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The importance of effectively monitoring guest service approaches 

The term "hospitality" derives from the old French word "hospice," signifying care and shelter for travellers. Embarking on the exploration of the hospitality industry, the journey commences with an emphasis on the pivotal role of service spirit. This spirit proves to be integral to the industry's success, surpassing mere positions and titles. As the exploration delves into the intricacies of service spirit, its significance unfolds in shaping the thriving and dynamic landscape of the hospitality sector (Walker and John, 2021, pp.30-34). The hospitality industry is dynamic and competitive, demanding businesses to stay abreast of emerging trends to meet customer expectations. This report delves into crucial aspects of effective guest service monitoring, emphasizing Reputation Management and Service Culture. Furthermore, it explores relevant subjects like Brand Consistency, Future Technological Impacts, and Service Failure utilising on examples.
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1. Introduction 
In the contemporary business, image stands as a crucial intangible asset, moulding market value and influencing competitive advantage. Unique to each company, it holds the potential for future benefits. In an era where customer expectations continually evolve, businesses must not only keep pace with emerging trends but also proactively shape the guest experience to remain relevant and competitive (Dacko-Pikiewicz, 2022, p.47).  As the hospitality sector strives to remain relevant and competitive, this report delves into the pivotal importance of effectively monitoring guest service approaches. With a keen focus on elements such as Reputation Management and Service Culture the exploration draws insights from industry practices, exemplified by Marriott. In a world where technological progress, global outreach, and inclusive experiences redefine the hospitality paradigm, this report navigates the multifaceted terrain of guest-centric strategies and industry resilience.
2. Reputation Management
Managers plan, organize, decide, communicate, motivate, and control group efforts to achieve goals. They also set the organization's direction, often with input from employees or consultants. Managers secure resources, supervise, and monitor progress toward goal attainment (Walker and Walker, 2013, p.561). Management is essentially the realization of an organization's objectives through the efforts of its members. An organization is a gathering of individuals brought together to accomplish a common set of goals or objectives, often involving the provision of goods and services to customers (Tesone, 2010, p.7). Managers are crucial in resolving customer complaints and managing reputation in the hospitality industry. A positive reputation is a powerful differentiator, influencing customer choices, fostering loyalty, and contributing to overall business success (Cook, S. 2012). Travelers, in particularly, rely heavily on online reviews, ratings, and testimonials when making decisions about accommodation and services. Hotels routinely receive customer feedback, often focusing on negative aspects of service experiences. While a significant body of literature addresses service recovery for when things go awry, there is comparatively less research on understanding exceptional service experiences (Torres et all, 2013).
2.1 Importance of Monitoring Guest Service Approaches 
Business-level strategy shapes a competitive advantage by positioning organizations strategically against rivals. It involves choices about target customers, value propositions, and key differentiators for a distinctive market position (Wood, 2013). Applying principles from management theory enhances organizational effectiveness in hospitality. Identity, a key feature, defines a distinct market presence over time, shaping employees' collective interpretation (Dacko-Pikiewicz , 2022, p.41). According to Walker (2021, pp.34-35) the hospitality industry's rewarding nature, emphasizing its immersive, fulfilling qualities. Professionals express unwavering commitment, citing career satisfaction and ample advancement.  
2.2. Marriott's Success and Strategies 
Marriott's success, explained by Jim Collins, attributes it to core values and dedication to people's well-being. The spirit to serve and create a welcoming atmosphere guides Marriott's enduring character. The importance of hospitality spirit is underscored—passionate service to make guests feel great. (Marriot International, 2023). Marriott prioritizes guest satisfaction through proactive measures such as guest satisfaction surveys and reviews. By offering guests opportunities to share their feedback, Marriott seeks to ensure their voices are heard, fostering an environment for continuous improvement. The goal is to not only meet but exceed guest expectations, ultimately delivering superior satisfaction and creating more memorable stays at Marriott properties (Serve 360 Report, 2022, p12).
2.3 Pricing and Inventory Management 
According to Marriot (2023) management team utilizes advanced systems for pricing and inventory management aligned with demand forecasting, enhancing Marriott's competitiveness, increasing market share, and maximizing hotel revenue.  
2.4 Global Distribution Platform 
Marriott's global distribution platform maximizes occupancy cost-effectively worldwide. The website, multilingual call centres, and mobile applications provide 24/7 guest access, making direct bookings accessible.  
2.5 Direct and Third-Party Channels 
Alongside investments in direct channels, cultivate strong relationships with third-party distribution channels, fostering growth and delivering value for Marriott and its owners. Strategically targeting global, regional, and local markets, the expert sales teams offer streamlined B2B solutions. Leveraging scale, distribution channels, and personalized service, providing comprehensive account management, offering clients and meeting planners a single point of contact for lasting trust and success (Marriott International, 2022).
3.Service Culture
In the service sector, "service" is distinct from the physical product, as seen in businesses like quick-service restaurants (QSRs). While the product is the provided meal, the service encompasses all interactions and transactions between customers and staff, fostering customer relationships in hospitality service enterprises (Tesone, 2010, p.4).
Mere customer satisfaction is insufficient for business success. Customers "extremely satisfied" with a company are significantly more likely to remain loyal and make future purchases. The emphasis is on creating a strong first impression, understanding and meeting customer needs, and mastering subtle details to deliver memorable service. Using customers' names in interactions, as practiced at the Ritz-Carlton, exemplifies personalized attention that elevates the service experience, akin to interactions with celebrities. This level of personalized service distinguishes ordinary experiences from exceptional ones (Joseph and Michelli, 2008,pp.122-130). 
