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Introduction

e Role and importance of guest service
e People who stay

e Scope of the brand’s guest service

Number of Marriott International hotels worldwide from 2009 10 2021
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Main consumers

Nature

of guest
service
facilities
Discover brand new
destinations

E.a.mh property is unique
(Ozdemir, Colak, and

Shmilli , 2019)

Distinct individual
experiences

e Focuses on a specific crowd

e Created different target groups (Peng and Chen,
2019)

e Self-defined travelers and happy to pay more

The 7 Ps of Services Marketing

People

+ Custormers

Physical evidence

+ Employess .
+ Sodial interactions
+ Roles & Scripts .
+ Relationships =
Place
:M“"’I +  Service design
« Delivery services . Standardization
-El ic deli Customer = Customization
*  Operational efficiency
Promotion
+ Internal marketing
* Demand-based + Direct marketing
+ Operations-bosed +  Advertising
- Competition-based Product . Other promotional
Relationship-based Total service product methods
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Role of guest service facilities

e Evoke long -lasting and
cheerful memories

e Guide their customers

e Feel the pleasure of the
luxury (Vo, et al. 2022)

Role of guest services

GUEST CYCLE

4 Stages and Diagram

1. Pre-Arrival 3. Occupaney Focuses on assisting guests

Safe Deposit, Telephona

Reconfirmation, Calls, Concierge, Travel . . .

Pickup request Dosk, Gurrency Exchange, Services are friendly ( Bichler,
Malls

AR Pikkemaat, and Peters, 2020)
[T——

Reservation,

v
2. Arrival 4, Departure
Daoarmen, Bell Desk, Travel Bill Settlement, Key
Desk, Registration, Roem Return, Bell Desk, Travel age, e
et isaiing ot Kevi Desk, Conclerge, Ghack facilities (Lee and Lee, 2020)
Baggage Handling, out, Thank-you Latter
Waicara Latat

Create better customer service

www.setupmyhotel.com




Types of customer
service channels

Phone calls Moblls Social media
messaging

o =

Chatbots Video calls Self-service

relationships

Easy way to portra:
(Zsarnoczky, 2018)

Helps people to sta;




Meeting/Exceeding guest expectations

Impact of Customer Service on Customer Loyalty
. Member-Articulated Versus Actual Customer Behavior
Vital factors of every hotel Member-
Articulated
Version

Build a promising and trustful Exceeding expectations in the service channel

relationship (McLean and yields litle benefit to customer loyalty,

Barhorst, 2022)

Focuses on the expectations
and needs of the customers

Below Meets Exceeds
Customer Customer Customer
Expectations Expectations Expectations

n = 54,186 customers
Source: CEB Customar Loyalty Survay.

Conclusion

e Tricky and complicated

e The strong guest service facility

e Deal with the sudden requirements






