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Executive Summary
This report has analyzed and synthesized both internal and external environmental factor of Marriott international hotel to make a discussion on organizational performance, issues and challenges of this organization in their business environment. From the crevice data on this organization, it has been found that his organization is the world largest organization and ensures quality hotel services to the customers. But over the time some researcher has found various issues in their business operation made have a direct negative impact on their business reputation and negatively affected the quality of the service of this organization. This also will negatively affect the consumer’s performance regarding the business organization and some long-standing situation can hamper the loyal customer base of this organization.
There are various issues faced by this organization in the operation of this business. The first issue is that the employees have low respect for business laws. They breached consumer protection laws and intentionally interfere in the consumer network in the hotel. This organization is also unable to protect consumer data protection laws and regulation. This organization had provided large amounts as a fine for practising unlawful activities. Poor services quality is another issue for this organization were the staffs of customer care and social media manager fail to provide needed information to the customers. The employees of this organization are not responsive to the customer’s needs because customers argued that it takes 30 minutes to some a simple problem by the agents of this organization. This has increased the lead time of this organization. This organization also faced a problem with its IT system. This made difficulties for this organization because most of the customers are facing errors in the account and profile status. This organization is also facing sustainability issued in their business operation that will help this organization to become more effective in their business operation that will help this organization to become more effective in the operation of the business. This organization has reduced the emission rate by 13.2% and the energy consumption rate by 13.2% too. There is a large gap between the current position and targeted goals related to environmental issue. Economic down term and political issues are also facing by this organization. 

From the research, it has been found that this organization has lack skilled customer care representatives. The customer argued that staffs fail to meet their needs. This is responsible for poor services quality. This research also found that this organization has inactive social media and lack a communication system that will help this organization to become more effective to provide prompt services to the customers. IT platform also has lack and low quality to provide real-time services. This organization has taken the necessary steps to meet the environmental goals below figure shows the emission reduction result of ten years period. But, this organization is facing various inhibitors that made it difficulties to reach the targeted environmental goals. 
[image: ]
Figure 1: Environmental Performance of Marriot International
(Source: Craig Ballard, 2020)
From the economic environment of this organization, it has been found that the economic growth of the UK and other countries are decreasing for a global pandemic. Before the pandemic, this organization has lost its sell-by by 4% every year. Political unrest and terrorism also reduce the sales rate in many countries. 

