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Executive summary


Marriott International is a worldwide hospitality lodging company, incorporating big names like Sheraton, Ritz Carlton, St. Regis and many more. In this evaluative report we are going to present and discuss the meaning of the ‘’Guest service’’ term in a Marriott hotel and the quality management activities provided by this company in order to keep up and adapt to the customer changing preferences in the hospitality business; Concluding with the fact that Marriott was and will be a pioneer in keeping up with customer market trends.
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Introduction
We are asked to write an evaluative report of a hospitality business, presenting the services provided by this hotel and the quality management activities undertaken, for maintaining this organization in top preferences of customers changing trends. The Company chose was Marriott International, one of the top hospitality business of this moment and market leaders in implementing and testing new programs for customer services.

Marriott International – Company History
Started in 1927 in Washington DC as a root beer stand ‘’The Hot Shoppe’’ by the John Willard Marriott and his wife Alice now cover more than 131 countries and over 7000 proprieties being one of the most recognized brands in the business of hospitality. 1937 they started delivering food for the internal flights directly to the airports and in 1957 open the first motor hotel in west Virginia ‘’Twin Bridges’’ putting his son J.W. Marriott Jr. Bill in charge. From there they open the first international hotel in Acapulco in 1969 and reaching to the hotel with number 500 in Poland -Warsaw in 1988.
J.W. Marriott was one of the pioneers of the guest services, his principles are still embedded in the today culture of Marriot International ‘’ good food and good service at a fair price’’. (Our Story, 2020) 

Guest service 
If we are to resume at the model provided by Disney, specially Mr. Bruce Laval which introduced the term of ‘’Guestology’’ the observance of the customer or guests needs, performance and expectations within the hospitality business, we can observe that guest service is the process of meeting customer expectation by observing them and anticipate their needs. Described by Lewis and Blooms service quality tend to focus more on meeting customer needs and requirements and how well the service delivered meets their expectations. (Lewis and Bloom, 1983).
Corelating the service quality with customer satisfaction and observing the loyalty to a hotel brand, we observe that service quality plays a very important role. (Donnelly, Neil, Rimmer, & Shiu, 2006)
There are many ways for measuring service quality, one of them and the most common used is SERVQUAL- a tool that measure the gap between what customer expects and what he receives. (Parasuraman, ZeithamI, and Berry, 1985).


Services provided by Marriott International
Like any normal hotel Marriott is providing accommodation services according to customer needs, they have suites, single or double rooms with modern furniture and appliances, private bathrooms with shower or bath-tub, offering 24/7 customer support for any problems. Complementing the accommodation facilities, they are offering room service with food or drinks.
Fitness and spa services; from the indoor pools or outdoor, to the latest fitness equipment with professional trainers’ support, Marriott is trying to keep the customers happy and in good shape providing many services under the same roof. Most of the Marriott hotels have indoor mini stores filled with sport equipment offering a large pallet of products accessible at low prices or expensive high-end products.
Wi-Fi internet connection; not so long ago( 2-3 years) this was a big problem of adaptation with the market trend for Marriott ,they were offering internet connection for a fixed tax which ended up costing twice this tax at the end of the stay because the customer are exceeding the amount of data allocated for that fixed tax, also using technical equipment to jamming customers private internet connection forcing them to use the tax one ended up with a civil penalty in United States (Skapinker, 2015) ,  now they are offering free internet connection wireless in all the hotel areas without any extra charges, allowing customers to do business or talk to the love ones when they are away.
Banqueting and conferences rooms; this is a normal facility for an international hotel now days, specially Marriott is targeting the business customers they will offer them special meeting spaces, with computers, printers and fax machines. For larger gatherings or conventions, they have modular rooms which can be transformed into a big open space accommodating 200-300 guests. Part of the Food and Beverage department these facilities are used to accommodate weddings or parties offering special decorations for tables and rooms, trying to make memorable moments for guests they have people employed as an event manager who is responsible for these parties or conventions.
Concierge; a service which tend to disappear, you can met them in the main lobby of the 7 star hotels , Marriott still have this service in a few hotels around the world, it is a complex service which can offer bookings , tickets for events, appointments or lead the customer to a wine tasting trip or delicious fresh farm food. Need flowers or special laundry services or a very expensive gift the concierge service can manage these things for you. (Concierge Services, 2020)
Food and beverage services; Marriott kitchen is recognized at a global scale , having as employees only the best Chefs from all regions they have many training programs for kitchen staff, using the two most common standards for food hygiene ISO 22000 and Hazard Analysis and Critical Control Point ( HACCP) they manage to obtain great products using local markets and always keeping the menu in trend with the time. 



