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Introduction
	
	The purpose of this report is to show a better understanding of the company Marriot International within the changing consumer preferences and their impact upon guest service management. The report outlines the importance of adapting to the changing lifestyles costumers have and how Marriott International has been adapting to them. Nonetheless, this report highlights the management system Marriott International has and gives a wide prospective about the impact of the social external factor from the PESTEL analysis.
[bookmark: _Toc5253006]Company overview

	Marriott International was founded in 1927 and has its headquarters in Washington D.C., America. Because Marriott has different brands, the services for each brand will differ in the same way. As each company relies on the core-customer profile and focuses on the lifestyle aspect, it is important for the company to be cautious about the changing preferences, forecasting new trends in the hospitality and tourism sector and the most important thing to adapt in a managerial and services-provided manner to the upcoming changes. “Strategic management is a field of study that involves the process through which firms define their mission, visions, goals, and objectives, as well as craft and execute strategies at various levels of which firms’ hierarchies to create and sustain competitive advantage.” (Okumus, et al., 2010) With very digitally-advanced customers nowadays who demands personalized experiences and very unique (KANDAMPULLY, 2018), Marriott International do not fail into fulfilling them.  “While all services enterprises focus on service as the main product, the epitome of a service operation falls within the domain of the hospitality industry. The hospitality industry includes services in the areas of lodging, food service, travel, tourism, recreation, entertainment, personal health and fitness, attractions, social events, meetings and conventions.” (Tesone, 2010) At an in-depth level, Marriott serves the costumers with the following services: lodging through their different brands, food service that is located in the restaurants of the branded-hotels, travel and tourism through the Marriott Bonvoy (using the vouchers received in the rewards system), recreation in the hotels that are targeting families who seek recreation (e.g. Marriott Vacation Club with amenities designed for this customer segment), health and fitness through spas and gyms, social events that can be held in the restaurants of the company (such as parties, weddings, special diners etc.), meetings and conventions through the business-oriented brands such as Fairfield Inn & Suites which serves the guests (mostly businesspeople who are part of the defined customer segment) with different amenities such as conference rooms, free high-speed internet, printers, advanced technology etc. 

[bookmark: _Toc5253007]Management systems

[image: ]	The hotel and tourism industry is increasing, being directly proportional to the high demands of service-industries. “It is predicted that the importance of services will continue to increase worldwide not only in the developed parts of the world but also in developing countries.” (Okumus, et al., 2010) This means that the world is changing fast, not only in a technological manner but also the industries are expanding their businesses in every country, trying to take advantage of other external factors and maximizing their profits. Therefore, penetration the markets has been lately a trend in the business sector. But the question is how the existing companies manage to cope with the changing customer service? The whole situation can be solved by analysing periodically the customer profile and forecasting upcoming trends in the hotel and tourism sector. According to Figure 1, there is a customer segmentation that helps the hospitality companies to have a better prospective about the buying behaviour of their customers (mainly referred as “guests”). 

[bookmark: _Toc4434975][bookmark: _Toc5540839]Figure 1: The purpose of staying in a hotel according to 1,083 internet users, Mintel 2018
	Moreover, there are different generations of customers (Baby Boomers, Millennials, Generation X, Generation Z, Generation Y etc.) who react according to their lifestyle. “Mintel’s consumer research shows that 21% of hotel guests select ‘Smart rooms (for example, rooms offering voice-controlled lighting/temperature etc.)’ as an element that would attract them to choose a hotel. Among the Younger Millennials/Generation Z groups (adults aged 16-28) interest peaks at 37%.” (Mintel, 2018)
[bookmark: _Toc5253008]Quality management system

	A management system is a system of processes that works together in order to satisfy the customer’s demands in a smooth way. Thus, the quality of a management system is influenced by the company’s manner of how to fulfil the customer. Anticipating the future changes into customers’ lifestyles have made companies to make improvements to their services provided, making them in the same time to adapt to new challenges. 
	Accordingly, Marriott International always do have a linear, clear service. However, sometimes it might happen that the employees forget to check out people and all of their Marriott Rewards programme is messed up. This is how the management system works: if something does not do its job, it messes the whole process further. Even thought the smallest the problem might seem to be, it creates discomfort to the customer and to the employee as well. 

