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Executive Summary
Quality Management is all about analyzing potential defects within business operations.  Quality Systems may deliver unique value to customers. This report mainly explains Marriott International along with its quality systems. It mainly analyzed that COVID 19 and other external factors hurt quality procedures and lower customer confidence. The organization can improve its customer relationship by expanding its product portfolio and conducting reward programs. These reward programs may bring happiness and curiosity among customers regarding organizational products and services. In this way, customers are interested in purchasing a particular product or service. 
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Introduction
COVID 19 has brought a drastic change in customer experience. This report mainly provides a brief background of Marriott International. It has demonstrated several marketing theories based on the chosen organization. The report has explained the potential benefits of maintaining good relationships. It mainly provides a depth understanding of quality management and its applicability in the chosen organization. Quality Management may help Marriott International to deliver high-quality standards and enhance its business reputation. The report has also explained several systems that were effective in understanding customer expectations. Apart from this, It has analyzed how the external environment may affect quality systems. 
Company Overview 
Marriott International is regarded as a leading hospitality brand in the UK. J. Willard Marriott is the co-founder of Marriott International in 1927. The hotel mainly focuses on sustainability to meet customer expectations and gain a competitive advantage. Apart from this, Marriott has mainly expanded its operations around 190 countries and holds residential properties. The mission of Marriott International is to become the leading hospitality sector across the world. The hospitality brand mainly focuses on divestiture efforts to gain customer satisfaction. Marriott International may support staff members in accomplishing business objectives and choose better career options in life. The company has truly transformed itself from being a small hotel to becoming the largest hospitality brand across the world. The hospitality brand also offers delicious food and other entertainment services to customers. Marriott gives utmost importance to digital transformation to enhance customer experience and achieve operational excellence. 
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The quality system is all about establishing operational procedures to deliver superior products to customers. Successful Organizations often collect valuable feedback from customers to enhance their brand image. COVID 19 has brought frequent shifts in customer expectations and buying behavior. This pandemic has enforced retailers to adjust themselves to the new reality and comply with quality standards. At such conditions, Marriott International must restructure their entire marketing strategy to attain the highest quality standards. They need to focus on QMS touchpoints to enhance the customer experience. Apart from this, Quality Inspection makes business more stronger and efficient within the global marketplace. COVID 19 has enforced retailers to create a strategic roadmap for the customer journey (Bartik et al., 2020). During this pandemic. The luxurious hotel has decided to expand its food delivery systems. The idea of food delivery may improve quality systems and increase customer loyalty. During this pandemic, Marriott has collaborated with other food brands to generate huge revenue and generate the highest quality standards. The company is focusing on cleanliness and hygienic practices to ensure customer safety. During COVID 19, The company is focusing on sanitation facilities to achieve the highest quality standards. The hospitality brand has also started the "We Care Program" to align its quality standards with customer service. Thus, COVID 19 has a deep impact on quality management. 
At present time, customers are mainly investing their money in essential items. During this pandemic, Organizations are unable to demonstrate real-time visibility among customers. Nowadays, potential customers are mainly attracted to digital transformation and online platforms. The major implications of COVID 19 have contributed to higher uncertainty, customer cancellations, and market volatility (Abbas, 2020). Certain factors like organizational politics, government regulations, and competitors have a deep impact on quality systems. Marriott often faces several challenges while managing quality procedures. Several external factors affect quality systems are described below: 
Political Factors: It mainly involves government actions and regulations that have a deep impact on business performance. During COVID 19, Marriott International was enforced to close its outlets due to heavy lockdown restrictions. Due to immense government pressure, the hotel is working with its franchisees to ensure customer safety. Apart from this, Local infrastructure, political stability, and government policies have a deep impact on quality systems. International Trade agreements have a deep impact on quality systems. 
Economic Factors: COVID 19 has also brought a drastic change in the financial growth of the business. Several economic factors like fluctuations in the inflation rate have adverse effects on business performance. During COVID 19, Marriott finds it difficult to expand its business in Asian Markets. The hospitality industry has gained a huge financial loss of around 18 million during this pandemic. The typical success of quality management systems is entirely dependent upon resource allocation and economic performance (Abbas, 2020). Apart from this, Marriott has tried to demonstrate greater flexibility in customer service during these challenging times. 
