Operations Management in Hospitality — Assignment 1

Introduction

Service concepts define how hospitality organizations create value for their customers
through the type of service offered and the way it is delivered. This assignment compares two
globally recognised hotel brands Marriott Hotels and Hilton Hotels which provide similar
upscale accommodations. Their service concepts, delivery approaches, and differentiating
features will be analyzed. Finally, a new service idea will be proposed to give both
organisations a strategic advantage in the market.

1. Service Concepts of the Two Organizations

1.1 Marriott Hotels

Marriott Hotels operates in the upscale to luxury segment, offering a blend of comfort,
modern design, and personalised service.
Service Concept:

e Core Offering: High-quality rooms, restaurants, meeting spaces, and leisure
facilities.

e Service Delivery: Marriott focuses heavily on “personalized guest experience”
supported by digital tools. Mobile check-in, mobile key access, and mobile service
requests allow seamless interactions.

e Brand Experience: Marriott emphasises “modern travel”, focusing on innovation,
wellness programmes, and consistent global standards.

e Employee Engagement: A strong training culture (via “Marriott University”) ensures
consistent service quality.

1.2 Hilton Hotels

Hilton Hotels targets a similar upscale market, prioritising comfort, dependability, and
customer loyalty through technology and brand experience.
Service Concept:

e Core Offering: Premium rooms, restaurants, conference facilities, and wellness
amenities.

e Service Delivery: Hilton’s concept revolves around “hospitality with technology”.
supported by the Hilton Honours app, digital key, room selection options, and
personalised loyalty benefits.



Brand Experience: They promote “Exceptional Guest Experiences”, focusing on
service reliability, consistency, and comfort.

Employee Engagement: Hilton emphasises a strong internal culture (“Make it
Right”), ensuring employees resolve issues proactively.

2. Comparison of Key Features

2.1 Similarities

1.

Target Market:
Both serve business travellers, leisure guests, conference attendees, and international
tourists seeking upscale accommodation.

Digital Integration:
Each brand uses mobile apps for check-in, digital keys, and service requests,
emphasising convenience and efficiency.

Global Presence & Standardisation:
Both operate globally with standardised service protocols to ensure a consistent guest
experience.

Loyalty Programmes:
Marriott Bonvoy and Hilton Honors reward frequent guests with upgrades, points,
and personalised offers.

Focus on Wellness & Sustainability:
Both integrate eco-friendly practices, fitness programs, and sustainable operations to
meet modern expectations.

2.2 Differences

Feature Marriott Hotels Hilton Hotels

Brand Identity | Focuses on innovation, modernity, | Focuses on reliability, warmth, and

and premium lifestyle. comfort.




Technology Emphasizes personalized digital | Stronger emphasis on full-room

Approach interactions  (mobile  service | digital experiences (room selection
requests, in-app concierge). and smart-room functions).

Employee “People First” model; strong | “Make It Right” service culture

Culture career development pathways. encouraging empowered

problem-solving.

Customer More tailored, customized guest | More standardized and

Experience interactions. efficiency-focused experience.

Style

Design Modern, contemporary interior | Classic, timeless,

Philosophy designs. comfort-orientated interior
aesthetics.

3. New Service Idea for Strategic Advantage

“Al-Powered Smart Itinerary & Experience Personalization Hub”

Concept Summary:

Both Marriott and Hilton could introduce an integrated Al-driven travel companion system
within their mobile apps. This system would analyze guest preferences, travel patterns,
loyalty profiles, and location-specific data to generate fully customized itineraries and
in-hotel experiences.

Key Features of the New Service

1. Personalized City Itineraries
o Al recommends restaurants, events, tours, transportation, and cultural
attractions based on guest interests (e.g., food, history, shopping, sports).
2. In-Hotel Experience Customization
o Guests choose room ambiance settings (lighting, temperature, scent), pillow
type, or minibar preferences before arrival.
o Automatic suggestions for spa appointments, fitness classes, or dining options.
3. Dynamic Pricing Perks for Loyal Guests
o Al offers limited-time personalized promotional rates based on stay history
and travel frequency.
4. Integrated Virtual Concierge



o 24/7 Al assistant that handles reservations, room service, transport booking,
and special requests.
5. Real-Time Travel Problem Solving
o Recommends alternatives if flights are delayed, weather changes, or local
events affect plans.

Strategic Advantages

o Increased Customer Loyalty: Guests feel understood and valued through
personalised experiences.

e Competitive Differentiation: Goes beyond standard digital features offered by other
hotel chains.

e Increased Revenue: Cross-selling spa, dining, tours, and experiences based on guest
behavior.

e Operational Efficiency: Reduces front desk pressure through automated trip
management.

Conclusion

Both Marriott and Hilton operate in the upscale hotel segment and share several similarities:
global presence, digital service integration, loyalty programs, and a focus on guest
experience. Their differences lie mainly in brand identity, service delivery style, technology
approach, and employee empowerment. By adopting an AI-powered personalization and
itinerary hub, both organizations could significantly enhance guest satisfaction, differentiate
themselves from competitors, and strengthen their strategic market position. This innovation
reflects modern guest expectations for personalized, digital, and seamless hospitality
experiences.
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