Quality management
Trying to define the word ‘’quality’’ we can observe different approach in concept or vocabulary for different people, asking a hospitality worker ‘’what is quality?’’ , he will answer ‘’customer satisfaction’’ at the same question a manufacturer worker will answer ‘’quality product’’. What means to manage quality? From an old saying that state ‘’if you can’t measure it you can’t manage it’’, we can think at a definition for quality management. (Ross, 1999).
 A process of measuring and controlling the quality of a product or a service, applied to a hospitality business we can expand it to a long-term management strategy for maintaining the quality services that will satisfy the customers and also improving the service. One of the most known methods applied by hospitality business is TQM (total quality management),’’a way of organizing and involving the whole organization; every department, every activity, every single person at every level’’ (Oakland,1989). One of the essential ingredients of the TQM approach is to empower the employees, to give them power to correct any errors this way the business keeps improving. We have seen that in Marriott brand hotels the employees (associates) are empowered to offer compensation in the case of a reclamation received from a customer, proving once again the continuity of improvement in quality of the services.
Presenting a five points framework for service quality management Horovitz and Cudenne-Poon in 1990 they divided their quality program in:
-Quality- identifying and specify the service quality requirements of a target group and ensuring that everyone has the same perception of service quality.
-Customer care- placing the customer on the first position, and dealing with his problems immediately 
-Front-line People- involving the service staff in the quality process, giving them power and tools to do their jobs 
-Communication- efficiency of the reception services, attention to documentation and customer communication 
-Lead- managers commitment to service quality and setting a good example for employees. (Johns, 1993).




Marriott adaptation to customers changing preferences
Marriott was and still is a pioneer in hospitality business, keeping up with the customer preferences and the market trend is a big challenge for every hospitality business. The customers are demanding more comfort, more amenities, quality services and they want to pay less for them, also the hospitality market trend is now for the self-sustaining hotels or green hotels ecofriendly. The access of everybody to social media is a two way sword , the presence of Marriott there has been seen with good eyes from the customers who now have the power of giving bad reviews if something is not how they like, also they can boost the rooms selling by giving good reviews.
One of the last improvement of Marriott hotels is the BONVOY application for smartphones, a reward program which allows members to receive points when they are staying in a Marriott hotel across the world, to do a reservation and a online check in, allowing customers to pop in reception and go straight to the allocated room without presenting any papers or credit cards.

The impact of changing customer preferences on the guest service management
The needs of the customers changes in time, Marriott is not representing the hotel for family vacation, now they are focusing more on the average business man who prefers to mix business trip with pleasure, doing business and enjoying in the same time, benefiting from his staying in the Marriott hotel by the full amenities of the hotel. To see that they are carefully predicting the market trends, Marriott just open a new service for the business guests called ‘’ M Club’’ which offers a lounge space with 24/7 access , premium Wi-Fi, and a menu of drinks and snacks perfectly crafted to keep the mind and brain of the business guest in top shape. (M Club | Concierge Lounge | Marriott Hotels, 2020)

Conclusion
Concluding this report, we can observe the Marriott implementation strategy and total quality management are driving this company to be leaders in the hospitality business, transforming the traditionally family vacation hotel into a modern business hotel, allowing them to target a large share of the travelers’ market today. Being a long time process the total quality management is keeping the Marriott name to a high level of standards from the tidiness of the rooms to the food hygiene and the most important, customer service quality, through numerous training programs for their employees.
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