[image: ]
Figure 2: Revenue Situation of Marriot Hotel
(Source: Aarthi Swaminathan, 2020)
     To meet those challenge this organization have to take necessary steps. To ensure services quality and organizational effectiveness and efficiency this organization has to provide quality training to the employees who meet customers. This organization needs to use the CRM system to become more effective to meet the needs of the customers. The organization has to ensure proper respect for business and customers laws and regulation to reduce uncertainty from the business operation. This organization also should improve IT infrastructure and ensure active and full-time social media expert to reply to customer’s inquiry. To meet the sustainable issued this organization should use renewable energy sources and green building modelling to reduce energy business operation. Finally, this organization should not invest in a high corruption country. This organization should focus on politically and environmentally good countries. This organization should integrate all the needed information to ensure real-time response with needed information. Effective technology will help this organization to become more effective in response to customer rapidly. 
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     The purpose of this report is to identify and analyzed issues and challenges faced by Marriott international hotel. This report will discuss both the good and bad sides of this hotel to make a clear sense to the readers. The main intention is to make a strategic recommendation on various issues and challenges faced by this organization to improve the quality of the service and reduce unwanted situation from the business environment to become more effective in the operation of the business. This organization is facing various challenges in managing a hotel in both the internal and external environment of this organization. This organization also is facing various problems for implementing a loyalty program in the business operation to become more effective in the operation of the business (Mazen Alomari, 2017). To properly understand the impact of external environment factors this report will use the PESTLE analysis tool. This is an effective tool to analyze external factors that will help to understand what problems Marriott faced in their external environment. This research also will use a SWOT matrix to finding out the internal good and bad factors of this organization.  This tool will help the consultant to understand the strengths of this organization.  This will also disclose the opportunities of the organization from the external environment (Seraphin et al., 2017). This tool also will be used to identify the weakness and threats of the Marriot hotel and an effective action plan will be taken to use strength and opportunities to tackle the weakness and thereat of this organization (Zhuravskaya et al., 2020). In the final stage, this report will show the effective recommendations that will help the manager to take the right decision in further actions. 
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Scope and Analysis
     Marriott Hotel & Resorts is a full-time hotel and resort services providing organization in the UK. This hotel has about 585 hotels in the UK. This hotel and resource have about 205053 room’s operative under the Marriott internal hotel company. Marriott International, Inc. multinational hotel that provides hospitality services in many countries (Emelda, 2018). The founder of this organization is Willard Marriott and at present, this organization is owned and operated by his son. He is the executive chairman named Bill Marriott. This is the largest international hotel chain in the world and doing its business in 131 countries. This organization has about thirty brands (Madar, 2017). In June 2020, this organization has about 1400693 rooms. This organization has started its journey in 1927 and inters the early years the name of this organization was Hot Shoppes, Inc. This organization opened its first hotel in 1957. In 1967 this organization had changed its name to Marriott Corporation (Wang et al., 2020). In 1993, this organization formed Marriott International. After this expansion in the international market, this organization had acquired various hotels and helped this organization to become more effective in the operation of the business in the global market (Alalwan et al., 2017). This organization has a franchising system that allows its franchiser to use its brand name to run a hotel and resort business in the rest of the world (Wei, 2018). The process has ensured the effective growth of this organization in many countries to become more effective in the operation of the business.
     In its business operation, this organization has faced various issues and challenges to become more effective in the operation of the business. In 2014, the Federal communication commission of the US has analysis to become more effective in the operation of the business find this organization to abuse some feature of Wi-Fi to control the change of the monitor to become more effective in the operation of the business (Popsa, 2018). This made unfavourable publicity for this organization. 
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Political factors: There are many political factors which can negatively influence and reduce the demand of Marriott hotel. The major political factors are political environment, international political relations, fear of terrorist attack in the tourist region (Enssle, 2020). Among these factors, terrorism and conflict of the military are the biggest threat for Marriott. Recent political incident for example Brexit has reduced more than 13.6% visitors in this region that has further reduced the number of customers in Marriott Hotel. This has also increased the supply chain cost of this organisation by 6.5% during the last 2 years. 
Economical Factors: The main economic factors are purchasing power and disposable income which can hurt the business of Marriott. These factors are slow economic growth, debt crisis, stock market collapse, high exchange rate and increasing income inequality in the UK (Todorović¸2017). On the other hand, there is a stable and relatively low inflation rate in the UK. Current inflation rate is 1.94% that has positively influencing long-term decision making process of this organisation. In addition to this, the UK has low interest rate and for this reason Marriott Hotel has become able to take large amount of bank loan at a low interest rate. This has further increased profitability of this organisation. These economic factors reduce individual travelling capability and purchasing power and which badly affects Marriott's business.
Social-National Factors: This is a competitive era, Marriott is facing great competition. To hold its first position, Marriott should provide excellent and timely services to the customer. Changing lifestyle of customers in the UK has increased the demand of this kind of services. Growth of this industry is almost 12.5% annually. Higher purchasing power of customers with more than £43,000 per-capita income is increasing demand as well as growth opportunity of this industry. Cultural change is one of the social factors and it can greatly impact on increasing and decreasing the demand for travelling (Todorivić, 2019). Marriott should give importance to cultural issues and customer demands.                    



Technological Factors: Technological factors have a great impact on the Marriott hotel business. Online room booking system helps individual to rent room easily at a low cost (Cinelli et al., 2020). Government of this country is providing complete support to business organisation by providing advanced technological advantages. For example in 2018 government of the UK has invested around £900 million on advanced technology to support business organisation. These services can also increase the demand for the Marriott hotel business (BURKE et al., 2020). Marriott can use update technology in its operations and services to reduce cost and retain its customers.          
Legal Factors: To operate Marriott business operations in different countries, it is obliged to obey prevailing laws. It should ensure customer protection and e-commerce laws, employment laws, intellectual property laws in its business operation. UK has strong property act that is enabling this organisation to protect its resources from being copied by the customers. It has also made the customers empowered. They can take legal steps against any wrong services provided by the business organisation like Marriott. Other major issues of legal factors are to protect individual data and the quality of services to meet consumer rights.     
Environmental Factors: To protect the environment Marriott need to ensure different environmental regulations in their operation strategy. To ensure a sustainable environment Marriott decided to reduce the usages of plastic straws in its hotel (Chaleunsouk, 2017). Business organisation like Marriott must consider the environmental cost by following local rules and regulations. For example, Marriott must spend 4% of its annual revenue on the CSR activities to minimise its environmental cost. Carbon emissions are another environmental factor that depends on the price of fuel. This organization has taken the necessary steps to reduce the negative impact on its business.  
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	Strengths: 
· Innovation and creativity in services and products
· Strong reputation
· Strong loyal customers based
· Market leaders
· Global Brand
·  Relationship with partners 
	Weakness:
· Lawsuits
· Ineffective customers unit
· Family business 
· Unprotected data
· Inefficient digital platform
· Lack of social media present 