Market Factors: Changing Market Conditions mainly reflects customer expectations. These market factors mainly involve competitors, supply chain, and demographic changes. Over the past few years, Marriott mainly used the selective scorecard to achieve quality standards and achieve competitive advantage. These market factors may enforce a hospitality brand to improve their quality systems and enhance the customer experience. 
Technological Factors: It mainly involves automation, technology awareness, and automation systems that affect quality management. For instance, Marriott mainly focuses on technological developments to improve its quality procedures. The company has introduced new guest-facing technologies to increase customer engagements (Olawele, 2020). The hospitality brand is constantly innovating digital aspects to improve the overall guest experience. 
Environmental Factors: It is the major component that promotes well being of others. For instance, Marriott has mainly promoted sustainability to build a unique impression among customers. Thus, Sustainability may attract potential buyers and enhance business reputation. During COVID 19, The hospitality brand has launched International Cleanliness Council to spread huge awareness among customers regarding environmental protection. These environmental factors may improve the quality of the overall customer experience. 
Legal Factors: Changing Government regulations have a deep impact on quality management systems. On the other side, Marriott mainly conducts regular quality inspections to enhance customer experience and complies with all government factors. During COVID 19, The company has appealed to wear masks and sanitize their hands regularly. Marriott International mainly offers better working conditions and wages to employees. The company does not share its confidential data with other companies. 
From the above discussion, It can be stated that external factors have a deep impact on quality management. Apart from this, Employee Motivation and management commitment have a deep impact on quality management. Implementation of Quality Management mainly requires a productive workforce to enhance quality inspections. However, Poor Corporate Culture may contribute to the failure of quality management systems (Bartik et al., 2020). On the other side, Good Organizational Culture may motivate employees to deliver high-quality service to potential buyers. Production technology may improve quality systems and enhance business reputation. Thus, Marriott International should focus on quality costs to attain operational excellence and achieve long term objectives. 
[bookmark: _Toc58513135]Marketing Theories for understanding customer experience 
SWOT Analysis 
It is a strategic framework to analyze an organization's capabilities and weaknesses. This analysis mainly demonstrates how the organization delivers its services to customers. SWOT Analysis may help businesses to gain a competitive advantage and enhance the customer experience. This strategic framework may provide a wider opportunity for Marriott International to expand its operations in international countries. SWOT Analysis is entirely based upon four elements which are described below: 
Strengths: At present, Marriott has a wide global presence across the UK. The company mainly operates its services around 127 countries. The company has occupied a dominant position in the global hospitality sector. Adherence to operational norms is regarded as the biggest strength of Marriott International. The company mainly owns 600 properties and owns 1.2 million rooms. The hospitality brand is constantly expanding its potential customer base through its sophisticated rooms and outstanding customer service. The company mainly tried to integrate higher commitment and innovation in its quality procedures to gain customer satisfaction and generate huge revenue (Abbas, 2020). Research also shows that Marriott is regarded as the most competitive brand across the world.  The company mainly maintains a positive outlook towards customer experience and does not get afraid of failures. Apart from this, Marriott has established a strong partnership with multinational brands to attract large customers. 
Weaknesses: Marriott is unable to protect customer data which may affect business performance. In 2018, The company has lost information of about 500 million guests. The guest reservation data was completely hacked. These conditions may cause greater frustration among staff members. Marriott has also faced several accusations for blocking WI FI connections. Poor Positioning is regarded as the biggest weakness of Marriott International (Airoldi, 2020). The company has faced several security issues that may cause major damage to its business reputation. In certain situations, Marriott has maintained too much strictness which may decrease employee morale and confidence. 
Opportunities: Marriott can expand its potential customer base by positioning itself as a colorful brand among customers. The company must focus on emerging markets to expand its business operations and generate huge profits. In developing countries, there is a higher demand for hospitality based services which is regarded as a beneficial factor for Marriott International. Marriott International can differentiate itself by focusing upon personalization experience. The hotel chain is mainly associated with several sectors like real estate, catering, and other services (Olawele, 2020). Thus, Marriott International has a wider opportunity to enter international markets. The company can expand its product portfolio by offering customized services to customers. 
