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The aim of the research is to analyse contemporary issues affecting the global hospitality industry. In the first part have been analysed different theories in order to evaluate the influence of a specific contemporary issue as “globalization” to the hospitality industry. In the second part there is an analysation of general global contemporary issues in the hospitality industry. There is a third part, where have been analysed different issues in Marriott Hotel brought by “globalization”.
Globalization is became really important in the last years for hospitality industry. Due the globalization the world has changed and the hospitality industry need to address the changes that are affecting it. The report wants to show that globalization is an issue that can bring in the hospitality industry a lot of problems, however the report is going to show in the conclusion with examples that every hotel can address this issue and issues that currently are affecting hospitality industry.
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Globalisation is a key issue for hospitality industry and is becoming extremely important talk and address it in hotel industry.  
According to Parker (2005) globalization is “a process whereby worldwide interconnections are virtually every sphere of activity are growing”. This is a process in business where the barriers of countries are moving. Globalization includes elements economic, political, legal technological and cultural (Parker, 2005). 
According to Robertsen (2003) globalization is: “widely thought of as involving homogenisation; more than a process involving the increase domination of one societal or regional culture over all others”. 
Globalization is seen like a global process that affects the society. Globalization is not taking care of locals cultures and specific habits for adapt to regional or national cultures. This can end-up with the disappearing of borders which make easy do business with other countries and cultures.
Globalization can causes many issues for different countries and as well for the environment. Developed countries, are more advantaged compare to developing countries regarding the free trade economy. The developed countries have more resources, however due the globalization hotels can choose to expand a department to another country (Pettinger, 2019). The regulations for the environment are different in developing countries rather than developed countries and the environment can be seen like a victim of the globalization. Also the division of work may be seen like a disadvantage: “indeed countries can have difficulties to hold on their best skilled workers, since other countries attract the best performing employees offering higher wages” (Pettinger, 2019). Even if there is a difference between developing and developed countries, globalization is bringing disadvantages also in developed countries and in big companies as the report is going to show forward.
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Most of the companies in hospitality are growing up globally, this puts hospitality at the centre of globalization, and since the globe is always changing, hospitality needs to address this changes.
The principal issue in the hospitality industry is the increase in fixed costs (salaries, payment of bills). Managers need to offer strategies for the result of fixing fixed costs without create problems on the quality of the service they offer. This can create lack of funds for the industry in order to expand. The only thing to do is to rise the charges for accommodation for the customers. The problem is that customers want always have affordable accommodation charges. This is a challenge especially for the small industries. Due the seasons, the hotel industry, can have problems with the business. It needs to improve high business during the off-season period in order to maintain profit. 
Internet has an important role, customers know of discounts and luxuries offered from different hotels, so managers need always to make in place new strategies for maintain the standards in order to keep the customers. Hence, customers have high expectations for the best quality, especially regarding internet. Customers pretend to have always excellent service, with this, they will be  more satisfy , they will coming back and spend more, vice versa  if they have just a normal single experience they will leave and not coming back anymore. Internet is some of this luxuries with the wireless networks, swipe cards, which are increasing the costs for owners. Also, the use of Social media is increasing and managers need to be careful in order to avoid effect that can bring negative publicity. The use of social media has allowed people to interact and share experiences. This is going to impact heavily on the hospitality industry, especially with the review that can be read from everyone in the world.
According to the article by Nicolas Frangos (2015) in TripAdvisor 93% of people say that review are really important for choose the place where they want to stay. The  53% would not book a hotel without a customer opinion. Hence, positive feedback are very important, negative, instead need to be used for improve the quality of the hotel. So, it is always essential build up a professional Hotel reputation Management that check it out the property’s reputation in the website. Be aware of what people think about the hotel is going to help operators to turn it up negative feedback in positive. The hotel reputation management should be an essential part of marketing mix.[image: ] An effective strategy that should be used is to hire manager for monitor social media and website. The big challenge is to determine how and when to respond in order to don’t create the feeling of defending the organization against the customers. This it means more training, hence more operational costs for owners. 
Another issue that affect the hospitality industry is the competition and poaching of guests, brought by use of customer disloyalty programs. Loyalty program is such a really important tool in the hotel. However, loyalty program, has a high cost that is going to affect the overall costs for the hotels. 
According to the report by Nicolas Frangos (2015) Surveys conducted show that customers accepted brand that support a cause they care about. The big challenge is trying to focus in a cause that many customers will associate with. Customer loyalty is based on customer satisfaction during a previous interaction with the company. Hence, the owners need to ensure that guests are satisfied if they don’t want to lose them.
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Has been chose Marriott Hotel for show in the report that due the globalization also developed countries can be affected, and big companies like Marriott can be affected from this issue.
According to an article reported from Ethan Steinberg in 2019, in 2018 Marriott was integrated with SPG and Ritz-Carlton in a single program. Of course this unification was creating some issues in the company that lately Marriott is trying to sort it out. 
-Poor customer service: during the integration Marriott failed in give good customer service to members, indeed Marriott received many e-mails and comments documenting many cases where members were not responded or being provided with inaccurate information. Social media, also where not reachable.
-Long hold times: with e mail not answered and social media silent, members started to call customer service in order to solve problems. Behind, there is an example of a call between a customer services with a client that was trying to find out why his platinum status (Marriott Bonvoy) from the Ritz-Carlton was disappearing from 2018 to 2019:
· 25 min for reach an agent
· 30 min for the agent researching the problem
· 2 h and 15 min for wait the supervisor that provided no correct information
· 30 min for research the problem

-Marriott app and website: There was the problem of the inability to search for hotels and inaccurate prices showing in the page. Also there was the inability to complete bookings. People were try to book reservations and to see the correct prices but was unable to do that.
Also, according to an article reported in Hotel management by Elliott Mest (2018), in USA in 2018 thousands of employees of Marriott international were doing a manifestation demanding higher wages, and safer working conditions.
This manifestation was result to happening after the same acquisition of the SPG and Ritz-Carlton, which it means that after the acquisition, the company was lacking of taking care of employees and valuing them.
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This report has described contemporary issues that influence hospitality industry globally, describing the nature, effects and implications. Cost, revenue controls, media, are all important factors, and especially with the globalization what customers think is more important lately. At the first level there is customer satisfaction that needs to be improved. Customers lately are aware of everything, so competition is really important and hotels need to look at the pricing behaviour, branding and franchising.
Hospitality sector need to be economic, social, industrial development and technological forces. Hospitality industry need to use the strengths to solve the issues. Human capital investment need to be used and optimized. 
“The proof of the pudding is not only in the hands of the chef but in its sizzle and the aroma it spreads. (Nicolas Frangos, 2015).  
To address the contemporary issues, owners need to explore and use alternatives, strategies in order to remain competitive in the global market, they need to use the social media platforms well and they need to manage the costs.
Below some recommendation addressed for Marriott Hotel, but that every Hotel need to follow;
[image: ]Customer service: for a good customer service there is need to put a lot of efforts, but also there is need to do a systematic investment in process, procedures and staff training in order that members are feeling valued.
Long hold times: Also for this problem, Marriott need to invest. In September 2018 the call centre was expanded with 60 new associated per week, however the problem was still continuing.    The solution would be hire associated, training them also for address the problems quickly.
Marriott website: they need to work of course on the issue, but in the mean time they could give discounts for apologies to customers being unable to book a reservation. 
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