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Introduction
MIS (management information system/ services) is “a system in which marketing data is formally gathered, stored, analysed and distributed to managers in accordance with their informational needs on a regular basis” Kotler and Keller (2006, cited in International Journal of Business Management and Administration). 
Discussion/Evaluation and Critical Analysis
MIS is a digital system which offers entrepreneurs tools which they can use to evaluate, organize and efficiently manage sections within a company. MIS can include types of software which contributes in decision making, data bases from which data resources can be extracted and any management applications and computerized processes which can allow an organization or department to run smoothly and efficiently. The use of MIS in the hospitality and tourism industry is crucial for success and costumer satisfaction. For example, hotels need to use a management information system, to make sure that every department within the hotel is up to standard and that there is no chaos or disruption in any section; “Information systems can link the organizations’ policy and organise them in order to facilitate the marketing decision towards product or customer” (Ismaeel, 2015). The tool can be used to organize every staff’s job and allow all the departments to work efficiently.  A good example of the usage of MIS is Marriott Hotels and we will analyse how the CEO, Arne M. Sorenson, has used the tools to efficaciously increase the hotel’s quality and customer satisfaction. Furthermore, the popularisation of technology and software usage has made it very accessible for companies to keep track of its customer feedback and work efficiency. ‘Managing marketing information by means of IT has become one of the most vital elements of effective marketing’ (Talvinen, 1994, Cited in INTERNATIONAL JOUNRAL OF TOURISM RESEARCH, 2001)
Marriott is a renowned hotel owner within the hospitality and tourism industry, with over 535,000 hotel and timeshare rooms operated or franchised as of the end of 2007. With over 76 million reservations, MARSHA (Marriott’s reservation network and management tool) proves that IT plays a big role in the management and development of hotels and their reputation; “The internet potentially is a cheap and fast way to access useful external environmental data to improve marketing decision-making, but for this data to be used to its best advantage it needs to be incorporated into a marketing information system” (Wood,
2001). Hence why Marriot Hotels have become so popular around the globe. Moreover, eCommerce is also crucial in the hotel industry due to a significant increase of room reservations through websites on the world wide web. In 2007, Marriott.com recorded over 10 million unique visitors every month, over 85 percent of Marriott’s digital revenue, over 35 million room nights and nearly 18 percent of total room nights. Lastly, the company has a reward system which attracts many tourists, with more than 28 million members. It does so by providing the foundation for the company’s customer relationship tactic. The loyalty system provides the company with information which allows them to determine customer quality, which then allows softwares to predict future travel behaviour therefore allowing the marketing specialists to accurately create messages and promotions to attract new customers but also bring back old ones; “Today, it is necessary to obtain successful marketing information systems to be able to execute many marketing activities such as attracting customers, evaluating services as well as advertisement and promotion” (Ismaeel, 2015). The company utilises advertising and public relations as one of the main resources from which they obtain brand exposure, making people more likely to book a room at one of the Marriott hotels. For example, Marriot designs major-impact campaigns aimed to specific customer sections to generate room nights, boost revenue and allow the brand to grow and gain more exposure. By doing this, people are more likely to reserve room nights at a hotel that they have heard of and know that it is reliable which therefore helps the brand to grow.
The usage of MIS has proved to be very profitable for Marriot Hotels, by providing customer feedback and quality, the managers and marketing professionals have managed to keep the hotel franchise to a high standard; “The study of Wober ( 2003) aimed to identify the role of modern technology and the importance of information in forecasting and identifying customer needs and the role of the DSS in decision-making in tourism marketing organizations” (Ismaael, 2015) . The MIS tool is one of the main resources used by the hotel and its information gathering abilities have proved to be accurate therefore allowing the hotel to develop and evolve. As for marketing, the reward system brings in tens of millions of customers every year, by the usage of predictions from its software, Marriot have managed to use the marketing tool efficiently by making members nearly double their number of trips to the hotels. This means that the usage of MIS within the company is very productive, helping the hotel achieve significant figures. Furthermore, the utilisation of the marketing tool has drastically improved the company’s advertisements and campaigns quality, which helps with brand exposure and with customer attraction. Overall, the hotel has used the MIS tool in a multiple of ways successfully, such as its loyalty system which proves to be a great feedback tool but also a way to be able to check the quality of customers while also being able to improve marketing strategies to attract more people or attract old customers. Lastly, feedback from customers through marketing apps such as the guest satisfaction surveys which Marriott kept track of has allowed the company to create a memorable and personalised experience for its customers, therefore making the customers want to return to the hotel.
Furthermore, the use of MIS has been remarkably effective and efficient, helping the hotel to become a world renowned and trustworthy brand. By using marketing tactics, Marriott managed to create programs such as the loyalty system to bring in customers but to also create appropriate advertisements on its websites and apps. The digits achieved by the company are the proof that the hotel’s marketing is highly effective. Next, the utilisation of information gathering has proved to boost the company’s productivity and organizational skills overall, because Marriott’s MARSHA system has been able to keep everything organized in the eCommerce, customer loyalty and property management areas, while also collecting data crucial for improvement of quality and management quality; The MARSHA program has helped the company expand on the digital market, therefore keeping up with competitors and allowing for better customer treatment. MARSHA has been used very efficiently by Marriott and the information gathering made by this system has proved to boost the number of customers since it generated more than US$250 million in sales amongst the multiple brands that Marriott owns. Lastly, the company’s ability to communicate clearly and efficaciously has proved to be vital for Marriott since the brand exposure it has received from communications is what allowed them to expand and develop. The company’s multicultural work force has showed people that they allow anyone to work no matter their ethnicity, therefore attracting public affection and creating brand exposure; this also means that people from around the globe have heard of these hotels.
Conclusion
[bookmark: _GoBack] The Marketing Information System is a powerful program which can be used by companies in all kinds of industries to organize segments of their company and perform digital tasks and take in feedback and gather information. This is very useful in the hospitality industry because it shows managers what they need to improve and what they need to do to achieve maximum customer satisfaction and brand exposure. Marriott Hotels have used this strategy in a very efficient way, which proved to be incredibly profitable for the company, with millions of guests every year. The company has managed to keep up with competitors and keep its customers happy which is critical in the hospitality industry. The MIS tool is one of the most efficient and profitable programs that can help managers with decision-making and marketing strategies, therefore helping Marriott to achieve a multitude of goals.
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