In the hotel industry, employee-customer interaction is pivotal for shaping attitudes and loyalty. Unfriendly approaches and neglect of emotional expectations lead to dissatisfaction and reduced guest loyalty. Emphasizing emotional connections, highly engaged employees positively influence guest experiences, satisfaction, and loyalty. This involves recognizing the vital role of empathy, measured alongside service quality dimensions like tangibles, reliability, responsiveness, and assurance (Umasuthan et al., 2017). “Marriott Bonvoy™”, boasting 173+ million members, leads as the world's largest travel loyalty program. The innovative loyalty initiatives drive heightened awareness and engagement, with half of total room nights sold attributed to members. They not only stay longer and spend more but also contribute to cost savings by utilizing our most economical booking channels (Marriot International, 2023).
According to appendices 2, in 2021, Marriott partnered with the U.S. Institute of Peace, supporting youth leaders in conflict areas. This collaboration launched the Youth Peacebuilding Fund, aiding youth-led projects. Marriott's ongoing support emphasizes inclusive guest experiences globally, including events like the LGBTQ+ Culture Day at the Aruba Marriott Resort & Stellaris Casino in 2021 (Serve 360 Report, 2022, p.61).
5.Future Technological Impacts
In today's tech-driven world, information handling becomes a competitive advantage and holds a degree of power. Technology serves as a facilitator, enhancing communication among hotel departments and guests (Rutherford et all, 2007, pp.131-169). In today's dynamic market, the focus on financial aspects has diminished, giving way to a holistic view of performance. Technological progress has led to increased competition and customer demands. Amid global market shifts, economic instability, and technological evolution, organizations must enhance their self-learning capacity, driving a pursuit of innovation for improved productivity, differentiation, and high-quality products/services. In the expanding hotel sector, heightened competitiveness necessitates robust performance measurement beyond financial considerations. Implementing performance indicators in a logical sequence enables organizations to address customer satisfaction and internal/external stakeholder concerns. Future-oriented measurements help define organizational goals, assisting hotel managers not only in financial matters but also in vital aspects of organizational development and evaluation (Costa and Costa, 2022, pp. 67-97).
7.1 Global Platform and Channels  
Marriott's global platform and innovative channels attract high-value guests, utilizing technology, negotiating power, shared services, expert teams to cut costs and boost profitability (Marriot, 2023)
6.Service Failure 
Service failures, arising from employee behaviours, encompass core service issues, custom service requests, and unexpected actions. Categorized into service provider errors, customer errors, or associated organizational errors, this framework aids in understanding and resolving diverse dimensions of service failures. Such failures lead to dissatisfaction, reduced customer confidence, negative word-of-mouth, customer defection, financial losses, increased costs, and diminished employee morale and performance (Lewis and Mccann, 2004, pp. 6-17).
Service recovery aims to resolve issues, alter dissatisfied customers' attitudes, and retain their loyalty. It goes beyond addressing lodged complaints to actively seeking and addressing service failures. Successful service recovery yields enhanced perceptions of service and organisation quality, fosters positive word-of-mouth communication, boosts customer satisfaction, and cultivates lasting relationships, loyalty, and increased profits. Acknowledging and effectively resolving service failures become pivotal in shaping a positive customer experience and sustaining long-term business success (Lewis and Mccann, 2004, pp. 6-17).
Active recovery boosts revenue; for example, Hampton Inn gained $11 million and top customer retention with a service guarantee. Effectively resolving complaints is profitable; three-quarters are likely to repurchase the same brand. Addressing customer problems aligns with employee satisfaction, crucial in industries with personalized customer relationships. Key factors include job satisfaction, training, pay, advancement, fairness, respectful treatment, teamwork, company interest in employee well-being, and service workers' confidence in meeting customer needs (Bamford & Xystouri, 2005, pp. 306-322).
Customer reviews from (TripAdvisor,2023) in Appendix 1 highlight instances of service failure and the effectiveness of service recovery.
7.Conclusion
In conclusion, this report underscores the critical role of effective guest service approaches in shaping the success of hospitality businesses. By exploring key elements like Reputation Management and Service Culture, it navigates the intricate landscape of the industry. Insights into Marriott's strategies, global outreach, and commitment to inclusive experiences illustrate industry best practices. Additionally, the report delves into the transformative potential of technological advancements and the imperative of service recovery. Ultimately, it emphasizes the dynamic nature of the hospitality sector, where proactive guest engagement and strategic adaptability are paramount for sustained success.
8.Recommendations
To further enhance guest experiences, it is recommended that businesses invest in advanced technological solutions for efficient communication and streamlined operations. Additionally, fostering an organizational culture that values service recovery as a proactive strategy will contribute to customer satisfaction and loyalty. Embracing diversity and promoting inclusive practices, as demonstrated by Marriott, should remain a priority. Finally, continuous monitoring and adaptation to emerging trends will position businesses to meet evolving customer expectations and maintain a competitive edge in the dynamic hospitality landscape.
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Appendices 2, (Serve 360 Report, 2022)
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Peace & Cultural Understanding

The simple act of travel is one of the most powerful tools for advancing peace and cultural
understanding. Through our inclusive guest experiences, we grow cultural competence and
deliver tailored experiences for the diverse populations of guests that we serve.