	Opportunities:
· Services Expansion
· Reduce lead time 
· More international growth
· Developing economy 
· Ensure more services quality 
	Threats:
· High competition
· Laws and Regulation
· Political Instability 
· Economic rescission 


     From the above discussion, it has been found that this organization has various strengths that this organization can use to ensure more growth. Strong brand image and loyal customer base (Yan, 2017) is the best effective way that will help this organization to become more effective in the operation of the business (Pratiwi and Sudiarta, 2019).  This organization also has a strong relationship with a partner that made a strong position in the international market. 
     The internal environment of this organization has some weaknesses that need to be removed by using the strengths and opportunities of the organization (Wang, 2020). This organization has the opportunities to provide needed training to the employees to make them more effective in the operation of the business. The data of this organization is unprotected (TAKACS and VADUVA, 2017). So, this organization can take necessary steps to ensure data protection system in their business operation and the organization should become more effective in the operation of the business. This organization also has a problem with a digital platform that is less effective to provide prompt services to the organization (Ahmad et al., 2017). To become more responsive this organization has the opportunity to grow well. 

     This organization also has threats from the external environment and it has the opportunity and strengths to disappear the threat from the business operation (Singh, 2018).  Strong global business laws and regulation made difficulties for this organization to operate its business as it wants. Any breach of this regulation can affect a business’ reputation (Nicely, 2018).  Economical problems and political instability also are a big problem for this organization to become more effective in the operation of the business (Zhang and Hong, 2017). This organization can take several strategies and can use its strength to mitigate the impact of the threat of the organization. 
[bookmark: _Toc64870132]

Evaluation of Organization’s Issues
[bookmark: _Toc64870133]Data Breach and Unlawful Practices
     The federal communication commission argued that Marriott has used unlawful containment features of Wi-Fi. This is a monitoring system that his organization has used to intentionally interfere with the client-owned network (Rony and Awal, 2020). This process makes barriers to the customers to use this network because this is a fraudulent Wi-Fi package. From this unlawful practice, the organization has faced a big problem in their business operation and fined about £600000 (Wickham et al., 2020). This situation made a bad impact on this organization made unfavourable publicity of this organization. This has negatively affected the business reputation and has a great long-term impact on the business (Lohmüller and Petrikhin, 2020). In 2018, this organization share data to the public that was a breach of a confidential agreement. After disclosing the data an investigation has occurred against this clam. This organization has also lost customers with personal information from cyber attracts.
[bookmark: _Toc64870134]Poor Customer Service
     The Marriott hotel has luxurious and comfortable in the room and other additional services to the customers. But from the research, it has been found that this organization faced issues like poor customer service in their loyalty program that can hamper the current reputation of this organisation through negative WOM (Word of Mouth). In this case, this organisation should focus on the improvement of service quality even in the loyalty program that will help this organization to become more effective in the management of loyalty programs (Appel et al., 2020). Though loyalty program requires ensuring solid customer services this organization did not ensure it during integration. From the customer's email, it has been found that this organization have to become more effective in the operation of the business (Taherdoost, 2019). Email comments said that this organization provide inaccurate information to the customer and they do not get any response most of the time. It has also been identified that there is an imbalance between the communication channels and platforms used by the organisation. 

