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[bookmark: _Toc138686813]Background
According to Bisui et al. (2022), services in the hotel refers to the all kinds of assistance, amenities, facilities and efforts that are provided to the guests and visitors by the staff members to satisfy and improve their experience of their visits to the hotel. The hotel industry is highly service driven, and the level of customer satisfaction and their experience depends on the quality and ranges of the services provided to the guests. Chen (2018) stated that there are different kinds of services provided usually to the guests in hotel that encompasses, accommodation, front desk service, housekeeping, food and beverage services, room amenities, pick up and drop up, security which are most basic and there are additional and complementary services such as event management facilities, pools and fitness centres, recreational opportunities and many others. From the study conducted by Flores et al. (2020), it was found that the satisfaction of the customers does not entirely depend on the availability of the services, rather also depend on how well the services are served to the customers. HH added that there must be integration, balance and coherence among all the departments working in the hotel, and with the cumulative effort of all the departments, the guest experience is sought. This study will be undertaken to learn about the key ways that Marriot International have adopted to integrate and manage their services, and how does this impact on the customer satisfaction and retention.
[bookmark: _Toc138686814]Research Aim
The research aims to investigate how does the internal services integration and management impacts on the customer satisfaction and retention in the Marriot International.
[bookmark: _Toc138686815]Research Objectives
Research objectives are – 
i. To review key theories, models and literature related to internal services and customer satisfaction in the hotels. 
ii. To evaluate the key strategies that are adopted for internal services integration and management at Marriot International. 
iii. To analyse the impact of internal services integration and management on customer satisfaction and retention at Marriot International. 
iv. To recommend effective tactics and strategies to improve the internal services integration and management at Marriot International.
[bookmark: _Toc138686816]Research Questions
Research questions are – 
i. What are the key theories, models and literature related to internal services and customer satisfaction in the hotels?
ii. Which of the key strategies are adopted for internal services integration and management at Marriot International?
iii. How does the internal services integration and management impact on customer satisfaction and retention at Marriot International?
iv. Which effective tactics and strategies should be adopted to improve the internal services integration and management at Marriot International?
[bookmark: _Toc138686817]Rationale
Sharma et al. (2016) mentioned that the quality of the services in the hotel is very critical to customer experience. Hotel management needs to ensure that there are sufficient and required services available that meets the needs of the guests and visitors. Undertaking this research will help to evaluate the effectiveness of the internal services integration and management strategies and tactics practiced by Marriot International. Thus, it will help to help the management of Marriot to learn about the effectiveness of their current practices. Further, the research will address how such integration among the internal services can enhance customer satisfaction and retain them to make them long-term customers, which will help the Marriot management to learn about the importance of internal services integration and balances (marriott.com, 2023). And lastly, this research will address any inconsistencies in the current internal services integration and management of Marriot International and recommend the ways that Marriot International can improve their internal services integration. 
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[bookmark: _Toc138686819]Internal Services Integration and Management at Hotels
Internal services integration as per the study conducted by Paulose & Shakeel (2021) refers to the process of coordinating and managing the numerous departments and services offered by the institution in an effective and smooth manner. Wu et al (2021) also said that it incorporates the synchronisation and integration of important processes such as the operations of the front office, maintenance, food and beverage services, and administrative activities. While Lin et al. (2021) stated that integration of internal services that is done well ensured that departments are able to communicate, collaborate, and work together effectively, which in turn leads to increased levels of satisfied customers and efficiency in operations. In order to do this Saut & Bie (2022) suggested that, it is necessary to develop standardised procedures, make use of technological solutions, and cultivate a culture of cooperation and shared objectives. Lastly, Chen (2022) said that hotels are able to provide remarkable experiences for their guests while upholding an outstanding standard of service standard across the whole property if they streamline their processes, maximise their resource utilisation, and improve the coordination between their many departments.
