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[bookmark: _Toc125486623]Introduction
Travelling has become an important thing in human life. It enhances knowledge, strengthens self-confidence and improves mental health. It has become an important aspect of the business world too. Travel enthusiasm people have accelerated the hospitality industry around the world (Chen and Petrick, 2016). Now it is one of the most profitable industries, but during the COVID-19 pandemic, it has faced many crises as travelling was banned for a long time. However, in 2021 the market size of the tourism and hospitality industry worldwide was estimated at approximately $1.31 trillion (Bama et al., 2022). It will increase more in 2023. Hotels provide facility of accommodation, restaurants or other facilities to guest from other places. Now, these are competing with each other to gain a competitive advantage in the market. This report has aim to discuss the differences between two renowned hotels in terms of revenue, service quality, market position, growth potential, CSR and so on. These two hotels are Marriot International and Hilton hotel groups.
[bookmark: _Toc125486624]Marriott International hotel
Marriot International hotel is USA based, the largest hotel chain in the world according to the number of rooms. It was built in 1933. At present, it has 30 brands and 1,423, 044 rooms in 131 countries around the world (Andika, 2022). For a long time, it is serving people and it has expanded its business successfully in different geographical locations.
[bookmark: _Toc125486625]Hilton hotel group 
Hilton hotel group is an American hotel chain, build in 1919 by Conrad Hilton (Hilton, 2021). It manages or franchise hotel, restaurant, resort or local. Their total portfolio includes 6,215 properties with 983,465 rooms in 118 countries (Statista, 2022). Among these 690 are managed and 5,405 are franchised (Zeng, 2021). At present, 14, 2000 people are working in this company.
[bookmark: _Toc125486626]Revenue scenario 
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Figure 1: Revenue of hotel Marriot International (1999-2021)
Source: Statista (2022)
Marriot is earning huge revenue in 2017-2019, but in 2020 COVID-19 their revenue was 10.57 billion U.S. dollars (Khalimova, 2022). The hotel was shut down for a long time, it affected everywhere. But in 2021, this situation has recovered, their total revenue was 13.86 billion U.S. dollars (Statista, 2022). The situation in 2022 was better than in 2021 but the market competition has become more intense and trends have changed from a new angle. They are expecting to increase it more in 2023.
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Figure 2: Revenue of Hilton Hotel
Source: Statista (2022)
Holton had a good market position but it was decreasing revenue. From 2017, its revenue started to increase, but COVID-19 has negatively affected 2020 revenue. In 2021 its net operating income was $1.01 billion and its revenue was 5.78 billion USD (Statista, 2022). Their 2022, earnings were also good and expecting to earn better in 2023. But the authorities are concerned about the economic crisis after the pandemic and Russia- Ukraine war; the price of almost every product has increased which may affect people’s spending on tourism (Yao, 2022). It may affect Hilton's revenue.
[bookmark: _Toc125486627]Service quality
Marriot has the largest hotel based on room capacity so has to handle every activity effectively. It believes that customer satisfaction can help them to achieve the objectives and aims of its company. Marriot has effective customer service policies based on culture or geographical location (Marriott Vacation Club, 2020). It tries to provide excellent service at a reasonable price. Skilled human resources are the main component of providing the best service. Marriot International has recruited highly skilled staff in customer service who are committed to providing the best service (Marriott Hotels, 2020). Information flow is an essential part of the hotel industry, employees try to ensure that every guest has get the correct information at the correct time. It considers ethics and integrity in every aspect. It also focuses on different innovative offers to satisfy and retain customers by targeting their psychological needs. Their CEO believes that it will help them to ensure the growth of the company. It provides a reward for the best performance to encourage employees.
Hilton hotel group has a successful customer service system around the world. Most of their hotels are located the near airport so that guests can get them easily. It provides different types of service based on customers spending willingness and capabilities. It has also combined technologies to provide quick and errorless information. It also collects data from different organizations for primary customer research. It has skilful and experienced employees to satisfy customers. It provides training to enhance their capabilities so that they can compete in the market.
