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INTRODUCTION 

⦿ Marriott International is the parent company of “The Ritz Carlton 
hotel company”. 

⦿ “The Ritz Carlton” is a hotel brand spread across 30 countries. 

⦿ The "five-star luxury hotel" has "100 years of history" in the 
hospitality industry (Marriott.com, 2023). 

(Source:marriott.gcs-we
b.com, 2023)



PRIMARY CONSUMERS OF THE 
RITZ CARLTON

The customers mainly 
include business 
executives.
The targeted guests are 
generally from the 
upper-middle and upper 
class of society. 

Mostly people of a 
younger age group are 

the targeted guests. 



NATURE, SCOPE AND ROLE OF GUEST 
SERVICES AND FACILITIES

•The hotel staff greets their guests warningly and sincerely.

•The brand considers its staff as the most vital asset.

•The brand is determined to give standard customer service.

•A very fond farewell is given to all its guests. 



ROLE AND FUNCTION OF GUEST 
SERVICES
⦿ The quality of customer service 

determines the level of customer 

satisfaction (Teng, 2019). 

⦿ The main duty of “customer 

service representatives” is to 

provide assistance to the guests 

with all the hotel procedures.

⦿ Their role involves accommodating 

their guests in a friendly manner. 

(Source:marriott.gcs-we
b.com, 2023)



ROLE AND FUNCTION OF GUEST 
SERVICES

•Customer service is essential in the field of hospitality 

industry as it creates an everlasting impression upon their 

guests. 

•Guest services are important as these are responsible for 

enhancing guest satisfaction. 

•This will further improve the brand image. 



IMPORTANCE OF HOSPITALITY 
MANAGEMENT

⦿ Hospitality in the hotel industry refers to the treatment any guest 

receives while accommodating in the hotel. 

⦿ The hospitality industry provides the basic needs of the guests. 

⦿ They help in providing satisfactory customer services. 

⦿ They are determined to provide an enjoyable experience to all the 

customers. 

(Source:marriott.gcs-we
b.com, 2023)



IMPORTANCE OF HOSPITALITY 
MANAGEMENT 
⦿ Hospitality management plays a vital role in increasing or decreasing the 

business volumes.  

⦿ For successful business in the field of hotel industry, the hospitality 

management team should be excellent.

⦿ Hospitality management gives many opportunities to the students to have 

an international career.

(Source:marriott.gcs-we
b.com, 2023)



HOW DO HOTELS MEET/EXCEED 
GUEST EXPECTATIONS?

•Exceeding guest expectations means delivery of 

outstanding customer experience.

•Consistent innovations could improve customer 

experience exceeding their expectations. 

•Proper training of the hotel staff would improve the 

guest experiences. 



HOW DO HOTELS MEET/EXCEED GUEST 
EXPECTATIONS?

⦿ The hotels can improve 
their guest experiences 
by the consistent 
feedback from their 
guests. 

⦿ The hotels should 
incorporate digital 
solutions for their guest’s 
grievances.

(Source:marriott.gcs-we
b.com, 2023)



CONCLUSION

⦿ The Ritz-Carlton company is one of the known 

hotel subsidiaries of Marriott International.

⦿ The hotel brand is committed to provide 

extraordinary experiences to all their customers.

⦿ The hospitality management is consistently 

updating and is providing innumerable career 

opportunities to the students. 
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