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Executive Summary
Businesses may improve their guest customer service, increase customer happiness, and foster loyalty by monitoring and analysing visitor interactions. By keeping tabs on customer comments, critiques, and choices, companies may learn how to better serve their customers, create more effective training programmes, and make more focused adjustments. Regular surveillance ensures that service requirements are maintained across all touch points, providing visitors with a trustworthy and dependable experience. Reputation and visitor pleasure are both enhanced when problems are promptly identified and resolved via vigilant monitoring. The achievement of every hospitality business depends on its ability to effectively manage customer service methods.
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[bookmark: _Toc160111935]In the competitive hospitality sector, achieving success hinges on delivering exceptional guest service. Businesses stand a better chance of attracting loyal customers, garnering positive reviews, and ensuring sustainable growth by consistently exceeding guest expectations. However, providing outstanding service requires ongoing commitment and improvement. This report underscores the benefits of enhanced oversight of customer service practices within the hotel sector. Emphasis is placed on the importance of carefully monitoring and assessing guest service to identify strengths and areas for growth. Collecting data on customer comments, concerns, and preferences is essential for better understanding their needs. By leveraging this data, businesses can improve operational processes, customize training programs, and implement targeted enhancements to enhance overall visitor satisfaction. Furthermore, ongoing surveillance is highlighted as crucial for maintaining customer service standards across various touchpoints and areas. Proactive identification and resolution of issues help prevent negative outcomes, safeguarding the company's credibility, bottom line, and future in the hospitality industry.
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Reputation Management:

A robust reputation is crucial in the hotel sector, underscoring the significance of reputation administration. Effective monitoring of customer care techniques allows corporations to swiftly address complaints, demonstrating a commitment to visitor satisfaction. Timely issue resolution and proactive prevention of unfavourable encounters contribute to maintaining a positive reputation. Consistent monitoring and improvement of guest service can provide a competitive advantage, leading to satisfied customers and positive feedback. Achieving sustained success in the challenging hotel sector necessitates attentive reputation oversight supported by data on customer satisfaction. Marriott International exemplifies excellent reputation management through successful mergers, a diverse trademark strategy, and initiatives like the Marriott Bonvoy program, enhancing brand recognition and client retention.

Marriott's growth into the industry's largest company is attributed to strategic mergers and acquisitions, showcasing a comprehensive approach for distinction. The Marriott Bonvoy program and interpersonal initiatives contribute to increased brand recognition and client retention. The company achieves its profit goals through a rewards program and franchising approach, with a primary focus on guest satisfaction. Prioritizing the training of hospitality staff underscores Marriott's commitment to consistently surpassing guest expectations.

The integration of technology is crucial for enhancing booking procedures and developing partnerships in the hotel industry. According to Buhalis and Moldavska (2022), the provision of consumables is integral to the visitor experience, emphasizing the importance of efficient supply chain management. Marriott's active engagement in activities directly influences the firm's ability to grow while ensuring high customer happiness. Developing hotels in underdeveloped areas attracts new consumers and encourages the return of existing customers, resulting in increased business.

Marriott's global network allows customers to experience the brand regardless of location, showcasing the company's commitment to expanding operations on a global scale. Despite significant barriers to entry in the industry, Marriott's ability to construct hotels worldwide reflects its dedication to capturing consumer attention and maintaining a global presence (Mehmood, 2021).
[bookmark: _Toc160111937]Service Culture
There is a great deal of competition in the hotel industry, and one of the most significant aspects is the reputation for providing excellent service. One of the things that sets exceptional hotels apart in a highly competitive industry is the presence of a culture that emphasises providing excellent service. In the service culture, everything that contributes to giving exceptional service to clients is considered to be a part of the culture. A strong emphasis is placed on the importance of personalising services to the specific needs of each individual customer and planning ahead to fulfil their requirements. By cultivating an atmosphere of service, hotels are able to make their guests feel at home and leave an impression that will stay. This, in turn, leads to a rise in customer satisfaction, loyalty, and positive word of mouth. Those hotels that have a strong culture of service are able to differentiate themselves from their rivals and have a greater chance of achieving long-term success. At Marriott International, we place a high priority on the significance of a culture that emphasises service. 