Here both these hotels have focused on customer service, skilful employees and technology. 
[bookmark: _Toc125486628]Market position
It means the ability to create an impact on customers’ perception regarding a product or service relative to the competitors (Chen and Uysal, 2017). Companies always try to create a positive insight into customer mind about their market position. There are four types of market positions (market leaders, market challengers, market followers, and market niches); among them, Marriot is the market leader with huge capabilities and loyal customers (Selin, 2022). It has created a competitive advantage in the market in terms of service quality and capacity. 
Hilton hotel group has a strong position in the market, worldwide it holds a 7.78% market share. Now they have formulated many strategies to improve it. The company has identified their target market properly, and with its unique service system, it has retained them. It is in the market challenger position. It is grabbing shares from the market leader and always seeks ways to create innovative opportunities
[bookmark: _Toc125486629]Growth Potential
Growth potential means the future ability to achieve larger profits, expand the market, enhance production and so on (Jayawardena, 2022). Every organization always desire to expand their market share, increase production, and provide better customer service to earn a profit (Hassanien et al., 2019). For that, it formulates different strategies and techniques. At present, the hotel industry is growing around the world, many third-world countries have also targeted the tourism & hospitality sectors to strengthen the economy. Since its establishment, Hotel Marriot has achieved massive success. Right now growth rate of the hotel industry is 19.1%, so it has a good opportunity to earn more revenue in the future (CHANG et al., 2022). 
In 2017, the company have experienced the highest room singing and opening growth in its history. 880 Marriot hotels have handled it with additional 136,000 guestrooms. Marriott now is 45 per cent larger than its nearest competitor Hilton (Barreto and Mayya, 2022).
The company is growing its capacity every year, but in 2020 it faced some challenges like other hotels. Now it is on the way to recover it. The international market is Marriot’s biggest growth opportunity. Right now, it has a strong market value in the Asia Pacific region and the Middle East (CHANG et al., 2022). It is planning for mergers and acquisitions in some territories to ensure growth. 
The Authority of Marriot has estimated that their Starwood is accelerating. Here is a three-tiered collection of brands: The Luxury, Autograph Hotels and the Tribute Portfolio (Selin, 2022). In the next two years, Marriot will open 50 new hotels. It has a flexible distribution and marketing system that might accelerate its growth in future. It is planning to reduce extra costs in different aspects by using technologies to attract investors. 
Hilton group is also growing and it has huge market opportunities to expand business in the future. Its unit growth rate is 5.6% and its revenue growth rate is 31.5% (Statista, 2022). It has a large number of loyal customers around the world and has enough capacity to serve them appropriately. But in 2022, it has faced some economic challenges. It has revealed that its sales have declined 4.98% in the third quarter of 2022. But the second quarter increased by 5.71% more than the first quarter (Statista, 2022). However, it has huge market opportunities to grow.
Hilton has significantly focused on advanced technology than its competitors. It has been identified that after the Pandemic people have become more technology concentrated. It has incorporated technology in marketing, supply chain and distribution channel to get the best outcome. It has built partnerships with major companies to ensure successful international expansion, such as Hawaiian Airlines, Virgin Atlantic, Amtrak and so on (Zeng, 2021). 
Hilton has a positive image in the market. It has built strong customer relationships by critically identifying its demand drivers. It is promoting sustainable tourism globally to create social impact and reduce carbon emissions. 
[bookmark: _Toc125486630]Financial Commitment to Corporate social responsibility (CSR)
Sometimes organizations contribute to achieving societal goals by engaging in or supporting volunteering or ethically oriented practices, these are known as CSR (Scalet and Kelly, 2016). Now it has become one of the most important parts of every organization because it helps to improve the organization’s image. It helps to build a strong competitive advantage, create differentiation strategies, and customers get more opportunities to select services based on their preferences (Lougee and Wallace, 2018). It attracts investors, reduces environmental impact, protects human rights and ensures sustainable development. The hotel industry is also adopting CSR to attract customers and gain social trust, but here it is different. 
