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Write an analysis on how the marketing information system can be important and effective in the hospitality business as a tool for gathering information, marketing and communication.
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Introduction

The marketing information system, also known as MIS, is an information system used by market researchers mainly for analysing marketing information. This information can be used for reasons such as developing or improving new or existing products. Organizations prefer to use this tool in order for them to promote a product, or in the case of the hotel and hospitality industry, promote a hotel and what it has to offer to guests who visit it. The marketing information system is structured out of a few different parts: First they need software that can gather data and then analyse it. Next is the database. Databases contain valuable and key information for marketers in order to help shape the product, for example other databases that are acquired and internal data of the hotel. Among the benefits of an MIS are organizing data, it can be of help during a crisis (you can use the MIS to find out what different processes are going on within the hotel) and even avoid a crisis. An MIS can also hold important data and analyse the different processes of the hotel. There are some risks of using such a system, like it may be hard for an analysis to be performed at times, due to the marketing data becoming rather difficult to understand sometimes.

The marketing information system (MIS) consists of people and procedures for assessing information needs, developing the needed information, and helping decision makers use the information to generate and validate actionable customer and market insights. A well-designed information system begins and ends with users. The MIS first assesses information needs. The MIS primarily serves the company’s marketing and other managers, but it may also provide information to external partners. Then the MIS develops information from internal databases, marketing intelligence activities, and marketing research. Internal databases provide information on the company’s own operations and departments. Such data can be obtained quickly and cheaply but often needs to be adapted for marketing decisions. Marketing intelligence activities supply everyday information about developments in the external marketing environment. Market research consists of collecting information relevant to a specific marketing problem faced by the company. Lastly, the MIS helps users analyze and use the information to develop customer insights, make marketing decisions, and manage customer relationships. (Kotler and Armstrong, 2011)

Because more and more people nawadays use technologies, such as smartphones, tablets and laptops, companies receive more and more data for analysis. Since the number of users increases all the time, it gets harder for firms to research and study the large amount of information. So they decided to create software that deals with this type of work called CRM.
Information gathered in internal databases and through marketing intelligence and marketing research usually requires more analysis. To analyse individual customer data, many companies have now acquired or developed special software and analysis techniques—called customer relationship management (CRM)—that integrate, analyse, and apply the mountains of individual customer data contained in their databases. (Kotler and Armstrong, 2011)
In this analysis I’m going to focus on the hospitality company Marriott International and how it makes use of MIS and CRM. 
As I’ve mentioned MIS is used for information gathering, marketing and communication. 
Collecting information is important for an industry. It helps many companies base and improve their products, according to people’s preferences.

There are several types of data that Marriott collects from its customers: demographic, values, behavioural, needs and psychographic.

· Marriott collects data about a person’s occupation, what their income is and where they’re from. They require this type of data, so they can identify from what social groups are their customers, such as lower, middle or upper class or knowing if the visitor is a local or arrives from a faraway destination.
· In order to improve its services, Marriott often asks its customers prefer. The company mainly targets people, who work in the business industry. One of the main reasons is that businessmen travel a lot.

· Marriott collects data about the different ways and opinions of customers about their products. That way they learn what people like, dislike and would prefer to be added.
· Marriott collects data about a person’s stay, when are they planning on visiting again, how many times have they visited the hotel so far
· Marriott also collects data about their customers’ personalities and in what way do they live their lives. This way they can build products that fit with a hotel guest’s lifestyle and to even match their distinctive character.
 (Fatima, 2017)
One of the methods they use, for finding useful data to add to their databases, is through the so called data mining. Data mining means to be able to extract new and useful information by scanning and studying very large databases. This helps Marriott in several ways:
· They build new and improved products according to the tastes of their customers

· Gather useful knowledge such current trends (what most people prefer to see when they visit a hotel now).

· Through data mining they also discover facts about their customers and products they previously were unaware of
· Discovering what products customers usually purchase and what their personality traits are
· To make their products more valuable to hotel guests

 (Fatima, 2017)
When it comes to CRM, Marriott uses the so called Siebel System. The benefits of the Siebel System are:

· It helps make customers feel more satisfied

· It improves their profits

· It helps make their products more likable to guests and in return create loyal clients
· It helps their profits increase from offering their services to companies

 (Fatima, 2017)
So far information gathering was proven an important part for a business, mainly learning different facts about hotel visitors. Information gathering proves beneficial for creating loyal clients, marketing, on the other hand, is used for finding out towards what group of people should the company focus its business.
Marriott’s marketing focuses primarily on:

· Business industry. Businessmen often prefer stays where they can relax and enjoy their time.
· Offering their clients different options for relaxation such spas, yoga, gyms and high quality food made my expert chefs.

· They target their products towards specific locations, mainly Asia, preferably the countries on China and India.

· Marriott used software for data mining, made by Oracle.

 (Fatima, 2017)
Once an industry knows towards what clients it should promote its products and how to develop better products for its customers, by make use of the data visitors provide, the last and also an important part of MIS is communication, or in other words, different ways of promoting a product.
Marriott has a few ways of advertising its products to potential and loyal clients:

· An interesting fact about Marriott International, is that they are the very first company, worldwide, to use mail for confirming reservations.

· It uses e-mail to inform clients of promotions or special offers. Nowadays, millions of people around the world have e-mails and use as way to receive information. 

· E-folio – Marriott sends hotel bills by e-mail.

· It uses N.F.C. – A person can use their mobile phone to open their room and even to check-in

· People are now more connected than ever. One of Marriott’s strategies right now is to promote their products using social media websites such as Facebook, Google+, Instagram and Twitter.
· The company has a website for promoting current and new products

 (Fatima, 2017)
All these strategies prove to be very effective for the hospitality company. For example, up until 2002, Marriott has earned about a billion dollars from their website.
 (Fatima, 2017)
Conclusion

Overall, the main goals of the marketing information system are to be able to collect data from customers in order to improve their products and offer clients more options to choose from. Marketing can be used to target a specific group of people who might show interest in buying the products. And finally, knowing the different ways a product can be advertised. Knowing these three tools can help a company increase its sales, make improvements to their business, discover new strategies and understand their customers better. Learn that hotels use software to manage their data sets called CRM. Different hotels collect different information. After learning how Marriott Inc. uses MIS (i.e. how it benefits from gathering information, why it aims the business class to be its main customers and in what ways does in reach its clients) and CRM, it can be concluded that MIS is an important part for any type of business and ignoring the use of these tools or not properly use them, can actually make a company fail or not be productive enough, causing a major loss of clients.
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