers’ expectations:
22. Effective communications with the customers: hotels maintain effective communications through various channel to know their need and demand. They provide information about their services and facilities, their packages and special discount by using online or offline channel such as Facebook, YouTube, website and Instagram
23. Market analysis: hotels analyse their market to know about the customers need and demand and offer their services according to their needs.
High quality services: hotels provide premium and high-quality services for to the need of their high-profile customers.
24. Exceptional customer service: by providing exceptional and unique services and facilities to the customers hotels meet/exceed their customers need. 
25. Competitors analysis: by analysing competitors marketing strategy hotels try to find the customers actual need and design services and facilities according to their needs
Slide – 8: Conclusion
[image: ]
Moxy hotel is a renowned hotel brand of Mariott international( Wangand Chung 2015.Since1927 Moxy hotel spread their business in many countries such as North America,Europe and Asia pacific. Moxy hotel offer theirexciting and vibrating services and facilities fir the young, millennial and Gen z customers. Who loves to enjoy their travelling experience in a different way. Moxy hotels are able to meet the needsof their young and adventurous travellers. They offers different services and amenities for different customers. As a part of hospitality industry Moxy hotel prioritize warmth and friendly environment where feel cared and comfort. To meet the need of their customers need they use different strategies, they focus on maintaining high quality service, attractive design and socialization. Moxy hotel keep their promises by providing quality services to their customers.
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