Marriot has four CSR goals: Nurture, Sustain, Empower and Welcome (Andika, 2022). These are targeted to reduce costs in different aspects. 
Nurture: Marriot supports diversity and encourages the creation of opportunities to develop society (Sanvitale, 2020). It provides shelter and food to unprivileged people. It has arranged many programs for promoting social well-being and ensuring nutrition. 
Sustain: CSR of Marriot is committed to protecting the environment, reducing carbon production, constructing sustainable buildings, establishing a strong supply chain considering the environment and encouraging innovative initiatives. 93% of Marriott's suppliers have a sustainability policy (Barreto and Mayya, 2022).
Empower: Marriot sees its responsibilities towards the customer as an opportunity to create a positive impact on its relationship. It inspires employees to work sustainably. It recruits diverse employees to serve diversified customers (Sanvitale, 2020). It empowers employees and ensures ethical behaviour among them. 
Welcome: Marriot wants to build a safe and welcoming world for every guest. It supports programs that help people to respect others' cultures. The Authority of this company always reminds the community responsibility to everyone. Their CSR policy has a huge impact on other hospitality companies.
For the Hilton hotel group, CSR is an important thing to develop a good relationship with the community and potential customers (Ertuna et al., 2020). In all the operational areas, Hilton group has announced to contribute to the CSR focusing on four factors: Employees, impact on the local community, Environment and Responsible sourcing. Hilton ensures employees' safety in the workplace, it provides training for them so that they can contribute to society (Hilton, 2021). Hilton emits carbon and other garbage, wastes huge water and natural resources every year. The company has decided to reuse waste to save financial resources. It has contributed to different global volunteer programs and food donation projects. 
[bookmark: _Toc125486631]Recommendations for Marriott Group
This company is already doing well in the market and it has enough resources to serve a large number of customers at a time. They have a large number of investors so financial conditions are good. It can expand its business anywhere so they need to focus on management. For that, they can adopt outsourcing. It helps to leverage knowledge and skills that can strengthen the supply chain.
Marriott has a large market in different countries, so cultural barriers are also a common challenge for them. Outsourcing employees from the local market can help them to reduce recruitment and employee management cost. Local employees will understand the demands of customers better than USA management, it will help to make good decisions for the company.
It will make the market more flexible and agile, and Marriot will be able to cope with changing market conditions and risks by reducing costs and improving service.
[bookmark: _Toc125486632]Recommendations for Hilton hotel group
Here hotel Marriot is 45% larger than its closest competitor Hilton. So, Hilton needs to focus on the market expansion. For that, it needs to attract investors from around the world. For that Hilton can formulate effective CSR policies and ensure corporate governance.
When a company practice good CSR, it shows they are positively working for society, the environment, customers, employees and organizations. It creates a positive brand image and reputation in the customer's mind. They prefer these types of hotels to stay in. It can attract investors. When a company follows a corporate governance framework, it has to maintain transparency and fairness in its activities. It discloses every information at the right time. These things attract investors.
It has a strong presence in both the USA and international markets. Now this company can focus on the new international market, for example, South Asian countries. The economy of South Asia is raising and many large Corporations are entering there. Hilton can enter this market to earn more revenue. They can also go with a merger or acquisition with local hotels to avoid initial risks or challenges.
[bookmark: _Toc125486633]Conclusion
The hotel industry is an emerging industry that provides different types of service to its guests. However, this industry needs to improve its service to achieve the mission, vision and goal of the company. They should consider customer satisfaction along with an environmental perspective.
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Hilton Worldwide Holdings Annual Revenue Hilton Worldwide Holdings Quarterly Revenue
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2021 $5,788 2022-09-30 $2,368
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