The company recognises the need of investing in personnel training and delivers results in order to provide personalised, high-quality services that border on obsession (Kryukova and Khetagurova, 2020). The leadership team of Marriott claims that by investing in its employees, the company can better serve its consumers. They make the conscious decision to treat their workers, suppliers, and visitors with the utmost honesty and integrity at all times. When a host goes above and beyond for their visitors or when a firm is able to satisfy customer demands, it's considered a positive host-guest relationship. Because dissatisfied consumers are bad for business and may lead to refunds, the firm goes to great lengths to ensure that all visitors are delighted with the service they get. Maintaining a cordial relationship between guests and hosts is essential to the customer service tradition at Marriott Hotels & Resorts.
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Due to the fact that the hospitality industry places a high value on consistent branding, it is essential to conduct an efficient evaluation of the various methods of providing service to guests. According to Rahimian et al. (2021), in order to establish a powerful and memorable brand, it is necessary to maintain a solid commitment to providing exceptional customer service in each and every interaction and at each and every location. By maintaining a vigilant watch on customer service interactions and feedback, businesses can ensure that they provide consumers with service that is commensurate with the standards they have set for themselves. When customers are treated in a consistent manner, they are more likely to trust a company, remain loyal to that company, and have a favourable view of that company. By keeping a close check on the techniques of customer service, businesses can maintain the consistency of their brands. This allows them to identify situations in which things are not going according to plan and then take corrective action. 

It is clear that uneven branding leads to poor performance, disgruntled customers, complaints, negative ratings, and a tarnished reputation for both the company and the products that it offers. This is visible when seen from a different perspective. By keeping loyal to its principles, giving customers with the same experience regardless of where they are, and ensuring that all of its properties have the same appearance, it is constantly thinking of new methods to maintain the consistency of its brand. One of the ways that it goes about accomplishing this is by ensuring that all of its properties have the same appearance. When they stay at one of Marriott's locations, customers from all over the world can anticipate nothing less than a flawless experience (Buhalis and Moldavska, 2022). This is because Marriott maintains consistently great standards, adheres to business regulations, and operates in a standardised manner.

Future Technological Impact:

The hotel sector is undeniably experiencing the growing influence of technology, bringing forth advancements such as automation and machine learning. These innovations have yielded positive outcomes, simplifying operations, enhancing customer service, and increasing productivity. A notable shift in the hospitality industry is evident with the introduction of self-service kiosks and personalized recommendations, simplifying guest experiences and elevating services. Marriott International's business operations have been significantly shaped by technological development, impacting its effectiveness, audience reach, and overall guest experiences.

Marriott leverages innovation to create a contemporary and user-friendly environment, utilizing online booking, smartphone applications, and smart gadgets in guest rooms for automated and enhanced experiences (Olimovich and Khudoynazarovich, 2020). Technology enables Marriott to gather and analyze visitor data for targeted incentives and personalized communications. Overall, technological advancements have revolutionized Marriott's operations, enhancing client satisfaction and bolstering competitiveness in the dynamic hospitality sector.

Marriott also embraces advanced technology to reduce environmental impact and improve overall performance. Initiatives such as water-saving and energy-efficient practices, along with an effective waste management system, not only enhance brand reputation but also contribute to cost reduction and revenue increase. Continuous efforts to boost performance, increase customer satisfaction, and improve operational efficiency showcase Marriott's commitment to leveraging technology in the hospitality industry. Digital check-ins and check-outs, along with an efficient inventory management system, streamline business operations. Staying ahead of competitors requires Marriott to remain current and implement technological advancements to maintain a competitive edge.
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When it comes to the success of any hospitality business, it is absolutely necessary to keep a careful eye on the manner in which guests are being treated to. Businesses have the capacity to enhance their service, respond more quickly to customer complaints, and increase the degree of enjoyment among their visitors if they participate in the process of measuring and assessing how customers perceive the service they receive. The hospitality sector is marked by fierce competition; as a result of this, both the loyalty of consumers and the reputation of a company are preserved. This occurs in the hotel industry.


[bookmark: _Toc160111940]Recommendations 
In order to fully embrace technology innovations that are advantageous to all businesses, the hotel and restaurant industry as a whole, and Marriott International in particular, would do well to do so. This would be good to both hotel and restaurant businesses. Without compromising the personal attention and warmth that customers have come to anticipate from those who work in the profession, this would be accomplished without compromising the quality of service. When it comes to providing a warm welcome to those who are staying at the hotel, one of the most important things that can be done is to communicate with guests directly after they have entered the establishment. Additionally, Marriott International ought to make an effort to maintain the availability of all genuine currencies by providing incentives to customers who pay using cash payment methods. With the passage of this threshold, the political and open world will be guaranteed to continue existing in the same state that it is in now.
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