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Market Segmentation:

Example: Hotel Segmentation
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Be Present in Mind, Nourished in
Body and Revitalized in Spirit.

JW Marriott® Marco Island Beach Resort

"While mindfulness wasn’t a \ is day, J. Willard practiced it in
his own way. Through several daily habits, he was able to reflect, recharge
and be more present with his famlly, associates, and guests."

(Marriott, 2022)
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J. Willard Marriot and his oldest
son Bill Marriott, (2023)

1984 First JW Marriot Hotel, (2023)

One of the further two Hot Shoppes, (2023)




J. Willards Legacy:

THE MARRIOTT MANAGEMENT PHILOSOPHY A living tradition of values and beliefs

o the moment he started the company with my mother in 1927 untl he died in 1985, my dad lived the values we
associa - concem for : . .
S0 oh torelalit cumbiieasl 1 molig sosions: Sieds Butugh sicalence I Siy: sonds et AegBS J. Willard Jnr wrote in the 11 page management
Everything he did was based on his uncompromising beliefs in treating people fairly, working hard, paying close attention .
g detais, and listening to arid giving customers what they wanted. resource.

Collectively, these values and beliefs form Mamiolf's management philosophy - the foundation on which the company
was built and the superstructure on which our future growth depends.

This phiosophy s behind al o Mamot's polcies. procedures. and other management systers. But how wel values and “My dad lived the values we associate with our
belefs are transmitted to employees ultimately depends on your day-to-day behavior - how you interact with your people;

stay in fouch wih your department. operation and cusiomers; and achieve high standards. When done well that corporate culture and management style today -

behavior makes you part of a special management team, sets Mariott apart from its competition, and ultimately results

I profit and growth, and advance! for The matenal which foliows - from my dad" o
0 congan Gl rd gt s et opc s o Tl whch ks - ks oy concern for all employees, hands-on management,

focu ) y . M . D
e e o vt sty I i, by o i, Sl Witage 0 M g =l and an unrelenting commitment to meeting

i i A i i e v e e i customer needs through excellence in quality,
difference in serving your customer, be it the public, another business or Marmott depariments and employees Service and hosplta“ty"

Although time, growth and a changing workforce move us further from the early days of our company, we must never
stray from the basic principles that have made us successful. That can only be achieved if the people running the system

ok g Da, Tk supptan comnicat e M Maregemen Picacphy. A L Treion o The Marriott Management Philosophy booklet,

JW. Marriott, Jr (2023)

Chairman and President
Marriott Corporation

Aha Courses, (2023)



The nature, scope and role of the guest services and facilities:

“Today, one of the most talked about trends in travel is
Immersion into the destination, into the culture, into the
environment.”

“How to enhance the natural setting here to make this hotel feel
Like it belongs here?”

I ; " “ (Mark Harmon, Founder of Auberge Resorts Collection, 2017)
W SO0
‘ _—

JW hotels are typically located in prime urban or resort
destinations, offering easy access to local attractions.

JW Marriott Hotel Shanghai Fengxian
(Marriott, 2023)

Luxurious and spacious guest rooms and suites with advanced
technology, high-end finishes, and comfortable bedding.

Exceptional service and personalised attention to detail.
A range of dining options, full-service spa and fitness services,

business services, guest services, recreational activities, and
cultural programming.



The nature, scope and role of the guest services and facilities:

In the art deco lobby of the JW Marriott
Essex House New York

JW Marriott also focus on promoting holistic
well-being. They have partnered with Lily
Kwong, to implement JW Gardens at their
properties worldwide, where

herbs, vegetables, and ingredients are grown.

These gardens are designed with input from
local horticulturalists, gardeners and chefs.

b 28le o ‘l am designing and planting the JW

‘ A l | Garden to be a discovery moment, a place

"2 for respite and deeper connection. | hope

\i- these gardens offer inspiration, a

chance to listen to the land, her rhythms,
and ultimately to ourselves.*

Lily Kwongat JW
Marriott Orlando Bonnet
Creek Resort& Spa

_________

(Lily Kwong, Landscape Designer, 2022)

In the art deco lobby of the JW Marriott Essex House New York



http://www.marriott.com/nycex
http://www.marriott.com/nycex
http://www.marriott.com/nycex

I
The nature, scope and role of the guest services and facilities:

Consumers' awareness of ingredient sourcing
has become heightened, thus promoting sustainable
practices, such as the "seed-to-table" concept.

i By adopting seed-to-table initiatives, food can be
sourced locally, reducing the distance it needs to
travel and, as a result, reducing the carbon emissions
associated with transportation.