For example, this organisation is offering flat 20% discount program from the platinum customers that has not being mentioned by the promotional campaign that has been ran by this organisation through different social media platforms. However, this has been mentioned on the official platform of this organisation. This organization also has a lack of social media integration that very important to become more responsive to customers’ needs (Beck et al., 2017). Some customers argued that this organization only extend loyalty programs only to the top-tier elites and platinum.  
[bookmark: _Toc64870135]Long Holding Time
     This organization has lots of agents to meet customer needs and have lots of means to reduce hold time. But from some customer’s experience, it has been found that they have experienced a long holding time. Email unanswered and social media silent made this situation. Most of the customers argued that to some of their problems, they need to call customer care agents. This can make a bad impact on the reputation of this business (Sengupta, 2017). There is a clear failure in the front line service providing of this organisation. In some cases, customers have to wait for 2-3 hours to get their expected services. This is not being accepted by the customers who are really busy with their other scheduled works. From the research, it has been found that customers some customers told they need 25 minutes to get customer services agents (Bourke et al., 2020). Other customers said they need about 30 minutes to search for the problems. The customer’s services agent also fails to meet the customer’s needs and they apologize for their ineffectiveness. Such a problem and long hold tie can reduce the opportunities for this organization to ensure more growth. The organization needs to focus on this situation to ensure quality customer services to become more effective in the operation of the business. 
[bookmark: _Toc64870136]IT Problems
     Though this organization has adopted high-end technology in the business operation and other customer services the research found that there are some problems with the information technology of this organization (Howell et al., 2018). Customers faced reservation disappearing that made difficulties for them and the problem with combine accounts is also a great problem for this organization. 
Some customer argued that their reservation appears as multiple reservations and the provided mobile number for reservation did not link with the accounts (Einhorn et al., 2019). This is working as harassment for some customers. Another complaint against this organisation is its slow reservation process. Although online reservation process of this organisation is prompt, there is a slow process in terms of physical or manual reservation. It takes hours to contact with the front-end employees to make reservation over the telephone. Sometimes lengthy response from this organisation becomes a major cause for the customers to cancel their reservation and to take services from alternative organisation. Though this organization has to remove early issues from their business operation in recent time IT problem is a set of technological challenges for this organization that made difficulties for this organization to become more effective in the operation of the business. The choice benefits online platform of this organization also got down and this holds this organization back the deadline to its most loyal customers to select their needed perks. So, this can hamper their business because this needs to become bug-free. 
[bookmark: _Toc64870137]Sustainability Issues
     This organization has taken the necessary steps to become more effective to become more sustainable. From the research, it has been found that this organization cut about 13% water and energy consumption in less than ten years. In 2020, this organization has reduced about 13.2% GHG emission that is account for the reduction of 20% global emission that will help this organization to become more effective in the operation of the business. To fight against climate change this organization is also continuously taking various steps and strategies. As this organization got the award of the world largest hospitality and tourism sectors, this organization is highly accountable to strongly focus on environmental goals. This organization is highly committed to reducing carbon footprints. Though significance steps there are stills a gap to reach environmental goals. If this organization solely try to reach this goal, this will be difficult for them to become more effective. There are needs to combine efforts to become more effective to reach this goal. 
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Figure 1: Environmental Performance of Marriot International
(Source: Craig Ballard, 2020)
[bookmark: _Toc64870138]Ongoing Account Errors
     Ongoing Account errors are also the biggest problem for this organization to become more effective to satisfy customers. This organization faced problem in their app for merger and fail to ensure the full functionality of their website (Anderson and Jiang et al., 2019). Most of the accounts are showing the wrong point of balance. The elite status also faced a problem. Marriot has introduced technology that helps them to find out historical data that helps customers to prove their claims.  From a customer’s argument, it has been found that Marriott has changed its award policies on various hospitals on food and other activities (Kozubikova et al., 2019). After calling customer care, he knew that he will get all the services and the backend record was correct and he will get all the facilities and offers. So the customers argued that the record-keeping system of Marriott is far better than the other organizations in this industry. Sometimes accounts show incorrect pricing, so this organization needs to focus on this to become more effective to reduce account errors that will increase the loyal customer’s rate. 



[bookmark: _Toc64870139]Slowing Economic Growth 
     The economic growth of the world is slowing down over time. The UK also faced a great economic loss for global pandemic this is a great problem for this organization to make sufficient sale from their business operation (Nyangwe and Buhalis, 2018). Though this organization earn a lot from their business and get the reputation of the world largest hotel, Such an unwanted situation made it difficulties for this organization to become more effective to get a sustainable warder (Darsin et al., 2019). The disposable income and GDP growth has reduced that reduce the potential customer’s ability to buy services from this organization that will help this organization to become more effective in the operation of the business (Stefanowski, 2019). This organization faced a reduction in room sales before the pandemic situation. Research before pandemic shows that every year this organization has lost about 4% of its sales to become more effective in the operation of the business. But business travel from corporate customers also has reduced that made it difficulties for this organization to become more effective in the operation of the business. 
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Figure 2: Revenue Situation of Marriot Hotel
(Source: Aarthi Swaminathan, 2020)


[bookmark: _Toc64870140]Terrorism and Political Unrest
[bookmark: _Toc64870141]     This organization has taken the necessary steps to ensure international growth. Now this organization is aggressive to add their portfolio around the world that will help this organization to grow well. This organization invests in both construction and purchase local brand to spread its business in many countries (Rosner et al., 2019). This organization needs to be concern about this aggressive growth in the counties with devastating violence. In recent years in France and Turkey, this organization faced a big problem with political violence. These political instability and unrest have a direct negative impact on the business operation of this organization that will help this organization to become more effective in the operation of the business (Séraphin et al., 2017). The change in the exchange rate also has reduced the business of this organization by 7% in Middle East countries. This organization still has an intensive focus on the growth of its business in the international market (Rony and Awal, 2020). Global terrorism and political unrest are increasing over time that continuously negatively affective this business in the rest of the world. 
Findings and Results
	Se. No.
	Findings
	Explanation

