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INTRODUCTION
Hospitality tourism is one of the most complex industries in which guest’s needs and possibilities in hotels create a field for the managers in which they can work out the policies and services that meet the guest’s requirements and expectations throughout their accommodation. These services can be divided in different categories such as food service, transport, amusement and entertainment, guest services, different deal packs which can include spa and relaxation and many more. One of the main priorities of a hotel service is the guest services which includes a wide variety of service provided by the institution to target their main purpose which is accommodation, this including things such as room service, laundry, front office (reception), car valeting and luggage support, concierge and so on. This evaluation is mainly based on Marriott international hotels which is a hotel organisation founded in 1927 by Alice S. and J. Willard Marriott and now run by Bill Marriott chief executive officer and chairman of the company also J. W. Marriott’s son. This evaluation report will also include clarification on how the firm familiarizes to changing consumer preference and how these changes can have an influence on the guest service management. 
DISCUSSION/EVALUATION AND CRITICAL ANALISYS
Identification of its service provision and quality management 
Marriott international is one of the most popular hotels chain around the world with more the 4000 hotels in 71 countries with 146000 associates fully qualified under more than 30 brands all of these targeting to achieve the best customer service and accommodation around the world, which is supported by their 5-star rating and positive feedback around social media and their website. Customers, nowadays, are more interested in sharing their experience with others (Huang and Benyoucef, 2013). This results in hotels such as Marriott international to be more exposed to word-of-mouth and social media feedback that can influence their brand’s reputation, therefore, its service provision is highly balanced to meet the guests’ requirements and to outlaw other brands out there making their customers choose their services again in the future. The Customer knowledge brings customer gratification which subsequently resulted into brand faithfulness (Shankar et al., 2003). The Brand loyalty is dependent on the customer satisfaction has to be positively impacted by concord of attention, moments of truth, outcome focus and product experience (Klaus and Maklan, 2013). 
Service delivery refers a time period that is utilized to outline an extensive range of moves and actions, consisting the situation of useful feeling, regeneration services and others. Facility quality events received global attention because of their relevance in service delivery (Zeithaml, 1988). To support their service provision towards their clients, Marriott International has become one of the most complex hospitality company that offers a huge range of customer services for example: social events such as weddings, sports groups, fund-raising parties with event planners available that will help you throughout planning your special occasion on their premises, along with different special packages such as last minute weekend package, design your own trip package and so on, the successfully attracting more guest every year opening a whole new range of opportunities for the best accommodation experience that is worth the money.
 However, the hotels chain follows a strict management strategy which helps them keep on track and maintain a relatively high status around the world based on the following:
 Formalization under a bureaucratic structure, which means that the work of the business closely follows policies and approaches. Job descriptions are intently described with little flexibility; therefore, this form of structure is unable to alternate and meet new demands. It is always better to be honest, and in this industry, jobs like front desk manager or guest services management can sometimes be very difficult and stressful, and by making the job interviews more strict, the company makes sure they get the right person for the job with the right attitude and personal appearance that will not affect the company’s reputation.
Specialisation in dividing one-of-a-kind jobs and sports into departments is that there is specialization among task and department for example Finance, advertising and marketing, it additionally helps to manipulate the organisation a lot less difficult and genuinely marking differences inside the hierarchy and boundaries of authority. Having certain people specific for certain jobs makes everything organised and easier to adapt to consumer preferences by getting people with certain experience, qualifications and background in the right job position, which will increase the company’s reputation and it will make sure everything is done as it should be.
Decentralisation is a form of control over the entire business in which all orders are taken from the head office. In Hong Kong's JW Marriott the general manager maintains and manages the business and makes decisions in phrases of the entire corporation. This results in little possibility for subordinates to make their very own selections that might affect the entire business negatively mainly to a lack of motivation. The Marriott prevents this from taking a vicinity by means of having some decentralization in the structure. This also prevents each department from making their own rules and stick to the main rules and orders from the head office, keeping the whole company organised and under certain laws and enforcements that might not be respected if decentralisation was not running throughout all the branches under the Marriott international name.
