[image: image15][image: image16.png]x\a?\;uott



[image: image17.png]MARRIOTT
Q HoTELS





Table of contents:

2Preface and acknowledgement:


3Introduction:


4Part 1- Vision, Mission Statement and strategy:


5Part 2- Different concepts that are implemented by the hotel chain:


11Part 3 – Requirements to the concepts chosen by the chain:


12Part 4- The design to requirements fit:


15Part 5- The service delivery system and target markets:


18Part 6- Overall Conclusion:


19Appendix:


20Bibliography:
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Introduction:

Marriott International is a leading worldwide hospitality company. It has about 2,800 operating units in the United States and 68 in other countries. The company’s head office is in Washington, D.C., and has approximately 150,000 employees.

Marriott Hotels & Resorts is well-known for its serving spirit, quality and care. For business, leisure, or group events, Marriott Hotels & Resorts is a service that ensures success by providing business centers, concierge, room service etc. 
For this assignment we will evaluate and analyse the service concept of Marriott which will include:

· Vision, Mission Statement and Strategy

· Different concepts implemented by the hotel chain

· Requirements to the concepts chosen by the chain

· The design to requirements fit

· The service delivery system and targets

· Overall conclusion and bibliography.

Part 1- Vision, Mission Statement and strategy:

Vision:

· Maintain and improve the company culture if this is applied then the customers and employees will be satisfied. 

· As the turnover is low, because of this the employees are improving at their jobs as they are working with the company longer as they are motivated and having lots of experience.

· Also continually many opportunities are provided for the employees, like benefits and moving to a hire position.

Mission statement:

At Marriot our goal is to have a difference and variety.  From our staff and to the franchisees, customers and communities, we work towards making a difference in order to give the company strength, action and competitiveness. We aim to set a standard for the hospitality industry.
Strategy:

· Ensure success by providing business centers, concierge, room service etc.

· Meet the needs of the customers, owners, franchisees as much as possible.

· Inspire the employees to perform at their best, while also creating a memorable experience for the customers.
· Grow and expand worldwide in order to stand out and be the brand that is selected by the customers which ever destination they travel to.
· The goal to serve guests more with an experience that will fulfil their needs and be satisfied.
· Continue to strengthen and improve its leadership position as an industry innovator. 

Part 2- Different concepts that are implemented by the hotel chain:
Marriott is a lodging company with about 3,000 lodging properties in the United States and 67 other countries and areas. 
Marriot Locations in the World:

Africa, East Asia, South Asia, Australasia, Europe, Southeast Asia, Canada, Middle East, USA, Caribbean, Oceania, Central America and South America.

Different types of hotel concepts: (Downtown, Suburban, Resort).
· Downtown hotels:

Downtown properties are a mixture of the oldest and newest lodging properties in the area. These properties tend to have average room rates than other types of hotels.

Serving predominantly business travelers and conventioneers, downtown hotels tend to have higher occupancy rates on weekdays and lower occupancies on weekends.

Downtown hotels must meet the needs of all guests, whether business or leisure. To do so they normally offer flexible meeting and banquet space and limited recreational facilities. 

Different types of downtown hotels:

· Business and tourist hotels.

· Entertainment hotels.

· Waterfront hotels.

· Boutique hotels.
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Tampa Marriott Waterside Hotel & Marina:

This hotel is a bay front hotel this is located in the downtown of Florida. This hotel has a range of amenities, a renovated meeting space, complete business services a spa a range of restaurants.
The luxury accommodations have rooms and suites with private balconies and bay or city view options. 
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After a busy day, have a calm and relaxing time at one of the restaurants or lounges. There is also a pool, Jacuzzi a spa and a marina that has full service and access to all hotel amenities.  

This hotel is a three star hotel and has 717 guest rooms and suites with city, bay view or balcony options. There is valet parking. 

Each room has air conditioning, coffee service, a wine cooler, workspace and cable TV. Business rooms also have high-speed Internet access and dual-line speakerphones.

· Suburban hotels:
Suburban properties provide lodging for travellers that wanted fast access to the downtown area for sports, cultural event s and meetings, but they do not want to spend the night there. Although suburban properties may benefit from lower taxes and land costs, they are frequently restricted by other regulations, including heights and size zoning guidelines.

