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[bookmark: _Toc125589399]Introduction
The hospitality sector serves its clients by providing them with a range of travel-related services, including lodging, to make their holidays as delightful and restful as is humanly feasible.The Hospitality & Guest Services offered by Marriott will be covered thoroughly during this presentation.
Why Hospitality and Guests service is important to Hotels
Hospitality and giving outstanding service to visitors are two of the most important roles that a facility may do since, in today's society, customers want hotels to provide them with more than simply a place to sleep for the night. As a direct consequence of this, providing clients with great levels of hospitality and service is essential to keep your existing clientele (Erandaru, E.,2020).
[bookmark: _Toc125589400]MARRIOTT
The United States of America is the location of the headquarters of the international corporation known as Marriott International, Inc. It is in the business of operating, franchising, and licensing a variety of lodging establishments, including hotels, residential units, and timeshare resorts, among others. The headquarters may be found in Denham, which is located inside Buckinghamshire in England (2021).
It was established on March 5, 1927, and as of today, it maintains 7,642 hotels throughout 131 countries and territories, with a combined total of 1,423,044 guest rooms. The company has 30 different hotel brands.
[bookmark: _Toc125589401]Services for Business Guests
People who are traveling for business reasons and staying in a hotel are often referred to as business guests.
It features a meeting space that is highly technologically prepared to accommodate its business clients. It provides food services for business guests, and the Marriott hotel provides culinary services for every business conference.
Leisure: The Marriott hotel offers facilities for indoor games to its business visitors, particularly those who do not have time for recreation that takes place outside of the hotel.
[bookmark: _Toc125589402]Services For Millennial Guests
Millennials have extremely certain tastes when it comes to traveling for leisure or sightseeing.
Swimming in the pool that the Marriott hotel offers is one of the activities that can be done outdoors. In addition to that, it provides access to a broad range of extra activities that take place in the open air.
Internet connectivity: Thanks to the hotel's high-speed Wi-Fi infrastructure, guests can keep their connection to the outside world while staying at the establishment.
Sightseeing opportunities in the surrounding area are available to guests of the hotel as part of a variety of vacation packages. Because of this, they won't have to confer with any travel agent that is located in a different location.
[bookmark: _Toc125589403]Services For Weekend Guests
Visitors that are just there for the weekend make the most of their time by sightseeing, hanging out with their families, and taking part in a variety of leisure activities while they are here. Weekend tourists come throughout the weekend.
Convenient access to several modes of transportation: The Marriott hotel is situated in such a location that makes it extremely simple and convenient to reach various modes of public transportation. After-checkout services and facilities: After check-out, it offers a transportation service for customers between the hotel and the airport.
One-day sightseeing package: For the convenience of its weekend visitors, it offers a one-day sightseeing package.
[bookmark: _Toc125589404]Services For Family Guests
Family visitors often consist of a group of individuals spanning many generations who choose to spend their free time together at a hotel.
Family room: The Marriott features a limited number of customized suites for visitors traveling with their families. Room service available at any time: Marriott's room service is available at any time.
Childcare: The Marriott provides a variety of childcare options There is a play area for children and kid zoom is included.
[bookmark: _Toc125589405]Must-Have Skills in Hotel stuff
Being warm and inviting, as well as empathic, is of utmost significance. Customers won't return if the employees are unwelcoming, therefore it's important to make a good first impression.
Time-management: Time management is highly essential. Because customers seldom prefer to wait for anything for an extended period
They place a high value on hosts with strong interpersonal skills, and guests expect staff members to be able to solve problems quickly. Guests also value hosts with strong problem-solving abilities.
[bookmark: _Toc125589406]The effect of a current pandemic on guest service
Greetings have been altered, especially the handshake, and more disposable objects are being used at Marriott hotels than in the past to protect their customers from the COVID virus.
Shifting away from socializing and toward social isolation: the environment today fosters social isolation
Flexibility in terms of the options, including an easy booking system and a cancellation system that is free of charge
Govt. Rules: The post-pandemic regulation about the hotel business emphasizes the use of disposable products and the preservation of a clean environment.
[bookmark: _Toc125589407]Services that will remain unchanged
The contemporary traveler craves a genuine, original encounter. For instance, people value locally relevant information more than generic information.
Customers desire a more customized experience, which may be delivered by:
In comparison to the norm (Brainia.com., 2021). As an example, they might appreciate a tailor-made meal or vacation package.To that end, it's important to provide guests with one-of-a-kind experiences. The travel package offered by Marriott includes airfare and hotel accommodations.
[bookmark: _Toc125589408]Strategies to manage guest expectations in changing environment
Customers would appreciate a hotel's willingness to accommodate their medical needs in the event of an emergency. To combat the spread of the COVID-19 virus, Marriott has partnered with an outside medical center to provide testing for it.
Cleanliness is of the utmost importance, as consumers are increasingly demanding germ-free zones (Pizam, 2018). When you stay at Marriott, you can count on a clean, sanitary atmosphere.
These days, almost all hotels provide touchless check-in and check-out. Even at Marriott, you may use your phone to check in and leave.