Threats: In recent years, The company has gained a huge loss in their profit margins due to the heavy implication of COVID 19. If COVID 19 stays permanent, then it has serious repercussions on business performance. The company is unable to compete with Novotel and Hilton in terms of market share and customer service. This economic recession is quite destructive for the hospitality industry (Zeithaml et al.,2020). On the other side, trade tensions and tariffs may weaken the financial position of business. Trade wars have direct impact upon the financial performance of business. Marriott is also facing huge risks from terrorists. The reason is that terror groups always attacks high star hotel with huge number of followers. 


Rabostic Planning Model 
This model is mainly used for developing successful marketing plan. Rabostic Model may develop stronger connection between marketer and staff members. It is regarded as most sophisticated model within market procedures. Apart from this, Rabostic Model mainly requires extensive research and knowledge about target audience (Bartik et al., 2020). By applying this model, Marriott may spread huge brand awareness among potential customers. The company can easily convey potential buyers to purchase company's products. This model mainly involve several stages which are described below: 
Research & Analysis: At this stage, The company mainly conducts extensive research upon competitor strategy, latest demographic trends and target audience. For example, Marriott constantly expand their product offerings to achieve customer appreciation. The hospitality brand tries to find appropriate solutions for resolving business issues. At this, the company mainly gathers relevant information for successful marketing plan. 
Audience: In this stage, the company tries to analyze target audience for successful marketing campaign. For instance, Marriott mainly targets business travelers and caters the needs of upper class segments (Airoldi, 2020). The company pays much attention towards their marketing efforts to create seamless customer experience. 
Budget: At this point, The company mainly focuses upon budget concentration to conduct valuable marketing campaign for customers. For instance, Marriott mainly invests huge amount of money on their marketing budget to enhance customer experience and boosts customer confidence. 
Operations: Marriott International mainly used effective technology to achieve operational excellence and maximize profit. The company makes sure that all customers are comfortable in their respective rooms. Apart from this, Marriott International always ensure that each and every employee is committed towards operational standards. Thus, Operational Excellence may boosts customer confidence and morale (Zeithaml et al.,2020). This may help Marriott International to become more competitive in global marketplace. 

Strategy: Marriott International has mainly adopted product differentiation strategy to achieve customer appreciation and maintain consistent revenue stream. Effective Marketing strategy may help Marriott International to establish unique revenue stream. The company mainly implement innovative ideas to enhance guest experience and boosts customer confidence. Marriott International also provides proper training to employees to handle complex tasks and carry out complex tasks in systematic way. The company mainly takes advantage of social media platforms to promote their products in systematic way (Bartik et al., 2020). Apart from this, Marriott mainly adopts digital technology to enhance customer experience and generate huge profit. 
Tactics: Marriott International mainly encourage staff members to implement innovative ideas and enhance business reputation. The hospitality brand mainly focuses upon advertising strategy to grab customer attention and interests. The company mainly involve all staff members in decision making process. The hotel pays much attention towards their promotional strategy to attract target audience and maximize profit. Marriott International has also created promotional code to improve guest experience (Traverse, 2020). The company makes greater investments on technological developments to enhance customer experience. 
Control: Marriott International mainly maintains absolute control over their day to day activities to accomplish business objectives. The hospitality brands mainly collaborates with professional consultants to make effective decisions. The company also used different performance indicators to track employee progress on regular basis (Hendriyani and Auliana, 2018). Apart from this, Marriott has used certain metrics to evaluate that whether the goal has been successfully achieved or not. 
Key Resources: Marriott International mainly considered employees as valuable asset towards corporate success. The company always concentrates upon proper allocation of resources to accomplish long term objectives and gain customer satisfaction (Nikunen et al.,2017). The company also focuses upon their positioning strategy to increase customer confidence and loyalty. 