Different types of suburban hotels:

· Roadside hotels and motels

· Airport hotels

· Office park hotels

· Country Inns and Bed and Breakfast Inns
· Hybrids and Other Suburban Inns such as mall hotels and small town hotels.
Suburbs are residential areas on the outskirts of a city or a large town. Many suburbs have a lower population density than inner city neighbourhoods.  
The main purpose of suburban hotels is for people who would want to spend their holiday away from city life, having the same facilities and comfort. 
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Courtyard Convention Centre:
This convention center is located in Washington DC. It is for business travellers. Its rooms have large desks, couches, high speed Internet, and big breakfasts. Its design allows comfort and productivity. It has two restaurants a fitness center, indoor swimming pool and whirlpool. 
[image: image21.jpg]CL-
F




This center has 188 guest rooms and suits with are updated with the latest facilities. All rooms have air conditioning, an alarm clock, a coffee maker/tea service, crib, individual climate control, iron and ironing board, luxury bedding, thicker mattresses, custom comforters and a pull-out sofa bed. 

· Resorts:

A resort is a place used for relaxation or recreation, attracting visitors for holidays or vacations. Resorts are places, towns or sometimes commercial establishment operated by a single company. A resort tries to provide most of the needs of vacationers which are food and drink, lodging, sports, entertainment and shopping.

Different types of resorts:

· Beach, golf and tennis resorts.

· Spa resorts.

· Vacation villages.

· Marina hotels.

· Ski resorts.

· Ecotourist hotels.

· Resort theme parks.

· Cruise ships.
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Marriott Grande Vista Resort:

This restort is located in Orlando, Florida. Marriott Vacation Club International is a group that provides vacation, leisure and operates vacation ownership resorts. It has villas with one, two or three bedrooms with spacious living and dining area, master bedroom and bath, in some villas there is a private balcony, full kitchen, more than one TV, a washer, dryer and much more.
Marriot Vacation Club focuses on four aspects which are: supplier diversity, customer diversity, diversity awareness and education and workforce diversity.
	About Marriot – Brands

Marriott  operates and franchises hotels under the following groups:


	


	Marriott Hotels & Resorts:

· Provides business centers, concierge, room service, and more.
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	· JW Marriott Hotels & Resorts: Experience luxury in a hotel with fine architectural detail. 
· Fine dining and style. 24 hours per day every day.
· The business center, concierge, valet, and room service are ready to serve everyday at any time.

	


	Renaissance Hotels & Resorts:

· Provides different decors, artistic dining, and special service, such as a tour guide organized for people attending meetings and conferences. 

	


	Courtyard Marriot:

· A hotel for business travellers.

· Provides all necessary services and facilities.

·  Helpful staff, high-speed Internet access, ergonomic work spaces, business libraries, 24-hour access to food, and hot breakfast buffets. 

	


	Residence Inn:

· A home for long stays away from home. Spacious suites with full kitchens mixing home like comforts with functionality.
·  Features like a complimentary hot breakfast and evening social hours make.

	


	Fairfield Inn Marriot:

· A room that is bright, fresh, and clean, with all the award winning hospitality of Marriott at a reasonable price. 

	


	Marriott Conference Centers:

· Focuses on meetings, delivering an experience with services and knowledge to help host creative and productive events. 
· Focusing to meet the needs of business people. 

	


	Towne Place Suites:

· Designed for travellers on the road for many weeks. 
· Helpful services and thoughtful facilities. 
· Make this a home, pets are allowed.

	


	Spring Hill Suites:

· Each suite has up to 25 % more space than a comparably priced hotel room. 
· Separate areas for sleeping, relaxing, and working. 

	


	Vacation Club:

· Spacious villas for example One, two, and three bedroom villas with spacious living and dining areas, master bedroom and bath, private balcony, full kitchen, and washer/dryer.

	


	The Ritz Carlton:

· The atmosphere is warm and relaxed and its theme is based on the local culture. 
· The variety of services available will enable you to create your own experience.


	


	Marriot ExecuStay:

· A solution for temporary housing needs. A customized and fully furnished apartment can be set up anywhere in the U.S. 
· Manage thousands of apartments across the USA, all with flexible lease terms and options with a high level of service, and reasonable pricing.

	


	Marriot Executive Apartments:

· Residential accommodations with hotel like facilities to business executives for about a month or more.


Marriot hotel in Doha is a five star business hotel located in the downtown area near the airport and business district. Marriot has a spa, fitness center, tennis courts, outdoor pool, private beach and marina. Also there are six restaurants and an exclusive lounge.
There are two types of services:
· Core services - the main service that is offered.
· Peripheral services - a service that does not consist of only one service, but a group of services linked together.