Promoting Global Peace

In 2021, Marriott continued engaging with the U.S. Institute of Peace (USIP),
supporting the Generation Change Fellows Program, a peacebuilding program that
works with youth leaders in conflict-affected countries. The partnership with USIP
helped launch the Youth Peacebuilding Fund to support Generation Change Fellows
who are demonstrated bridge-builders, dedicated to promoting peace in their
communities and working to build bridges across social divides.

Marriott's support helped to enable nine youth-led organizations, each of which is

a Peacebuilding Fund recipient, to launch projects, which included teaching youth
conflict management skills in Delhi, India and facilitating dialogues to combat
xenophobia between communities in Venezuela and Colombia. In 2022, Marriott
continues to work with USIP to support their next round of youth-led projects for the
Generation Change Fellows.

Inclusive Guest Experiences

Marriott believes that providing inclusive guest experiences is a competitive
advantage in every market that we serve and works with properties around the
world to help them understand and respect the various cultures they serve. For
example, in 2021, Marriott hosted an LGBTQ+ Culture Day at the Aruba Marriott
Resort & Stellaris Casino (Noord, Aruba) to further educate its associates and
guests about the importance of diversity and inclusion.

2025 Cultural
Understanding
Goal

As part of our 2025 Sustainability and Social Impact Goals, Marriott aims to
provide $500,000 toward partnerships that drive, evaluate, and elevate
travel and tourism's role in cultural understanding.

2021 PROGRESS:

$150,000 provided to expand the work of youth peacebuilders around
the world since 2019

@ 'WELCOME ALL AND ADVANCE HUMAN RIGHTS
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Great service
Review of Lingfield Park Marriott Hotel & Country Club
QOO ®® Reviewed 3weeks ago

Bill W

(4] Andy in the lobby bar was fantastic, needed a quick snack and drink before a business event, he took
a personal interest in making sure we got our food on time. Hi basically made you feel special and
confident he was listening to what the customer wanted and then delivered it, spot on. Great
service. More

Date of stay: October 2023

Trip type: Travelled on business

Q0000 Vvalue Q0000 service
QOO®O®O®O Location

Ask Bill W about Lingfield Park Marriott Hotel & Country Club

19 Thank Bill W B
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NorthStar19777347346
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Average, slow food service, terrible mattresses
Review of Lingfield Park Marriott Hotel & Country Club
QOO OO Reviewed 2 weeks ago

Hotel is OK for a short stay, however the the food service for dinner was woefully slow, and for
breakfast the chef was struggling to get hot food out to meet demand and it wasn't even busy... Maybe
it was a short staff issue but my biggest complaint is the mattresses..cheapest, saggiest mattress
we've ever laid on, could literally feel every spring.. For a Marriott, was it going on?! More

Date of stay: October 2023

Trip type: Travelled with family

QO0OOO Value QO0OO®O service
OO0O®OO Location

Ask NorthStar19777347346 about Lingfield Park Marriott Hotel & Country Club

13 Thank NorthStar19777347346 ]
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Lovely experience
Review of Lingfield Park Marriott Hotel & Country Club

QOO O®® Reviewed 4days ago

krystal1990
L°"|g‘;ga%”‘1i‘ed We spent one night at the Marriott Lingfield for a ladies night away. The rooms were clean and the
@ 410910 breakfast at the hotel restaurant was nice. Special thanks to Andy one of the bar staff who was really

helpful. Would definitely stay again.

Date of stay: November 2023

Trip type: Travelled with friends

Q00O Value Q00O ® service
QO0OO®® Location

Ask krystal1990 about Lingfield Park Marriott Hotel & Country Club

13 Thank krystal1990 (=]
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Lingfield Park Marriott Hotel.

Review of Lingfield Park Marriott Hotel & Country Club
QOO O®® Reviewed 6 days ago

Tourist29276094616
3] My daughter takes my Granddaughter swimming there she has lessons and loves it, she's 3 years old.

Whilst | wait for her | sit in the lounge and have a nice coffee and complementary cake, Andy who
served me was very helpful, nothing to much trouble,

The atmosphere is very relaxing.

| haven't stayed there, but if first impressions are anything to go by. | would imagine it's very nice and
comfy.

Date of stay: November 2023

Trip type: Travelled with family
Ask Tourist29276094616 about Lingfield Park Marriott Hotel & Country Club

13 Thank Tourist29276094616 ]




