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Introduction

The hospitality industry is one of the most competitive industries in the world, and it requires constant innovation and improvement to stay ahead. Guest services play a critical role in the hospitality industry, as it is one of the main factors that determine a guest’s satisfaction and loyalty towards a hotel. Marriott Bonvoy is one of the leading hospitality companies in the world, and its success is attributed to its commitment to providing exceptional guest services. This report aims to explore the importance of guest services in the hospitality industry, understanding guest needs, and the value of empowerment and guest service measurements and standards. 

Marriott International is a global hospitality company that operates a wide range of hotel brands catering to various types of travellers. With over 7,600 properties across 133 countries, the company is recognized as one of the world's largest hotel chains. Marriott is committed to providing an exceptional hospitality experience to its guests, and this is reflected in its core values and customer service philosophy.
One of the key elements of Marriott's hospitality strategy is its focus on creating personalized experiences for its guests. The company recognizes that every traveller has unique needs and preferences, and it strives to tailor its services and amenities accordingly. Marriott uses data analytics and customer feedback to gain insights into the preferences of its guests, and it uses this information to improve its offerings continuously.
Another critical aspect of Marriott's hospitality strategy is its commitment to providing high-quality service to its guests. The company has a rigorous training program for its staff, which emphasizes the importance of empathy, attentiveness, and a positive attitude. Marriott also encourages its staff to anticipate the needs of guests and to go above and beyond to ensure that they have an enjoyable stay. (Marriott.com, 2019)

[bookmark: _Hlk129880746]Marriott's hospitality philosophy is also reflected in its hotel design and amenities. The company has a diverse range of hotel brands, each with its own unique character and style. Whether guests are looking for a luxury experience or a more affordable option, Marriott has a brand that can cater to their needs. Marriott's hotels are designed with comfort and convenience in mind, with amenities such as comfortable bedding, high-speed internet, and fitness centres.
Marriott's commitment to sustainability is another important aspect of its hospitality strategy. The company recognizes that its operations have an impact on the environment and is committed to minimizing this impact. Marriott has set ambitious sustainability goals, including reducing greenhouse gas emissions, water consumption, and waste generation. The company has also implemented various initiatives to promote sustainable practices among its staff and guests, such as recycling programs and energy-saving measures.
Marriott's hospitality strategy has earned the company numerous awards and accolades over the years. In 2020, Marriott was named one of the World's Most Ethical Companies by the Ethisphere Institute, recognizing its commitment to ethical business practices. Marriott has also been recognized for its efforts in sustainability, with awards such as the 2020 Green Hotelier Awards and the 2019 Green Building Award for its headquarters in Maryland.
In conclusion, Marriott's hospitality strategy is focused on providing exceptional experiences for its guests through personalized service, high-quality amenities, and a commitment to sustainability. The company's values and philosophy are reflected in every aspect of its operations, from hotel design to staff training and customer service. As a result, Marriott has established itself as one of the leading hotel chains in the world, with a reputation for excellence in hospitality.


Importance of Guest Services

The importance of guest services in the hospitality industry cannot be overstated. The quality of guest services provided by a hotel can be a deciding factor for guests when choosing where to stay. A study by Anderson et al. (2010) found that customer satisfaction is positively correlated with market share and profitability, which highlights the importance of guest satisfaction in the hospitality industry. Barnes and Vidgen (2017) also emphasized that guest services are a key factor in creating memorable guest experiences, which can lead to repeat business and positive word-of-mouth marketing.

Understanding Guest Needs

Understanding guest needs is crucial for providing exceptional guest services. By understanding guests’ needs, hotels can provide personalized services that cater to individual guest preferences. This approach has been shown to increase guest satisfaction and loyalty (Kandampully & Suhartanto, 2003). Bitner and Hubbert (2014) highlighted the importance of encounter satisfaction, which refers to the satisfaction guests feel during the service encounter. By understanding guests’ needs, hotels can provide personalized and tailored services that meet their expectations and create positive encounters.

Empowerment

Empowering employees is critical to providing exceptional guest services. Empowered employees have the autonomy to make decisions and take action to resolve guest issues promptly. This approach has been shown to increase guest satisfaction and loyalty (Siguaw et al., 2000). Dickey (2018) also emphasized that service design can play a crucial role in empowering employees to provide exceptional guest services. By providing employees with the necessary tools and training, hotels can empower employees to make decisions and take action to create positive guest experiences.

Guest Service Measurements and Standards

Measuring guest service quality is essential to ensure that hotels are providing exceptional guest services. This can be done through guest service measurements and standards. These standards define the level of service that guests should expect and provide a benchmark for hotels to assess their performance. Kotler et al. (2014) emphasized that guest service standards should be regularly reviewed and updated to ensure that they are still relevant and aligned with guests’ needs. As they develop, their principles and accepted practises stay the same. They consistently prioritise their associates, customers, and employees while they strive for greatness, which sets them apart from their rivals.
Marriott's fundamental competency is hospitality, which covers all facets of guest experience and service. Customers have reported feeling more satisfied and loyal because of good service. Marriott distinguishes itself from its rivals and has a good name in this industry in part because of its hospitality. The hospitality industry is constantly changing, and Marriott is proactive in adjusting to new trends and technologies to provide the best experience for their guests. Marriott not only offers guests a comfortable and convenient experience, it also takes into account their emotional and psychological well-being.


Marriott Hospitality

Marriott's hospitality philosophy is also reflected in its hotel design and amenities. The company has a diverse range of hotel brands, each with its own unique character and style. Whether guests are looking for a luxury experience or a more affordable option, Marriott has a brand that can cater to their needs. Marriott's hotels are designed with comfort and convenience in mind, with amenities such as comfortable bedding, high-speed internet, and fitness centres.
Marriott's commitment to sustainability is another important aspect of its hospitality strategy. The company recognizes that its operations have an impact on the environment and is committed to minimizing this impact. Marriott has set ambitious sustainability goals, including reducing greenhouse gas emissions, water consumption, and waste generation. The company has also implemented various initiatives to promote sustainable practices among its staff and guests, such as recycling programs and energy-saving measures.
Marriott's hospitality strategy has earned the company numerous awards and accolades over the years. In 2020, Marriott was named one of the World's Most Ethical Companies by the Ethisphere Institute, recognizing its commitment to ethical business practices. Marriott has also been recognized for its efforts in sustainability, with awards such as the 2020 Green Hotelier Awards and the 2019 Green Building Award for its headquarters in Maryland.
In conclusion, Marriott's hospitality strategy is focused on providing exceptional experiences for its guests through personalized service, high-quality amenities, and a commitment to sustainability. The company's values and philosophy are reflected in every aspect of its operations, from hotel design to staff training and customer service. As a result, Marriott has established itself as one of the leading hotel chains in the world, with a reputation for excellence in hospitality.


Conclusion

In conclusion, guest services are crucial in the hospitality industry as they can significantly impact guest satisfaction, loyalty, and revenue. Understanding guest needs, empowering employees, and measuring guest service quality are all essential components of providing exceptional guest services. Marriott Bonvoy’s success can be attributed to its commitment to providing exceptional guest services, which has earned it a reputation as one of the leading hospitality companies in the world. By implementing best practices for guest services, hotels can create positive guest experiences and increase their chances of success in the competitive hospitality industry.
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