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Introduction
The hospitality industry is a service-based industry that focuses on providing guests with a memorable experience. The industry relies heavily on the quality of guest services to ensure guest satisfaction and loyalty. Marriott International is a global leader in the hospitality industry that operates more than 7,600 properties in 133 countries and territories. This report aims to showcase the importance of guest services in the hospitality industry, understand guest needs and the value of empowerment and guest service measurements, focusing on the Marriott Hotel as a case study.

Importance of Guest Services in Hospitality Industry
Guest services are the primary touchpoint for guests when they arrive at the hotel, and it sets the tone for the rest of their stay. The quality of guest services can significantly impact guest satisfaction and loyalty. According to Antoniou (2020), guest services can be classified into three categories, namely, pre-arrival services, on-property services, and post-departure services. Pre-arrival services include reservations, transportation, and special requests. On-property services include check-in, room service, housekeeping, and concierge services. Post-departure services include follow-up emails, loyalty programs, and feedback surveys.

Understanding Guest Needs
Guests have different needs and preferences, and it is crucial to understand their needs to provide them with a personalized experience. Marriott International has a guest-centric approach and uses data and analytics to understand guest needs and preferences. The Marriott Bonvoy loyalty program is an excellent example of how Marriott International understands guest needs. The 



Value of Empowerment in Guest Services
Empowerment is the process of giving employees the authority and responsibility to make decisions and take actions independently. Empowered employees are more likely to provide better guest services, as they feel responsible for guest satisfaction. According to Hsu, Lu, and Tsai (2016), empowerment has a positive impact on job satisfaction, customer orientation, and service quality. Marriott International values empowerment and provides its employees with the tools and resources to provide better guest services. Marriott's "Spirit to Serve" culture empowers employees to take ownership of guest satisfaction and deliver personalized experiences.

Guest Service Measurements
Measuring guest services is essential to identify areas for improvement and ensure guest satisfaction. Marriott International uses various methods to measure guest services, such as guest satisfaction surveys and employee engagement surveys. The Guest Satisfaction Survey is a tool used by Marriott International to measure guest satisfaction and identify areas for improvement. The survey asks guests to rate their experience in various areas, such as check-in, room service, and housekeeping. The Employee Engagement Survey is used to measure employee satisfaction and identify areas for improvement. 

Nature of Consumers
The hospitality industry has been experiencing changes in the nature of consumers' demands, which have resulted in changes in the range of hospitality services and provision. Consumers are becoming more diverse, with different needs and preferences, which have made it necessary for hospitality businesses to adapt their services to meet the changing needs of customers.
In recent years, there has been a shift in consumer demands towards more tailored and unique experiences. Consumers are now looking for services that are tailored to their specific needs and preferences, and they are willing to pay more for these services. Another major change in consumer demands is the increased demand for sustainable and environmentally friendly services. Consumers are becoming more aware of the impact of their actions on the environment, and they are now looking for hospitality businesses that are committed to sustainable practices. Hospitality businesses are responding by implementing environmentally friendly practices such as recycling, reducing waste, and using renewable energy sources.

Operational Systems
Understanding operational systems is also essential for hospitality businesses to be able to provide quality services to customers. The operational systems of a hospitality business must be designed in such a way that they can efficiently meet the needs of customers while also ensuring that the business remains profitable. For example, the layout of the hotel must be designed in such a way that it facilitates easy movement of guests and staff, and the check-in and check-out processes must be streamlined to minimize wait times for guests.

Resource Provision
Resource provision is also crucial in the hospitality industry. Hospitality businesses must ensure that they have adequate resources to provide quality services to customers. This includes having well-trained staff, adequate facilities and equipment, and sufficient supplies. For example, a hotel must ensure that it has enough staff to handle the needs of guests, adequate rooms and amenities to accommodate guests, and sufficient supplies such as toiletries and towels.

Hotel Standards
Hotel standards refer to the set of criteria that a hotel must meet to maintain a certain level of quality. These standards are set by various organizations such as the American Hotel and Lodging Association and the International Organization for Standardization (ISO). Compliance with these standards ensures that hotels meet the expectations of guests, and this can have a positive impact on their reputation.

Customer Loyalty 
Customer loyalty is another critical aspect of the hospitality industry. Loyal customers are more likely to return to a hotel and recommend it to others. This can result in increased revenue and a positive reputation. Factors that contribute to customer loyalty include personalized services, excellent customer service, and loyalty programs that reward guests for their continued patronage.
According to a study by Kandampully and Suhartanto (2003), customer satisfaction and image are critical factors in building customer loyalty in the hotel industry. Hotels that offer personalized services and exceed guests' expectations are more likely to earn their loyalty.

Design & Branding 
One of the key aspects of Marriott's brand consistency standards is the design of guest rooms. Marriott has specific guidelines for the design and decor of guest rooms across all its properties. These guidelines ensure that all guest rooms are comfortable, functional, and visually appealing. Marriott's guest rooms are designed to provide guests with a relaxing and inviting space to rest and recharge.
Marriott also has a set of brand standards for food and beverage operations. The company has specific guidelines for the quality of food and beverage offerings, as well as the presentation and service of these offerings. Marriott's food and beverage standards are designed to provide guests with a memorable dining experience that reflects the quality and brand of the hotel.
In terms of marketing and branding, Marriott has specific guidelines for how its properties should be marketed and branded. These guidelines ensure that all properties are marketed and branded in a consistent and cohesive manner, reflecting the overall brand of the company.



Reputation
Here are some ways that Marriott can manage its reputation:
· Monitoring and Responding to Online Reviews
· Implementing Guest Feedback Programs
· Maintaining High Standards of Service
· Developing Sustainable Practices.
· Crisis Management
· Partnering with Influential Organizations

Recommendation 
Here are some recommendations for hotels regarding market trends and the obstacles they may face:
· Embrace Technology
· Focus on Personalization
· Emphasize Sustainability
· Enhance Health and Safety Measures
· Offer Flexible Booking and Cancellation Policies.
· Address Workforce Shortages









Conclusion
In conclusion, guest services play a crucial role in the hospitality industry, and Marriott International understands the importance of providing quality guest services. Understanding guest needs and preferences is crucial to provide personalized experiences that result in guest satisfaction and loyalty. Empowerment of employees is another essential aspect of providing quality guest services. Marriott International provides its employees with the tools and resources to provide personalized experiences and take ownership of guest satisfaction. Measuring guest services is essential to identify areas for improvement and ensure guest satisfaction. Marriott International uses various methods to measure guest services and improve guest satisfaction and employee satisfaction. As the hospitality industry becomes more competitive, the quality of guest services becomes increasingly important to differentiate oneself from competitors. Marriott International's focus on guest services has enabled it to become a global leader in the hospitality industry.
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