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[bookmark: _Toc128237932]Executive Summary
Hospitality management in the hotel business is the subject of this report. This paper will examine Marriot's approach to service management and explain why the hotel's customers should feel as if they have walked into a scene from a movie. This study will also discuss Hotel Marriott's brand consistency and customer service standards, as well as the necessary skills to improve the quality of the guest experience across the hotel.	
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[bookmark: _Toc128237933]Introduction
Convenience for the client is frequently cited as a reason for repeat business. Group vice president at Gartner Nick Toman claims that surpassing consumers' expectations for service has a substantial influence on economic advantages, thus businesses strive to please customers in order to keep them as customers (Dixon et al., 2013). By exceeding their client’s expectations, hotels may win over their patronage and increase their likelihood of keeping them as repeat customers. There is a minimum standard that must be met by the hospitality provider in order to keep customers happy (Zendesk, 2016). Several well-known establishments that have earned a reputation for excellent service have run into difficulties due to inconsistencies in that service that have drawn unwanted attention to the hotel chain as a whole.


[bookmark: _Toc128237934]Customer service standard and brand consistency of a hotel
[bookmark: _Toc128237935]Marriot
Better customer service at a hotel is guaranteed by high levels of service quality, personalization, reaction speed, loyalty programmes, empathy, resolution, branding, and communication (Pakurár et al., 2019). Because of factors such as hotel type, size, and location, customer service standards might range widely. There will be a large gap between the quality of service provided by, say, a luxury/premium hotel and a budget hotel. With cutting-edge amenities like mobile check-in, keyless rooms, and a mobile support desk, the Marriott hotel is a technologically sophisticated option for hotel stays (Maria, 2021). They have expanded their services to over 151 countries because of their superior customer care and lavish decor (Shastri, 2021). When businesses establish brand consistency via the use of essential messaging, they may set themselves apart from rivals in the same sector and win the confidence of their patrons. In all of their hotels, guests can expect the same excellent standard of service and convenient facilities that have come to define the Marriot brand. 
[bookmark: _Toc128237936]Techniques for achieving natural and unforced Hotel service
The hotel sector has a lot of room for growth to better serve its consumers, but doing so requires methodical planning and execution to build services that seem both natural and intuitive.
[bookmark: _Toc128237937]Preparation
Investigation of Consumers:
Screening potential clients who often use various hospitality services and contacting luxury hotels should be the first step in preparation (Zendesk, 2016). The hotel Marriott was able to obtain basic information about clients by adhering to the data protection requirements of the nation and using data management tools and the assistance of customers' data service-providing organisations.
Self-service channel:
Self-service channels are one of several breakthroughs that were necessary to provide simple services. Online channels allow consumers to resolve concerns without calling the organisation. With an automated procedure that answers guests' questions about common issues, the hotel can increase the popularity of its self-service channels (Levy, 2019).
Reducing customer effort:
To remain competitive, the company must provide clients with systems and services that minimise the number of steps they must take to complete a task (Parniangtong, 2017). It is possible for hotels to cultivate personnel performance and systems that actively manage client engagement via psychological and behavioural strategies, allowing guests to relax and enjoy the hotel's offerings without exerting much effort.
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Conceptualizing attractive and functional packaging:
Today's hotel guests want cutting-edge amenities like free Wi-Fi and flat-screen TVs in every room, as well as streamlined check-in and check-out processes, delicious cuisine, and affordable rates (Walker, 2018). Hence, when creating the packages and discounts for the visitor, the organization's management team might take all these elements into account.
Personalisation:
For guests' convenience and satisfaction, the Marriott Hotel may use a centralised reservation system, customer relationship management tool, or service optimization techniques. Customer convenience and satisfaction may be boosted with the aid of such innovations and services.
Coaching the Team:
Since properly trained workers may provide higher levels of pleasure to customers, this is one of the most important aspects of the execution. The company's employees might benefit from workshops on topics such as guest management, body language, and behaviour management, as well as housekeeping inspection, cleaning, and sanitising.
[bookmark: _Toc128237939]Guest preference and experience tracking
Customer satisfaction with a hotel's services and amenities is far more likely if the hotel can cater to each guest's unique needs and preferences (Rutherford, 2015). Many aspects, such as empowerment, involvement, active listening, comprehension, and delightfulness, contribute to the degree of customer happiness. To maintain a competitive edge in the hotel sector, it is essential for every hotel to regularly collect data from guests, such as demographic information, preferences, and comments on their stay, using means such as registration forms, surveys, and customer service phone calls. 