[bookmark: _Toc5253009]Adapting to customer preferences

	With a continuous change in lifestyles that are influenced by new trends, the customer preferences may vary depending on the generations themselves. However, the customer preferences are the ones who dictate the amount of sales among with the other processes that constitute the management system. “The goal of any revenue management system is to extract the maximum price for a customer hat he or she is willing to pay.” (Mintel, 2018) With these being said, I would like to highlight the importance of having a management system that reacts fast to the changing environment and that it maximizes the profits for the company.
	Nowadays, people prefer to travel more, to explore the world and its beauty and to discover new places. In instance, they tend to have a short staying in multiple places. What does it mean? With a rewards system such as Marriott’s (the Marriott Rewards) they are responding to the customers in the excellent way: the more nights we spend in Marriott’s International hotels, the more points we get, according to our status (the member status, silver elite, gold elite, platinum elite, titanium elite and ambassador elite) – Figure 2.[image: Imagini pentru marriott rewards benefits]
[bookmark: _Toc5540840]Figure 2: The rewards system of Marriott International
	More, if there is anything else that Marriott does for its customers is upgrading their rooms with artificial intelligence or new technology such as Alexa (from Amazon) who assists businessmen into their staying at the hotel. In this way, the businessmen customer segment is covered with its special needs.

[bookmark: _Toc5253010]Service provision

	Marriott International offers a wide range of services such as accommodation, food and beverage, leisure and other relaxing services provided in order to satisfy the various customer segments. In definition, the service provision is “the act of performing a task for a business or person that wants or requires it in exchange for acceptable compensation. A business that specializes in some form of service provision usually needs to have qualified staff members on hand that are regularly available to perform the services that it offers to consumers.” (Business Dictionary, n.d.) In a more complex way, the service provision is the measurement for the quality of staff’s services. How well is the staff trained in order to perform specific task? Are they dependent on someone or may they take the decisions and assume the responsibilities on their own? Are they allowed to do these, or do they need permission? In fact, any other employee even though he/she has to ask his/her superior in order to continue with something, they need to be capable enough to think critically and not to be driven by the complexity of the emotional feeling.
[bookmark: _Toc5253011]Impact on guest services

	The guest services are mainly influenced by the external factors that are provided by the PESTLE analysis upon Marriott International and the parts that are the most critical in this situation regarding the guest services are the political and the social. The political factor is important because of the uncertainty about the Brexit and how UK will deal with it. A big part of the population of UK has already left in order to return to their original countries. These mean that a part of the market has “vanished” just because of UK that wants to exit the European Union. However, the Brexit problem does not exist just in the hospitality service, it also has expanded to any other company. Marriott, however, does not have anything to do about it since it is an external factor and it cannot control it. 
	Moreover, the social part of the PESTLE is also important due to the high usage of Internet that is nowadays. For example, the eCommerce has gained popularity and it is conducted via social media platforms such as Facebook, Instagram especially, Twitter etc. The closer Marriott gets to the customers, the highest the loyalty will be. A brand-fanatic will do everything for his/her company to perform. This means that the person will specifically invest time and money for the company’s good. This is just an aspect of the social media’s power, but it helps companies to engage with their guests even more and maintain a good relationship to increase the loyalty. The eCommerce that is done via these social media platforms is constructed by either engaging with the “visitors” as much as they can, or to advertise there in the “peak-hours”. Either they are, the eCommerce has raised in the recent years together with the technology advance and the evolving of new devices which are smarter and faster.
[bookmark: _Toc5253012][bookmark: toc]Conclusion

	The Management System is an important system that its core idea is to keep everything in its place and to ensure that every process that takes part of this big system runs how it is supposed to. More, the management system is the most important key into a company’s well-being and its components because it shows to the guest how the company operates and what are their vision and mission as well as their culture. 
	In my opinion, I think that the management system does not only cover a few aspects of the hotel, but also represents the hotel.
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"What was the purpose of your last hotel stay in the UK?"

%

= Short leisure break (1-3 nights)
= Longer leisure holiday (4+ nights)
= Visiting friends and/or relatives
= Business trip
= Other purpose
Don't know/can't remember

Source: Lightspeed/Mintel
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Benefits at a Glance

Choice of Marriott Rewards points or Frequent Fiyer miles eamed per eligible U.S. dollar

spent
Elite night credit earned on paid and redemption stays

Additional bonus points for eligible stays

Rewards points eamed for meetings and events

Our lowest rates, all the time when you book direct

No blackout dates

Complimentary in-room Internet access when you book direct through Marriott
Complimentary enhanced in-room Internet access

Guaranteed room type

48-hour guaranteed room availability

Complimentary room upgrade

Arival gift of bonus points, a food & beverage amenity or air miles

Guaranteed 4 p.m. late checkout, subject to availability at resort and convention hotels

Guaranteed lounge access and breakfast for two

Rewards Silver
Member Elite

20%

Gold
Elite

25%

Platinum
Elite
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