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As part of their commitment to excellence, hotels always provide the best service possible. A commitment to excellence results in quality services that meet the needs of guests. Understanding that typical work methods may require revision and that the focus must be on pleasing customers rather than implementing what is simpler or cheaper. Hence, it is crucial that hotel managers cooperate with their personnel to establish quality standards in the workplace. Much of the effort is attitude: managers and their staff must desire to satisfy guests (Dr. Kumar, 2013). Guest services are the employees who care for guests directly, such as housekeepers, waiters, chefs, and receptionists (English4hotels, n.d). Service is the performance of a duty. It is the intangible benefit provided by some sectors, such as the hospitality sector. Hotels provide shelter and accommodation to their customers. Guests expect not just better tangible accommodation, but also a memorable intangible experience – service brought to the next level (Jhon, 2016). 
From the brand's founding, Marriott has been a leader in customer service. Most significantly, they offer a smooth customer experience by satisfying consumer demands. In addition, their customer experience approach is centred on customer satisfaction. Being a service business, Marriott Hotels continually evaluates the performance of its staff members and teams using a variety of tools and techniques of assessment. This helps Marriott Hotels to assure the team's highest level of customer satisfaction productivity. Yet, Marriott Hotels must regularly monitor the performance of its teams. The role of Customer Service Manager requires extreme attentiveness and commitment. The primary objective is to deliver exceptional customer service. A customer service manager will be responsible for ensuring that the organisation understands and serves its customers' needs (Taslimi, 2013). 
 
In the hotel sector, the housekeeping department is essential for providing excellent customer service and a comfortable experience (Samoszuk, 2021). According to the Emprise white paper, 97% of guests consider cleanliness to be a significant criterion when choosing accommodations, and a single poor review may cost a hotel to lose around 30 customers, according to Emprise research (White, 2018). The department of housekeeping in a hotel is responsible for ensuring the cleanliness, hygiene, and visual value of all the rooms and public spaces. The housekeeping staff not only prepares and tidies bedrooms in a timely way, but additionally cleans and keeps everything in the hotel so that it is fresh and pleasant (Setup my hotel, 2023). Housekeeping creates the first impression a guest has of a hotel. The hotel's cleanliness efforts demonstrate its commitment to its customers. For a guest, the hotel is both a home and a workplace that he visits often throughout the year. In a competitive environment, the visitor will choose a hotel that makes him feel welcome. Maybe it is the responsibility of the housekeeping staff to make sure that guests return to the hotel. This is due to the fact that the customer demands individual attention, and the housekeeping department has the opportunity to provide it to all guests, thus ensuring that they feel valued (Rajak, 2018). 
 
The duties of housekeeping begin early in the morning with members of the staff who are responsible for cleaning the public areas. This includes the cleanliness of all of the public toilets, corridors, door mats at the entrance of the hotel, as well as the reception area and staircases. The rooms are cleaned by other staff members later in the morning. The rooms need to be carefully cleaned to a top standard, which includes changing all of the bed linens, replacing the bath towels and bath products, cleaning the bathroom, hovering the bedroom, and wiping the dust off the furnishings. When the housekeepers have finished cleaning the rooms, the supervisor on duty conducts an inspection of each of the rooms. After the rooms have been cleaned, which often takes place in the early afternoon, another member of the staff will come to maintain the public areas. Hovering is needed on all levels, stairs, and in the restaurant area. It is the responsibility of the evening cleaning staff to clean any rooms that had a late checkout and to keep the public areas clean. 
Rachel, the department supervisor, was there to greet me when I arrived for my first morning shift in the housekeeping department. She is responsible for checking the schedule to determine who is on duty and assigning the necessary cleaning responsibilities to each member of staff. When I saw the responsibilities of the supervisor, she assigned me to work in the public area, where I help with cleaning the toilets, mopping the stairs, wiping the mirrors, and cleaning the furniture. Later on, I was helping the housekeeping staff clean the rooms where I had been hovering, changing the towels, emptying the waste bins, and cleaning the bathrooms. Once we were done with the guest rooms, I went back to the public areas and mopped the floor in the restaurant, hovered the floors and the stairs, and cleaned the toilets. The next shift started in the afternoon, and I performed the same duties as the prior shift. 
A problem that I discovered within this department is that the hotel is really outdated and in serious need of some major renovations. During the time that I was working at the hotel, the process of refurbishing the rooms had already begun, which included replacing some of the furnishings and generally refreshing the rooms. But I believe that the hotel needs more than just a refresh; it needs new windows and bathrooms because, according to the review that was posted on the website Uk Hotels.com, there have been numerous complaints. Some of these issues include the following: bathrooms need an update; outside is starting to look tired; very overpriced for a very outdated room; looking tired and glass in lots of the window had condensation between the panels; window did not open condensates and woke up with headaches; it needs urgent upgrade very old decor, it cannot be 4 star hotel. 
A crucial lesson is that although issues, faults, and errors are unavoidable, unhappy consumers are not. Frequently, the problem itself does not lead to dissatisfaction. However most, if not all, consumers acknowledge that issues do sometimes arise. But still, the manner in which an organisation reacts to and resolves the issue determines whether customers are dissatisfied or pleased. Curiously, it has been shown that consumers who complain and then see an organisation handle the matter effectively report greater levels of satisfaction than customers who receive regular, decent, day-to-day service. It is referred to as the recovery paradox. Good complaint management entails three primary operational activities: engaging with the guest, resolving the issue for the customer, and dealing with and learning from the issue inside the organisation. Artefacts are the observable features of an organisation, including its structure, operations, and other tangible evidence that can be noticed or felt by both customers and staff members. All people make opinions about the organisation based on our observations. The hotel that aims to be a four- or five-star establishment but does not invest in repairing worn-out or damaged furniture is generally not considering the task seriously (Johnston, et al., 2012).  
According to Expedia.com website Delta Hotels by Marriott Swansea are rated as very good for staff and service (Expedia, 2023) and according to YouGov statistics, Marriott Hotels lead the hotel industry in customer service (Marzilli, 2019). Hence, the hotel implements strategies to outstand guest service and only must refurbish its outdated image.
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