 Planning for Success III:  Goals, Metrics & Accountability
Read the Marriott International (2006) case from the list below.
Identify three metrics that Marriott uses to track customer value and discuss how they are currently in use at Marriott.
Then, from the Bendle & Bagga (2016) article, identify and discuss three other metrics that would be useful for Marriott to implement for evaluating customer value/satisfaction/loyalty.
Why do you recommend these three metrics?  What insights would they offer Marriott?
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