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Introduction

e Role and importance of guest service
e People who stay

e Scope of the brand’s guest service




Number of Marriott International hotels worldwide from 2009 to 2021
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Additional Information:

Source
Worldwide; Marriott; 2009 to 2021
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@ Statista 2022




Malin consumers
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e [ocuses on a specific crowd

e Created different target groups (Peng and Chen,
s | L | — 2019)
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e Self-defined travelers and happy to pay more



The 7 Ps of Services Marketing

Nature
of guest

People

Physical evidence

Customers

. Employees . Facilities, equipmen
S e r‘V | C e Social interactions Uniforms
Roles & Scripts . Livery & artefacts
efe, o Relationships . Signage
facilities s + Symbo
ace Process
» Access . Shecica cait
« Location e ?s'g'?
. « Delivery services +  Standardization
Discover brand new A 3 *  Customization
] ; * Electronic dellvery *  Operational efficiency
destinations
. . Price Promotion
Each property is unique
.. ) * Cost-based * Internal marketing
(Ozdemlr, (;olak, and * Demand-based * Direct marketing
H1H * Operations-based * Advertising
Shmilli, 2019) + Competition-based Producet . Other promotional

Relationship-based h
L * Total service product methocs

* Core product

* Supplementary services
Facilitating services
Supporting services =

Distinct individual
experiences



Role of guest service facilities

e Evoke long-lasting and
cheerful memories

e Guide their customers

e [eel the pleasure of the
luxury (Mo, et al. 2022)




Role of guest services

GUEST CYCLE

4 Stages and Diagram

Focuses on assisting guests

1. Pre-Arrival 3. Occupancy

Safe Deposit, Telephone
Calls, Concierge, Travel

B Desk, Currency Exchangs, Services are friendly (Bichler,
Mails .
Pikkemaat, and Peters, 2020)

Reservation,

Pre Arrival Letter

=
2. Arrival 4. Departure

Doormen, Bell Desk, Travel Bill Settlement, Key Create better CUStomer Se rVICe
Desk, Registration, Room Return, Bell Desk, Travel age, .
Assignment, Issuing of Key, Desk, Concierge, Check- faCI I |t|eS (Lee and Lee, 2020)
Baggage Handling, out, Thank-you Letter
Welcome Letter

www.setupmyhotel.com



Functions of guest services

Types of customer

service channels e An important element of the hospitality sector

e Administering the check-in and check-out processes
(Bardi, 2021)

Phone calls MObII? Social media
messaging

e Guest confidentiality needs to be maintained
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Chatbots Video calls Self-service
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ospitality

e Build strong and positive
relationships

e [Easy way to portray love
(Zsarnoczky, 2018)

Helps people to stay happy



Meeting/Exceeding guest expectations

Vital factors of every hotel

Build a promising and trustful
relationship (McLean and
Barhorst, 2022)

Focuses on the expectations
and needs of the customers

Impact of Customer Service on Customer Loyalty
Member-Articulated Versus Actual Customer Behavior

Member-
Articulated
Version

Below Meets Exceeds
Customer Customer Customer
Expectations Expectations Expectations

n = 54,166 customers.
Source: CEB Customer Loyalty Survey.

Actual
Customer
Behavior




Conclusion

e Tricky and complicated

e The strong guest service facility

e Deal with the sudden requirements
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