Hierarchy of Authority consists of Marriott's organizational structure that includes subordinates in every department which will take orders from the supervisor or manager of that specific department, likewise the overall manager may have the authority over the managers of every branch. Also, written files and weekly meetings between department managers and personnel are a method used to keep on track and up to date with everything happening around all branches. By using this kind of system, the global organisation can be run more smoothly and have a better control by giving specific tasks and duties to specific employees especially the management teams that run each department in order to keep on track.


Evaluate how the hotel adapts to changing consumer preference
Marriott international has a very difficult task to adapt in changes on consumer preferences due to being a large global organisation that requires different approaches for across each country they run hospitality businesses and even under these circumstances they still manage to keep on a high overall status. “We really tried to put the customer at the center of our prioritization efforts and think about what would move the needle with our customers. That can differ in various parts of the world, so we put that lens on it” (Linnartz, 2019). Linnartz also stated that one of their main strategy of keeping with consumer services is by using experimental actions and testing of new products and services in their hotels and analyses the ways they will engage with customers through their website or the Marriott app and build up from there. Sometimes they come up with a brilliant idea that makes the company think it will be a successful approach but after being tested on their website along with real customers it turns out to be a wrong approach and they move on to the next solution that might succeed. Another benefit for Marriott international of being on a bigger scale company is that they get the support from their partners which can come up with ideas that will adapt the whole company to a specific country or culture. “By working with different partners that maybe have skills and resources that your company doesn’t have, you can get to some interesting places.” (Linnartz, 2019). These strategies of experimental tests do not succeed all the time and can lead to failure, the way Marriott international deals with failure when trying to adapt to consumer preference is that they see it as a learning experience and “celebrate” their failure to encourage further investigation and not give up on a certain idea after the first attempt. 
Outline of How Changing Consumer Preference Impacts Guest Service Management
One of the most important impact of altering consumer favorite on guest service management is the upsurge of tasks and attributes in their effort to improve service quality which on a global scale company like Marriott can be very difficult to adapt. Guest service management needs to work out new developments supported by technology and services that will fulfil the satisfaction of their guests towards a positive outcome, for example things like effective overall design and structure of the building which needs to create a good ambient vibe for the guest in which they will feel comfortable and safe, in-room technology such as flat TV screens, air conditioning and ambient LED lighting to maintain the entertainment and set a specific scene or mood to the room, also online booking, images and videos of the facilities through a website or app are one of the most important services nowadays that adapts to any consumer preference. All these services are administrated by the guest service management and when it comes to changes in consumer preferences, they are the department that will adapt their service to the current needs of the consumers or guests. Some of the methods of adapting they use are for example self-check in and self-checkout which allows the customer to select the time that is more suitable for them to perform the checking; online feedback is one of the most innovative way of meeting the nowadays consumer preferences because back in the day when technology was not so advanced, hotels used to have a feedback paper form which usually guests in a hurry would not have time to fill in and therefore feedback was not received on such a high scale as it is now by using online services (Manhas and Tukamushaba, 2015). Online services make things easier for the guest service management but sometimes they can have a negative impact on the company for example the online payments are more exposed to fraud which in some cases will negatively impact the company’s financial records but also the customer will not be satisfied so therefore online payments have to be highly secured before proceeding to this type of consumer preference and need to ensure safe and encrypted transactions between the customer and the company through their website or mobile app. 

CONCLUSION
The above evaluation concludes that hospitality and guest services are the main practices that concentrate on delivering full consumer service by their preferences in order to receive a positive feedback and fulfil the customer’s satisfaction and gain their trust to be a guest on their hotel again in the future. High star rated hotels and global organizations such as Marriott international deal with high consumer preferences demands that change as fast as the technology is growing which makes it difficult but not impossible to keep with the general needs of their guests from all over the world. Quality of service is now rated even more strictly by the customers through online feedback and reviews with comments on their experience with hotel companies which highly impacts the reputation of that specific hotel, that’s why guest service management has a very important duty to keep all the customers happy and adapt to different situations sometimes sacrificing the financial record of the company with experimental tests on different offers, packages and services that might succeed or fail but can be used as a learning experience in the future.
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