[bookmark: _Toc125589409]Conclusion
The success of a hotel depends on the quality of service it provides to its guests. A pleasant stay and, in the end, goodwill, are guaranteed by attentive service staff. Repeat customers and a thriving hotel chain are the direct outcome of a guest's excellent experience (Arjona, 2020). Therefore, customer satisfaction is crucial. Understanding the types, preferences, and frequency of visits guests are crucial for providing the necessary service. The ability to anticipate changes in customer demand is also crucial for coming up with first-rate originality. To provide excellent service to guests at all times, businesses must be flexible and adopt proactive strategies in response to emerging trends.
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WHY HOSPITALITY AND GUESTS
SERVICE IS IMPORTANT TO HOTELS

* Today's clients demand hotels to provide more than just a
place to sleep, thus hospitality and excellent service are two
of a facility's most crucial tasks.

* To retain customers, you must provide excellent hospitality
and service (Erandaru, E.,2020).
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MALRRIOTT

O Marriott International, Inc. is
headquartered in the US.

U It operates, franchises, and licenses
hotels, residential units, and timeshare
resorts.

W Denham, Buckinghamshire, England, is
the headquarters (2021).

O Since March 5, 1927, it has 7,642 hotels in
131 countries and territories with
1,423,044 guest rooms. It contains 30
hotel brands.
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SERVICES FOR BUSINESS GUESTS

* Business guests are hotel visitors on business.

It has a high-tech conference room for corporate clientele.

The Marriott hotel caters business conferences, and it feeds
business visitors.

Leisure: The Marriott hotel provides indoor activities to
business travelers who don't have time for outdoor
amusement.
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SELVICES FOR MILLENNIAL
CUESTS

¢ Millennials favor leisure and sightseeing trips.

¢ Outdoor activities include swimming in the Marriott
hotel pool. It also provides several outdoor activities.

» High-speed Wi-Fi lets guests stay connected. Hotel
packages include local sightseeing. They won't need
a travel agent.
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SERVICES FOR WEEKEND GUESTS

» Weekend visitors enjoy sightseeing, family
time, and other things.

» Transport accessibility: Marriott hotel is near
a convenient transit hub.

 After checkout: It transports visitors to the
airport after check-out. Weekend visitors get a
one-day sightseeing package.
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SERVICES FOR FAMILY GUESTS

* In hotels, multigenerational families spend
time together.

* Marriott features a few family suites.
* Marriott offers 24/7 room service.
* Marriott offers childcare.





image9.png
MUST-HAVE SKILLS IN HOTEL STUFF

- Friendly, iriendly, and empathefic: crucial. Customers won't refurn if
workers are uniriendly.

- Time-management is crucial.

- Because visitors hate fo wait. Guests value staifs’ interpersonal Skills
and problem-solving abilities.
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THE EFFECT OF CURRENT PANDEMIC
ON GUEST SELVICE

* Marriott hotels now utilize more disposable objects
to protect visitors against COVID-19.From socializing
to social distancing: Flexibility: It simplified booking
and free cancellation. Laws: Post-pandemic
hospitality laws prioritize throwaway objects and
cleanliness.
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SERVICES THAT WILL REMAIN UNCHANGED

* Modern visitors demand authenticity. They prefer local
experience over standardization.

* Personalization: Customers desire personalization. than
usual (Brainia.com., 2021).

* They may want a customized tour or lunch package.

* Guests desire unique experiences. Marriott provides
flight ticket and other trip packages.
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STRATEGIES TO MANAGE GUEST EXPECTATIONS IN CHANGING
ENVIRONMENT

* Hotel guests want emergency medical services.
* A third-party hospital tests COVID-19 at Marriott.

» Customers desire greater cleanliness than ever (Pizam,
A., 2018). Marriott's clean.

* Touchless check-in/check-out: Every hotel has it now.
Marriott offers app-based check-in/check-out.
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CONCLUSION

» Hospitality and hotel success depend on guest service. Guest
service provides a pleasant stay and goodwill. Satisfied
guests praise the hotel and bring repeat business (Arjona, M,
2020). Visitors decide success. Knowing visitor types,
preferences, and visits is essential for providing service.
Understanding demand patterns helps deliver uniqueness
first. Proactively adapting to changing trends ensures
exceptional guest service in all settings.
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INTRODUCTION

* To make vacations as relaxing as possible, the
hospitality industry offers a variety of travel services,
including hotels.

* This presentation will detail Marriott Hospitality &
Guest Services.