Core services:

· Selling hotel rooms
· Selling banquette halls for functions such as meetings, weddings.

Peripheral services:

· Complimentary service
· Business services
· Guest services

· Spa

Part 3 – Requirements to the concepts chosen by the chain:

Background information:

The hotel includes two separate buildings which include a total of 362 rooms.  

· Name of hotel: Marriot Hotel.

· Type of hotel: Business hotel. 

· Type of guest: Business and leisure.

· Meeting rooms: 6
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Restaurants: 6

- Executive Tower
· Executive King Rooms: 80

· Executive Double Rooms: 80

· Executive Suites: 29

· Royal Suite: 1

· Presidential Suite: 1
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- Tower Building

· Standard King Rooms: 148

· Standard Double Rooms: 64

· Suites: 22

Some major plan configurations:

· Slab configuration:

This includes plans that are mainly horizontal, both single and double loaded corridor schemes. The few planning variables are concerned primarily with the buildings shape (straight, L shaped or other), the layout of the core, and the position of the fire stairs. 

· Tower configuration:

This is organized with a central core surrounded by a single loaded corridor and guestrooms. The exterior architectural treatment of the tower can vary, the shape of the plan changes from square to cross shaped, circular to triangular. 

· Atrium configuration:

This has the guestrooms arranged along single loaded corridors, like open balconies overlooking the lobby space. 

Marriot hotel Doha has two buildings, the executive tower and the tower building. Both of these buildings use the slab plan configuration, the buildings are straight and are an executive building and standard building. The standard building is a plan white building and the executive building is attractive and is a shinning blue colour which attracts the customer and it has a red sign which lights up. The standard building caters to regular customers and the executive building caters to higher upper class customer, VIPs.  
Part 4- The design to requirements fit:
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1. Schematic design:
· Schematic Design establishes the scope, conceptual design, scale and relationships among the parts of the project. 
· The main objective is to have a clearly defined, feasible concept while exploring the most promising alternative design solutions. 
· The Architect will prepare a series of rough plans, known as schematics, which show the general arrangement of rooms and of the building on the site. Models and/or illustrations are prepared to help visualize the project as necessary. 
· The project proceeds to the next phase when the Owner approves the Schematic Design.
2. Design development:
· In this phase the Architect goes into more detail upon the approved schematic design studies to develop more detailed drawings illustrating other aspects of the proposed design. Floor plans show all the rooms in correct size and shape. 
· Outline specifications are prepared listing the major materials and room finishes. 
· The Architect verifies that the design complies with building codes and works with engineers to design the structure, mechanical and electrical systems. 
· The project proceeds to the next phase when the Owner approves the Design Development documents.
3. Construction documents:
· Once the Owner has approved the Design Development phase, the Architect prepares detailed working drawings (formerly known as blueprints) and specifications, which the Contractor will use to establish actual construction cost and build the project. 
· These drawings and specifications become part of the construction contract.
· The Architect may also assist the Owner in the preparation of order forms.
Marriott's Architecture and Construction group offers services to its owners and franchisees around the world. They manage the hotel development and renovation projects. The architecture and constructor group provides support in the areas of architectural and interior design, project and construction management, and procurement-related services.

Planning and development considerations as by Hotel Design, Planning & Development book by Walter A. Rutes:
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Downtown Hotels:

· Hotel location is often influenced by the city zoning regulations that control, use, density, and bulk on any given development site. 
· Parking is less of a necessity in downtown hotels than in most other hotel types since business travellers are less likely to drive and there is an abundance of public transport. Guests at a city hotel often leave their cars parked for the entire stay since driving on city streets and trying to find parking is less desirable than booking a taxi, getting on bus or using the train.
· A survey of elements surrounding the site of the hotel is important since the density of the urban settings presents a multitude of special problems. Views add real value to a hotel property.
The size for a hotel is determined by these factors:

· Additional rooms are needed to offset the high land costs.
· Another elevator or group of elevators is needed.
· An additional restaurant is needed.
· The additional building height necessitates a more sophisticated structural system.
· Structured parking is needed.

