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INTRODUCTION 
	Hospitality and guest service management are responsibilities for managing and handling customers and other hotel operations. General manager ensures that all tasks are executed smoothly and efficient. There is major role of this person to increase customer engagement and satisfaction. The responsibilities of guest service manager play a very important part in success of hotel. The hospitality organisation considered in this report is Marriott organisation. Marriott  is a multinational diversified corporation that manages and franchises a large package  of hotels and other lodging facilities. This was created by J. Willard Marriott. This is the third largest hotel network  in the world and there are around 30 brands with approximately 7000 properties. This report discusses about guest service management. It shows how hotels can adapt to varying consumer preference and how changing consumer preference influence guest service management.

Service provided

Beverage 
Per person consummation is significant proof of the good wealth of each part of beverage industry due to the fact that that reflect increases and decreases in the marketplace (Mayer T., Chon K. 2010) that is affected by trends.
Due to social acceptance demographic graphics shows that beer, wine and spirits has an increase in business and societal trends, instead for the young people with age under twenty-one it’s an increase of soft drinks.
Foodservice 
Restaurants that has a theme has a binder to offer to the clients a better experience and distinct.
Instead this kind of restaurants has a higher price.
Meeting, conventions, and special events
Meetings was on a second plan of the hospitality industry, but nowadays are serious business and offer a significant boost to host destination.
Spa 
Hotels offer luxurious spa facilities like steam, sauna, fitness, swimming pool and offer massages, facial and body treatments.


Concierge
Concierge desk is located in the lobby of the hotel and help guests with informations as attractions and guide, restaurant and bar, car hire.
Internet 
Guest demand internet service and expect free WiFi and for the business clients hotel must provide higher level of connectivity and flexibility.


Quality management
	Guest service manager is focusing on needs and requirements of clients and ensures that they are being fulfilled. They must implement various strategies which will help in improving hotel facilities and eventually leads to increase exceptional services. It is ensured that guests are being accompanied correctly and that they must directed to the demanded rooms after they are accompanied of check-ins procedure. For keeping the trail of inventory suppliers and making request according to regulations to have updated reports on relevant data for presenting on special requests.  
[bookmark: _GoBack]When hotels make use a complete quality management, there is high improving effectiveness and efficiency of entire organisation. This can be explained by an example- Marriott International has applied various techniques of overall quality management for ensuring a good outcome. By the support of executive department, staff are specialised on the concepts of offer well quality services to customers and guests. (James L. Heskett, W. Earl Sasser, JR, Leonard A. Schlesinger,1997 ) Marriott International is using technique of employing qualified staffs who are responsible for providing a responsive method to various confidential areas such as serving customers within short time, check-in drinks, solving customer problems and offering a friendly approach. 
The hygiene of rooms and good housekeeping infrastructure provides pleasant experience to customers. This overcomes all other wrongs that they face in the organisation. One of the aspects that contributes to put the Marriott in the Hight of the hotels branch and very important standards of the company is cleanliness especially the attractive housekeeping amenities which are provided. 
Also, for an construction of total quality management systems to be more efficient, the Marriott organisation offer wide  training to various area managers by hiring a lot of people on regular basis. If this organisation is not having effective leadership, it can be very challenging for it to provide best services to customers and accomplish organisational goals and objectives.
When managers are hired in Marriott, these are trained for one week where they are learned with essential information to obtain necessary skills for enabling them to serve customers in a polite way. When this training is done, they are responsible for teaching the new trainees of staff on how to provide quality services to clients and guests. 
It is analysed by study of various researchers that revenue in hotels with a bad quality services are very expensive. Poor service experience that happened due to employees who are not motivated for solving quality services to the organisation. It is occurred by the employees that do not want  to provide the results that hotel expects. Negative experiences of customers and guests within the organisation is not thing for the company as it results in decline of customer satisfaction (Frank Hochsmann, 2014). The management of the hotel is source of poor service delivery because of failure to acknowledge that each individual is held responsible for what they are doing. 