BCG Matrix 
It is regarded as powerful tool to expand product portfolio and gain competitive advantage. Bruce Henderson has developed this model in 1968. This organizational chart may help Marriott International to expand their product portfolio and gain in depth understanding about competitor strategy. BCG matrix is entirely based upon two dimensions. The first dimension mainly demonstrates the information about business products and services. On the other side, The second dimension mainly measures the market share of particular product. This Matrix may provide wider opportunity to Marriott International to gain customer insights and explore new business opportunities. This matrix is entirely based upon four different elements which are described below: 
Stars: These products mainly occupies highest market share. It means that stars may lead the entire marketplace. Organizations mainly requires large investments and resources to retain highest position and develop such kind of products. It may help businesses to differentiate their products from other competitors. Thus, Star products have greater capability to enter in new market. If stars have occupied highest market share, then they automatically become cash cows. 
Cash Cows: These brands mainly face less competitive pressure due to its strong brand position within the global marketplace. Cash Cows are quite successful in generating wider economies of scale and enjoys dominant position. Thus, Cash Cows may offer greater support to Stars during complex situations. This stage mainly implies that market share can be generated through wider economies of scale and product differentiation. 
Dogs: These products have lower market share as compared to others. Dogs mainly gains huge financial losses and unable to uplift their financial position within the marketplace. These products mainly requires huge amount of effort and management time. At this point, managers tries to evaluate that whether they should make investments on such products or not. At this stage, the managers have greater opportunity to generate huge cash surplus. 
Question Marks: These products are often considered as problem child. Question Marks has generally lower market share. This stage mainly implies that best opportunities may build strong market position and enhance business reputation. Question Marks mainly tried to evaluate that why customers are shifted towards competitor side. At this stage, Organization tried to modify their plans and strategies as per competitor strategy. Question marks is unable to gain immense popularity due to lack of potential customer base. If organization wants to be successful, then they should create unique selling proposition for customers. 
From above analysis, It can be stated that Marriott International may fall under the category of Stars due to its loyal customer base. The company mainly offers modern and sophisticated bedroom facilities for their customers. Marriott mainly adopts efficient technology to understand customer buying behavior and achieve competitive advantage. 
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Customer is the most important part of the world and they need a quality care. High quality customer services improve the reputation and increase the customer perspective. The Customer has capable to affect the entire functioning of the firm. The first and main ingredient provide by company to ensure that the factor of the people is instilled. This factor provides a room for good interaction among customer and employees of the firm. The Company highlight points that helps to improve the customer services such as courtesy, expert in customer handling, good dressing of employees, resource are ready and provide good training to employee. The Marriott Hotels is known as ultimate leader in the world for best customer services. Regularly, the company makes innovation in their services, so it improves the services to customer. The Company has focus on customer attraction and comfort of their existing customer (Cawsey and Rowley, 2016). Customer relationship is the way to handle their customer and its best practice, strategies, and technologies that use to manage and analyze the customer interaction and information within the consumer lifecycle and also helps to create a good connection with customer and expand its sales. Marriott Hotels has used their best practice that helps to understand the psychological needs and demand of customer. But the psychological needs of customer may vary from customer to customer. The Company leads the ways of customer services and provide maximum satisfaction to its existing customer. Good customer relationship means that the customer will regularly helps company to expand their business. Customer relationship means customer will fully engaged with the company. The company has maintained emotional connection with their customer. 
Customer relationship helps company to enhance the relationship with their current customer, find out new customer and win their trust. Marriott stated a long tradition above 90 years that "doing whatever it takes to take care of the consumer" that the company will executive through properly training of employee for care of their customer. This is strong culture that is committed to care of its employee and customers, and maintain relationship with customer through different ways such as emails, direct mail and company website, etc, it provide direction to maintain contact with company. 
Benefits of Good Customer Relationship
The benefits of customer relationship to expand the business and it are maintaining strong connection with existing customer. Perfectly, the customer relationship helps company to enhance the connection with current consumer and search new customer to expand their business across the world. Some important benefits of customer relationship are explained below: 
•	Improve Better Customer Service: Customer relationship gives a company number of benefits. The company has maintained personal touch with exiting customer as well as employees. Marriott has treated each customer individually rather than in a group, the company has maintained each customer profile (Guo, 2017). This system allows each employee to know about particular needs of their customer.  Marriott has occasionally adjusted the level of customer through give more important to their customer that helps to improve the customer experience. However, the company gets more benefit when they collect customer review or feedback above their product or service provided to them. 