[bookmark: _Toc128237940]Recovery Model
The data breach incident at the Hotel Marriott, which impacted 339 million visitors, was discovered in 2018. (Nest, 2020). The problem cost money and hurt the company's brand, so management had to deal with the consequences. The L.E.A.R.N. methodology for customer service management may be used to resolve the problem.
Listen:
While the hotel management is to blame for the problem, the hotel authorities should first pay attention to what the guests have to say.
Empathise:
The authorities will have to deal with volatile behaviour from the public, thus it is important that they psychologically be ready to comprehend and act in a way that would lessen the public's resentment.
Apologise:
A highly beneficial behaviour for showing empathy for the misery and agony of the clients is apologising. As they did not do enough to protect their visitors' personal information, the Marriott Hotel staff owes its patrons an apology.
React:
It's possible that the customer management team is paying attention, recognising the problem, and taking responsibility by asking both open- and closed-ended inquiries (Vlado Galicic, 2008). The proper authorities at the Hotel Marriott would be able to assure guests affected by a data breach that they would be taking firm action to remedy the matter and make sure it doesn't happen again.
Notify:
As soon as an organisation becomes aware of a data breach, it must alert the appropriate department so that steps may be taken to determine the source of the breach and assemble an investigative team of experts.
[bookmark: _Toc128237941]Constant upkeep and improvement
The Kaizen methodology, which emphasises comprehensive quality management to boost the effectiveness of management and operations (Johnson, 2020), might be used by the Marriott Hotel to sustain its ongoing process of improvement. With this paradigm, the company may create software that automatically assigns rooms, evaluates the efficiency of current operations, addresses issues as they arise in real-time, and manages its digital workflow.
[bookmark: _Toc128237942]Recommendations to improve the Marriott Hotel's client service
[bookmark: _Toc128237943]Developing superior skills in customer service
The ability to provide excellent service to guests is the single most important factor in determining a hotel's success in the market. Empathy, flexibility, clear communication, a strong work ethic, and a thick skin are all necessary traits for a successful customer management team.
[bookmark: _Toc128237944]Identifying every touchpoint
It's possible that the company isn't giving its customers the same high-quality service they'd expect throughout all of their interactions with the brand. Since a consumer's connection with a company may be ruined by a single negative interaction, customer service is vital.
[bookmark: _Toc128237945]Balancing speed and quality
Professionals in the field of customer experience are devoting a great deal of energy to exploring strategies that will aid in striking a good balance between service quality and response time (Nicastro, 2019). Keeping service quality at a high standard, the organisation may guarantee that customers wait as little time as possible to get their requested service.
[bookmark: _Toc128237946]Reputation Management
Reputation management for hotels has progressed from being a supplementary aspect of a hotel's revenue plan to being crucial to staying competitive in today's market. By collecting and strategically disseminating guest reviews, the Marriot Hotel may boost its profile on various online channels including Facebook, TripAdvisor, and its own website. Once implemented, a hotel's reputation management system runs itself (Levy, 2019). For internet marketing purposes, this is among the most powerful tools available to entice prospective guests to make reservations. The hotelier will have more time to focus on providing the finest experience possible for the guests, an experience that they are likely to review if they invest in a hotel reputation management system.
[bookmark: _Toc128237947]Customer Loyalty creation
Empathy and anticipation
The staff has to be taught how to empathise with consumers and how to handle difficult situations with care. Predicting what clients will need allows service providers to go above and beyond in meeting their expectations.
Measuring and analysing customer feedback
If a hotel wants to provide excellent service, it should regularly solicit feedback from guests on their experiences and the quality of those services. This may be accomplished in a few different ways, including the distribution of a survey or online feedback form and the solicitation of short video testimonials. The organisation will be able to address its weaknesses and focus its energies where it will have the most impact.
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When guests are satisfied with the service they get at a hotel, they are more likely to return, and they are also more likely to suggest it to others. However, when guests have a terrible experience at a hotel, they are more likely to tell others about it, which may have a negative impact on the hotel's bottom line and reputation. Providing excellent service is crucial if guests are to have a pleasant and memorable stay, hence it is imperative that hotel management take an active part in learning about and catering to their guest’s individual preferences and needs (Rutherford, 2015). While the Hotel Marriott has a solid reputation for offering high-end settings and services across all of its brands, the company has been subject to legal scrutiny due to a data breach. 
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