How the hotel adapts to changing consumer preference
	There are various approaches towards improving customer care. Marriott International has managed to launch 18 lodging brands which include limited service and full service which has variety of services to serve needs of any guest. This hospitality organisation is managing and contracting different hotels and resorts under Marriott. Due to this expansion, there is growing in customers at global level. Marriott is having a good documentation of expansion for the period and also financial base of the company is also high. 
Marriott is one of the biggest hotels which operates globally. It provides quality services and has good reputation. This has adopted general system of formal quality management. This system is made for ensuring increase in customer coverage with best services of good and high quality. Another deal of responsibility depends upon guest service manager. For ensuring success, there must be demonstration of excellent organisation and time management skills. There must be good and effective leadership skills in these managers, and they have to supervise and train staff and employees effectively. 
Marriott International concentrates making customers happy and satisfied by sharing positive experience of company with employees. Reputation and image of Marriott Hotel depends by the reviews of guests. It is easy to achieve customer satisfaction by the application of quality management. Because of the vast experience of management of Marriott International for many years, there are basically two main areas which are criticised by guests. Check-ins and rooms are most important areas which needs superior quality services in front office. In context of Marriott International in these areas are highly qualified staff and employees. The impression and first contact that guests receive in a service industry is essential as these guests can come back or may never desire such experience. 
Quality management is useful for Marriott International but on the other hand, it faces various criticism. Quality issues are part of functional side and should not be treated as separate parts.  

How changing preferences impacts guest service management 
As technology is becoming more advanced and people have become more modern, requirements and preferences of people changes at a fast pace. Due to this, it became important for an organisation to cater these changes as efficiently as possible so that their customer base can be retained for maximum time period. In case of hospitality sector, requirements and needs of people are constantly changing. Due to this guest service management is also influenced and need appropriate changes. In earlier time, main preference of people while staying at hotel is to have a decent place to stay and good food to it so that they can complete their journey in a comfortable manner. But now these aspects have changed considerably. In present time, people expect highest level of hospitality where each and every service is required to be highly standardised. 
	Also, instead than getting a comfortable place to sleep, people now a days prefer to stay at theme-based rooms which will provide them a soothing experience for their journey. In case of Marriott hotel, changing needs and preferences of customers have leads to changes in guest service management. (Frank Hochsmann, 2014) Guest services in context with Marriott hotel are the amenities and services which are offered by the staff of hotel to their customers. It includes activities like laundry, room service, concierge etc. At present, people have become very sophisticated and they cannot handle any single mistake while getting served. Below are mentioned some aspects that will denote the manner in which changing preferences and expectations of the customers leads to change in guest service management:
In case of laundry, guests prefer to have washed clothes as soon as possible due to which housekeeping manager has to upgrade their machines to wash and press clothes. This will help the hotel management to do laundry of customers in fastest time possible. 
Earlier, people prefer to come on the reception of hotel for booking and reservations but due to changing preferences of customers, they now prefer to perform reservations via online.(Valerie A. Zeithamal, A, Parasuraman, Leonard L. Berry,) In this context, front desk department at Marriott has improved their social media presence so that appropriate interaction and communication with customers via digital media can be carried out. 
During the stay at hotel, in earlier time customers do not requires rooms with themes and elegant environment. But now, they are very particular about the rooms in which they are staying. Due to this, Marriott hotel provide themed rooms to their customers. Other than this, to provide pleasure, hotel has also decided to offer customised rooms which will be decorated as per the requirements of customers.
	Services and facilities are changing needs of customers will help the Marriott hotel in earning high revenues and profits due to which they will be able to sustain a strong presence in market against their rivals. Also, by this, customer base of company will be retained for maximum time period without any distress. 


CONCLUSION
	From this discussion, it is seen that guest service management is essential and play a very important role in providing good services to customers. This is important as there is huge competition in market of hospitality sector. There is drastic increase in number of hotels within market. Therefore, for a hotel to retain the guests and customers, it is essential to offer quality services. As result the application of this is beneficial for every organisation. The teamwork of management team and all levels of employers can work best for this system. If employees want to follow this system, there is need of big support from top level management of the hotel. 
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