Suburban Hotels:

· Better arrival areas, convenient and spacious parking and reasonable lobby layouts based on optimum elevator core positioning and column space. 
· Zoning regulations in the suburbs are height and density restrictions depending on the regional architectural character.
· Airport hotels may have a very strict height restriction. 
· Suburban hotels tend to be smaller in size than downtown hotels, usually have 300 rooms or less.
· Lower real estate value, building outside the city is cheaper 

· larger parcels of land, no parking problems

· Less restrictive zoning, zoning regulations are less except for airport hotels

· Less expensive building costs, reduces project costs

· More flexible tower placement, permits locating guests and service elevator cores closer to their related functions and leads to a more efficient back of house configuration.
Resort Hotels:

· Provide golf, tennis and spa facilities like scenic mountain and desert resorts that focus in these area. 

· Conference and recreational facilities can be close, making it easier to keep a group together. With creative design, green scenery, and recreational features that leave groups with a sense of reward for their working meetings.  

· The factors mentioned above apply only if the resort has a high quality conferencing technology fitting the meeting planner’s requirements to attract family and business people, resort must provide a creative range of sports and recreation activities. 
Part 5- The service delivery system and target markets:
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Motto;
· If the employees are looked and taken care of well, in return they will take care of you.

Personnel:

· Meeting employee’s basic needs such as clean uniforms.
· Proper equipment so that the employees can provide a good product and service to the customers.
· Effective communication is most important as it is a main part behind the rules and regulation that help in enforce the company’s policy and procedure.
Core Values:

[image: image27.png]



Associates:
· People are our most important part of the company as without them they will be no service leading to no profit.
· A creative working environment supporting growth and personal development.
· A reputation, caring for employees and associates who are motivated, can be relied upon and are trustful.
· A family type of atmosphere like the home and a friendly workplace were everybody works together as a team.
· A reward system recognizing the important work and help of hourly and management associates.
· Honor in the Marriott name, accomplishments, and record of success.
· A focus on growth managed, franchised properties, owners, and investors.
Guests:

· Following the saying, "the customer is always right".

· Attention to detail.

· Creative and be open to innovation in serving guests.

· Honor in the knowledge that the guests can depend on Marriott's quality, consistency, personalized service, and recognition anywhere they travel in the world, it does not matter what brand of Marriot is chosen.
Communities:

· Carried out every day by associate, corporate support of local, national and global initiatives and programs.

· Doing business the Marriot way.
Community involvement:
· Marriott International is a large group belonging to thousands of communities worldwide.

· Marriot believes that strong neighbourhoods, towns, and cities are a very important part of well-being to the society and economy, and feel they have a special responsibility and role in helping the communities. 
· Marriott wants every community to be a better place to live and work as they are there.
Customer diversity:
· The staffs are highly trained in order to meet the customer expectations and go beyond.
· Make sure customers will have the best experience while staying in the hotels. 
· As a worldwide company, serving guests from around the world changing in different backgrounds, language, tradition, religion and cultures. 
· The atmosphere created should make the customers feel as they would when they are at their home.
Training:

· Marriott works towards selecting and keeping the best possible staff, providing fair treatment and opportunities for advancement. 
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Marriott uses a range of training programs such as including on and off property classes, detailed written materials and manuals, self-paced individualized courses, videotape sessions, CD-ROM interactive systems, and other updated learning tools.
A benefit of Marriot is that, by joining the Marriott rewards, this is a card that can be used at any of the Marriot brands. By using the card each time you stay at any Marriot brand you earn some points. After collecting a certain number of points, these points can beneficial as you can get:

· Up to 33% savings on point gained depending on the hotel category and the number of days stayed.
· For some airlines you can get rewards for a certain number of points. The airlines are listed on this website: http://www.marriott.com/rewards/usepoints/moreairmi.mi 
· To get help with joining and point savers customers can contact the Marriot rewards customer service from this website: http://www.marriott.com/rewards/customer-support.mi#section0 
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The Marriot rewards can be joined from this website: https://www.marriott.com/rewards/createAccount/createAccountPage1.mi?segmentId=elite.nonrewards 
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Part 6- Overall Conclusion:
This assignment was about Marriott an International a leading worldwide hospitality company. In this assignment we talked about the different hospitality concepts that Marriott International operates. Then we discussed about the different types of hotel concepts. We then talked about the planning and design requirements and lastly the service delivery system was analysed.

After by having read this assignment, the reader will have a wide spread view of the hospitality concepts for Marriot. 
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Appendix: 

· Hotel fact sheet.

· Hotel information booklet.
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