






























[bookmark: _Toc150896995]Executive Summary 

Effective monitoring of guest service approaches is a crucial practice for hospitality businesses. 
By closely observing and evaluating the delivery of guest service, organisations can identify areas of improvement, enhance guest satisfaction, and build long-term loyalty. Monitoring allows businesses to gather valuable insights from guest feedback, complaints, and preferences, enabling them to refine their service protocols, tailor training programs, and implement targeted improvements. Consistent monitoring helps maintain service standards across different touchpoints, creating a reliable and trustworthy experience for guests.
Additionally, proactive issue identification and resolution through monitoring demonstrate a commitment to guest satisfaction and contribute to a positive reputation. Overall, effective monitoring of guest service approaches is essential for success in the hospitality industry.
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In the competitive landscape of the hospitality industry, providing exceptional guest service is crucial to success. Organisations that can consistently meet and exceed guest expectations are more likely to foster customer loyalty, drive positive reviews, and achieve sustainable growth. However, delivering exceptional guest service is not a one-time effort. It requires continuous monitoring and improvement.
In this report, we will explore the importance of effectively monitoring guest service approaches in the hospitality industry. It highlights the significance of closely observing and evaluating the delivery of guest service to identify areas of strength and areas in need of improvement. By gathering data on guest feedback, complaints, and preferences, organisations can gain valuable insights into the guest experience. These insights can be used to refine service protocols tailor training programs and implement targeted improvements to enhance overall guest satisfaction.
Furthermore, this report emphasizes the role of consistent monitoring in maintaining service standards across different touchpoints and locations. It examines the benefits of proactively identifying and resolving issues to prevent potential negative experiences. Additionally, this report discusses the impact of effective monitoring on the organisation's reputation, financial performance, and long-term success in the hospitality industry.
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[bookmark: _Toc150896998]Reputation Management 

Reputation management plays a crucial role in the hospitality industry, and effective monitoring of guest service approaches is essential for maintaining a positive reputation. By closely monitoring guest service interactions and feedback, organisations can promptly identify and address any issues or concerns raised by their guests (Kadieva and Economics -Varna Citation, 2019).
Timely resolution of problems demonstrates a commitment to guest satisfaction and helps prevent negative experiences from escalating. Through continuous monitoring and improvement, businesses can build a reputation for exceptional guest service, resulting in positive reviews, increased customer loyalty, and a competitive edge. Effective reputation management, supported by guest service monitoring, is vital for long-term success in the highly competitive hospitality industry (McFee, 2023). 
Marriott International is a great place to see reputation management in action. We can see that Marriott has been successful since the merger and acquisition phase, which has helped it grow to become the largest business in the sector. It has managed to encompass almost every market sector and sustain its competitive position by using a broad differentiation approach with its portfolio of 30 brands. It has done this by providing consistent customer service, brand awareness, and customer loyalty through the Marriott Bonvoy program and customer service. Marriott focuses on the sales and marketing operations side of the value chain at the corporate level, leveraging the rewards program and franchise model to generate profit for the company.
Guest experience is Marriott's top priority.
One of the main things they focused on was making sure that hotel and resort employees provided a great guest experience. This core activity also includes the use of technology, which is crucial to improving booking processes and other customer service operations.
The goods that guests use during their visit, such as food, beverages, toiletries, and other things that the hotel provides, are another important aspect of their overall experience. A well-managed supply chain is required for the procurement and distribution of these goods, which means that supply logistics is yet another critical task for value creation.
Marriott's ability to develop and provide customers with value depends on the extent of its activities. Building hotels in new regions attracts new clientele and motivates returning visitors to visit. With Marriot sites throughout the globe, customers may enjoy the Marriot brand from any place.
Since the major competitors in this sector have remarkably long histories, barriers to entrance are common. Marriott's ability to establish a hotel anywhere and instantly draw guests to its brand underscores the company's desire to expand worldwide (Eschenbrenner et al., 2023).
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Another key element of the competitive hospitality industry is service culture. In a highly competitive sector, a strong service culture sets successful hotels apart. Service culture encompasses the values, behaviours, and mindsets that drive exceptional guest experiences. It emphasizes the importance of personalized service, attention to detail, and anticipating guest needs (University, 2022). By fostering a service culture, hoteliers can create a welcoming and memorable environment for guests, resulting in increased guest satisfaction, loyalty, and positive word-of-mouth. A strong service culture not only differentiates hotels but also contributes to their long-term success in the global hospitality landscape (Dikmen and Bozdağlar, 2017).
As we can see in the way Marriott International works, they take service culture very seriously. To be able to offer quality services, personalized and at high standards almost to the level of obsession, they must invest in their staff training, which they do, and which gives results. Marriott management says it takes care of its associates so that they, in turn, can take care of their customers. They choose to act with integrity, working with ethical standards towards employees, partners, and guests (Limaye, 1998).
Relationships between hosts and guests are defined as those in which the host provides excellent service to the visitors, or the business successfully meets consumer needs (Muhammad and Qadri, 2016).
The business makes care to meet all the guests' service expectations since unsatisfied customers will not only lose value as customers but also get a refund damage to the company's reputation. Since Marriott Hotels & Resorts is a service-oriented company, preserving a positive guest and host connection is critical to the company's service culture (Net, 2015).
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Brand consistency is also a very important aspect of the hospitality industry, and    effective monitoring of guest service approaches plays a vital role in maintaining it. Consistency in delivering exceptional guest service across all touchpoints and locations is essential for building a strong and recognizable brand. By closely monitoring guest service interactions and feedback, organizations can ensure that the service experience aligns with their brand values and promises.
Consistent service delivery fosters trust, reliability, and loyalty among guests, enhancing overall perception. Effective monitoring of guest service approaches enables organisations to identify any deviations from the desired brand experience and take corrective actions to maintain brand consistency (NetWaiter, 2019).
And of course, looking at it from the other side, brand inconsistency results in poor performance, affected, dissatisfied customers, negative feedback, negative word-of-mouth reviews, and ultimately a damaged brand and business (Jeong et al., 2022).
Quoting David Rodriguez, executive vice president of Marriott International, "Success is never final," they are in continuous development of strategies to maintain brand consistency at a high level by adhering to its core values, providing an experience constant for guests, and ensuring a uniform visual identity around the world. its properties. Although standardized services, quality standards and brand guidelines, Marriott strives to provide a perfect experience for guests around the world (Limaye, 1998b).
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With technology continually advancing, the hospitality industry is experiencing a significant impact. Automation, Artificial Intelligence, and other channels where technology can take place are transforming operations, enhancing guest experiences, and optimizing efficiency. From self-check-in kiosks to personalized recommendations, technology is shaping the future of hospitality by providing convenience, customization, and improved services (Team, 2023).
[bookmark: _Hlk150893256]​​Marriott International has been greatly impacted by technology in various aspects of its business. Technology plays a crucial role in enhancing guest experiences, improving operational efficiency, and expanding market reach. From online booking platforms and mobile apps to facilitate seamless reservations and personalized services, to smart devices in hotel rooms that offer automation and convenience, Marriott leverages technology to deliver a modern and convenient hospitality experience. In addition, technology enables Marriott to collect and analyse guest data for personalized marketing and tailored promotions. Overall, technology has transformed Marriott's business by enabling streamlined operations, improved customer satisfaction, and increased competitive advances in the dynamic hospitality industry (Woo, 2022).