,
\
AL

This not only helps to minimise the environmental
impact of the food industry, but it also supports local
agriculture and result in fresher, higher-quality
ingredients for consumers.

Noci \ \\ ~
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JW Marrlott Anahelm Resort Seed-To-Table Garden

Parkestry's signature cocktail, Prosperaty using seed-to-table garnishes



The nature, scope and role of the guest services and facilities:

Property Spotlight

JW MARRIOTT
PHUKET RESORT & SPA

Marriott (2023)

JW is also a place for families to connect ensuring that
the whole family can come together.

They offer cooking classes and healthy culinary
competitions to inspire kids and their parents to
discover their love for food and develop their taste
buds by experiencing local flavours.

Art classes for budding Picassos.

Family fitness to get the whole family bending,
stretching and moving together.

JW'’s effort towards their sustainability pledge is featured
In the Phuket Resort & Spa.

Phuket is scarce in drinking water. JW came up with a
first-of-its-kind solution that extracts water from the
unlimited amount of humidity in the air, filters it, and
creates drinkable water.

b :
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!
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Marriott (2023)



Role and Function of Guest Services:

Guest services play a
crucial role in the
hospitality industry, as
they are an important
factor in determining
the guest experience and
overall satisfaction.

Guest services enhance a
hotel's reputation, as
guests are more likely to
recommend the property
to others if they have had
a positive experience.

Guest services are equally important
whether it be 1-star or 5-star hotels.
Although the level of amenities and services
may differ.

In 1-star hotels, customers have lower
expectations. Whereas, in 5-star hotels,
customers expect high-quality service and
attention to detail. It is important for
these establishments to exceed customer
expectations to maintain their reputation and
continue to attract high-end clientele.

The front desk and other staff
members are often the first
point of contact for guests and
their interactions can set
the tone for the entire stay.

Guest services are
a key factor in
attracting and

retaining guests,
building loyalty, and
generating repeat
business. Which is
far more profitable
than acquiring new
ones.

Negative guest services can quickly

spread through online reviews and

social media, damaging the hotel's
reputation and affecting future

business.




Importance of Hospitality:

The Marriott Awards of Excellence is an annual

recognition program, honouring the "best of the best" associates.
(Marriott, 2023)

"Service is a skill, hospitality is a spirit."

(Anna Dolce, 2018)

Another of J Willard Snr's famous quote:
*Take good care of your employees, and

they'll take good care of your customers,
and the customers will come back."

No matter what he was doing, He always

- took time out to speak to his workforce.

(Forbes, 2017)



Meeting/Exceeding Guest Expectations: Memorable Moments

Marriott International has plans
to launch its first luxury safari
lodge in February 2023.

JW Marriott Masai Mara Lodge
In Africa. Conservation of the
land and its inhabitants is the
core of JW Marriott Masai
Mara’s values.

JW Marriott

As a result, majority of people
Masai Mara .
Lodge inATea. . . employed at the property will
(2023) NP belong to the local Masai

~ Picnic with wildebeests.
(2023)

Goes back to what
John Harmon discussed

about blending in to the W\ 4 .
: environment. e :
) e -

o

Masai Village Visit, (2023) Hot Air Balloon Safari, (2023)



Conclusion: "'

brand is inspired by the pri ciples of mindfulness. Their
tion is comprised of affluen uals who are willing to
m for a luxurious and mgé vel experience.

JW Marrio
market sec

pay ¢

JW | the epitome of guest'ser hospitality. As we

> is a skill and hospitality. is 3oth are equally
ImpQ ting customer satisfe s vital for repeat
' siness, leyalty and referr
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