•	Increase Customer revenue: The customer relationship helps to maintain cooperation through marketing campaign. The Company filters the information and make sure that promoted cannot target those who are ready to buy the product or service. Marriott can use the information to introduce best plan that provide facilities for higher customer retention ration. The Company has enjoyed selling a best provide to its customer. 
•	Improve Customer Loyalty: Good customer relationship is helpful to measure the customer loyalty in an economical cost. Mostly, the loyal customer has become an expert in recommendation to the firm and its service offer. Therefore, Marriott can promote their product or service to new prospects based on customer feedback. It is difficult for company to find out loyal customer and making them feel happy for esteemed support. 
•	Helps Employee in closing Deal faster: The customer relationship helps employee to provide faster services and more effective response to its customer leads and information, customer feel happy when their inquiries solve promptly. The Company has successfully implemented a customer relationship to observe the needs and demand of them. 
•	Regularly communicate: When the company see a comment on blog post, then ensure to reply the customer in polite manner. The visitor loves it when the site owner has reply on its comments. It works as fuel then to keep up to date with Marriott post. Also, the company makes their customer feel important after listening that the company solves the problem. After communication send a thank you note to customer because it change the customer moods. 
•	Stay Consistent with Customer: It is essential aspect in maintain good customer connection is consistency. The Company maintains consistency in their marketing method it used and continuously updates the site. The Company provides a regular information about product and service to its customer. The company maintain consistent it helps to retain customer in best possible manner. 







Challenges Faced in Good Customer Relationship
The Company has maintain good customer relations, it require offering high-quality product, service at right prices. But it is possible only when the company constantly communicate with customer that helps to track needs and analyze the customer taste and preference (Cawsey and Rowley, 2016). Good customer relationship is important for company success and it integrates the sale and customer services and also helps to improve the customer experience. 
•	Customer Relationship Assumptions: The Company needs to identify some assumption that cannot mislead companies in taking wrong decision. Because customer relationship strategy helps to focus on long term success and attain the marketplace through improve the customer loyalty. The Company is ensuring that business goals are achieved within stipulated time. It is based on technology improvement that has to mislead the firm to review the customer relationship as system. CRM application packaged and it implementation responsible to the entire IT members. It is main cause for failure of develop an effective customer relationship. 
•	Unclear Goals and Objectives: Good customer relationship needs that contribution of all business staff. The Company needs to gain the active participation of everyone; the company needs to set clear goals. The Company objective includes short term goals that will easily measure through customer relationship. Marriott know that without customer relationship it is impossible to attain the long term goals of the firm. Generally, the company become fails to set measurable goals that affect the customer relationship. 
•	Change in Social Relationship above Time: Reduction in social relationship may affect the success of the firm. When the customer was young they maintain strong relationship network and when they get old the reduction is decline. Marriott has more confident about their ability and knowledge as they grow with time and tendency to maintain relationship. But the technology and business has changes day to day around the world (Cawsey and Rowley, 2016). But, the company maintain up to date with latest trend and technology. 
•	Outdated or Incorrect Information: The Company has maintained good relationship effectively when they analyze its past data. The Company analyzes the data to be cleared and ensure the customer relationship is not defeated. The Company used past data to maintain relationship but the customer will change their address or located in new place so it create problem in maintain good relationship. 
•	Service Performance: Customer relationship is helpful to enhance the customer retention, income and profit when the customer is satisfied with aggregate experience. Therefore, the Company invests huge money in training their employee so they service in effective service to its customer. It also helps to monitor, hiring practice, training and performance. If the company failed in provide service on time, which can affect the benefits of customer relationships.















[bookmark: _Toc58513137]Conclusion
The report concludes that quality management mainly promotes long term development of business. It is indicated that Marriott International is mainly customer oriented and deliver superior value to potential guests. The report has examined that COVID 19 has brought several changes in customer buying behavior. The hospitality brand tries to reduce their operational costs as much as possible. The main reason behind Marriott immense popularity is its outstanding customer service and technological developments. The report has identified several factors that affect quality systems. However, lower customer spending may reduce the quality of overall customer experience. Marriott is mainly focusing upon clean energy to reach wide audience. 
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