[bookmark: _Toc150897002]Service Failure
Service failures in the hospitality industry can have a significant impact on customer satisfaction and loyalty. Inaccurate orders, unclean rooms, and rude staff are examples of service failures. These failures can lead to negative reviews, decreased customer retention, and lost revenue. Training and empowerment of staff, implementation of quality control measures, and prompt response to guest complaints are the best ways to mitigate service failure. By addressing service failure promptly and effectively, hotels can regain customer trust, improve guest satisfaction, and maintain a positive reputation in the competitive hospitality industry (Wan and Chan, 2019).
Marriott International, like any hospitality company, can experience service failures that negatively impact guest service experiences. These failures can include issues such as slow response times, unaddressed guest complaints, lack of cleanliness, or poor customer service. When these failures occur, Marriott should prioritize addressing them promptly and effectively. This may involve engaging with dissatisfied guests, offering appropriate compensation or solutions, and taking steps to prevent similar failures in the future. By addressing service failures, Marriott can demonstrate its commitment to guest satisfaction, regain trust, and maintain its reputation as a leading hospitality provider (Steinberg, 2019).
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Effectively monitoring guest service approaches is crucial to the success of any hospitality business. By closely monitoring and evaluating the guest service experience, companies can identify areas of improvement, address service failures promptly, and enhance overall guest satisfaction. This not only helps in building customer loyalty but also maintains a positive brand image in the competitive hospitality industry.
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As a recommendation for Marriott International, as well as for the entire hospitality industry, is to allow themselves to be helped by all the technological advances that come to the aid of all industries, but still not to give up certain key elements that make the industry empathetic, humane, and friendly with guests. It is very important to keep human interaction, to keep the welcome conversations between a receptionist and the customer who crosses the hotel threshold. And fight to keep physical money in place by offering discounts to those who pay cash for their services, and in this way, we will keep living in a free and democratic world.
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