[bookmark: _Toc138686820]Impact of Internal Services Integration on Customer Satisfaction and Retention at Hotels
According to Flores et al. (2020), integration of internal services plays a crucial part in determining the level of customer satisfaction and loyalty experienced by hotels. Following RR, EE said that when various departments of a hotel collaborate in a coordinated and seamless manner, it results in a good and consistent experience for the hotel's guests. For instance, the check-in procedure for guests may be sped up when the front desk properly interacts with housekeeping to ensure that rooms are ready on time for their arrival. From the study conducted by Al-Ababneh et al. (2018), it was found that timely coordination between the culinary staff and the food and beverage crew may provide for more enjoyable dining experiences. However, Bisui et al. (2022) alternatively said that when guests are provided with services that are timely, accurate, and well-coordinated, it results in increased levels of satisfaction, which in turn raises the chance of favourable evaluations and motivates guests to return. Han et al. (2019) in support of Bisui et al. (2022) said that integration of internal services gives employees the ability to anticipate and satisfy the demands of guests, this helps to cultivate a feeling of personalised care and further increases customer satisfaction and retention.
[bookmark: _Toc138686821]Key Strategies of Internal Services Integration and Management at Hotels
Kim & Chung (2020) mentioned that there are a few essential approaches that are necessary for hotels to successfully integrate and manage their internal services. According to Nangpiire et al. (2021), open lines of communication between departments are necessary for effective coordination and cooperation. Sharma et al. (2016) agreed with Nangpiire et al. (2021), that implementing standardised processes and procedures to ensure service continuity across divisions was necessary. Efficiency is increased and customers are pleased as a result. Cross-training programmes should be implemented so that workers may learn about other parts of the business and develop transferable skills. In addition, Sharma et al. (2016) said that using technological solutions, such as property management software and tools for communication, helps to expedite processes and boost productivity. And last, Bisui et al. (2022) urged that hotels maintain their competitive edge and provide excellent guest experiences by making a commitment to continual development via frequent review and feedback.
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The study on hotel internal services integration and customer satisfaction will be undertaken by positivism philosophy. Positivism philosophy adheres to the objective analysis of the data and deriving outcome based on the scientifically analysed research data (Bhattacharyya & Jha, 2018). Thus, the empirical results generated by the statistical analysis is more reliable and standard. Further the approach of the study will be deductive approach. The researcher reviewing the current theories and models of the hotel internal services and customer satisfaction will develop the main factors. Further the researcher will empirically test the factors to identify most effective ways and strategies of internal services integration, which will be facilitated by deductive approach of research.  
[bookmark: _Toc138686824]Research Method
As a result of its greater objectivity, precision, and ability to produce generalizable results, the quantitative method has been chosen for this study. Questionnaire surveys are an efficient and inexpensive approach to collect information from a wide range of Marriott International locations about the integration of internal services, customer satisfaction, and customer retention. In order to fully grasp the interrelationships and consequences, quantitative data will be used (Hair et al., 2019). While qualitative methods provide a wealth of detail, these types of data will not be included because they tend to be more time-consuming and expensive, and because they can be difficult to standardise and compare.
[bookmark: _Toc138686825]Data Collection and Analysis
In order to gain a deeper understanding of how internal service integration is currently being implemented and how it is influencing customer satisfaction at Marriott International, primary data has been selected to be used in this study. Using survey questionnaires to get honest responses from workers is an excellent method to get information that's useful and reliable. While secondary sources of information might provide useful overviews, they may not take into account the specifics of this company. With a sample size of 30, purposive sampling will be used, allowing the researcher to pick people who have extensive experience with the company's internal services and the dynamics of interactions with customers (Mukherjee, 2019).
[bookmark: _Toc138686826]Research Ethics
Getting participants' informed consent is one of the most important ethical requirements of this study, as are protecting their privacy and the anonymity of their data. Participants have to be given a thorough explanation of the study's goals, methodology, and potential outcomes. Moreover, without the participants' permission, no other uses of their responses are permitted beyond the scope of this study. Furthermore, it is essential that data collection, analysis, and reporting be free of prejudice. Research should be conducted with integrity and transparency at all times; any potential conflicts of interest must be disclosed. All sources utilised in this study must be cited properly using the standard referencing approach (Artal & Rubenfeld, 2017). 
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