	01.
	Lack of skilled customer care agents
	From the research, it has been found that customers care agents fail to solve most of the customer’s problem in most cases. This is a symptom of a lack of good training. Employees have not enough knowledge of customers frequently ask asked a question that will reduce the capacity of this organization to ensure customers satisfaction and made a strong loyal customer based. Long-standing poor-staffs quality can reduce their sales by a large amount (Wicks et al., 2018). Effective customers care training can help to recover these gaps. 

	02.
	Breach of confidential and consumers laws
	This organization also has breached consumer’s rights and data protection laws. This organization intently interferes in the consumer network to get the facility. This is an unlawful practice and made a large financial loss for this organization.  This has affected business and brand reputation. This will not only affect the business of this organization but also will slow down the business growth in the international area. This organization also fails to protect consumer personal data. These all hurt the revenue of this organization (Kane, 2017). 

	03.
	Long lead time
	From the research, it has been found that this organization fails to meet the customer’s needs in a short time. According to research on customers of this organization, this organization response to customer’s mail after 30 minutes and most of the time customer do not get any response and feedback from the organizational sides. They also said that the social media sites of this organization are also silent (Niemelä, 2019). Customers lead time is a very essential means to gain customer satisfaction. The long customers lead time negatively influences the customer for repeat purchase from this organization. 

	04.
	Problems in IT and online platform
	The IT system of this organization also will not most effective to provide correct and prompt services to the customers that made it a difficult situation for this organization to make loyal customers based. The website and app are also ineffective and shows some unwanted errors in the client accounts. This is called poor customers service that is unexpected from the world largest hotel service provider. Sometime needed information to disappear from the client account and make errors in the loyalty status of the customers of this organization (Nikolskaya et al., 2017).  

	05.
	Large gaps to reach environmental goals 
	The research argued that this organization has taken various strategies and set environmental goals. This organization has gained a goods mark in this area and reduce the waste and energy consumption rate by 13.2% by 2020. This organization also has reduced the emission rate by 13.2% that reduced the global emission rate by 20%. As the organization is growing over time that made more waste and increases energy consumption and emission rate (Sheresheva et L., 2018). So, there is a large gap between the present situation and targeted environmental goals.  

	06
	The poor economic situation made a great negative impact on their business operation. 
	The research argued that the economic situation of the world is facing a big crisis for the global pandemic situation. Over time the demand and consumers purchased capacity has reduced for many reasons that have reduced the sales of this organization.  Reduction of purchasing capacity harms the demand for luxurious products and services (Franciska, 2020). This situation will make a long-standing loss situation for this organization that will help this organization to become more effective in the operation of the business. 

	07.
	Political Violence
	Political violence is increasing over time that made a difficult situation for this organization to become more effective in the operation of the business. Over time the global political unrest and terrorist violence are increasing. This all has a great negative impact on the business operation that will help this organization to become more effective in the operation of the business (Khalimova, 2020).   In this situation, the organization needs to take the right decision to grow its business in the international market and the good and political stable area is the best place for international business. 
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Action Plan
	Se. No.
	Problem 
	Solution
	Desired Outcome
	Time Scale 
	Completion Date
	Planned Budget

	01.
	Lack of skilled customer care agents
	This organization need to provide needed training by using the record to increase quality to the staffs. 
	Staffs will be able to respond promptly to the customers’ needs and search requirement. 
	4 months
	30/06/2021
	£2000

	02.
	Breach of laws and regulation
	This organization has to ensure an ethical code of conduct that will guide the employees to protect customer’s information. 
	Protect customer personal information and will ensure quality services to the customers
	1 month 
	30/06/2021
	£1000

	03.
	Long lead time
	Adoption of high speed hosting services and ensure active social media presence. Update app and website of this organization. 
	To reduce customer holding time and meet the customer’s information needs timely. 
	2 Months
	5/06/2021
	£5000

	04.
	The gap in environmental goals
	Use renewable energy and adoption of green construction system that will help this organization to use natural energy sources 
	Cut emission rate by 25% and ensure renewable energy source and natural source for carbon emission.  
	10 Years
	01/03/2021 to 30/12/2030
	£50000

	05.
	Political Violence
	The organization should properly maintain the business laws and regulation of a country. For the next international business, this organization needs to focus on the politically stable and low corrupted country. 
	The desired outcome for this decision is to mitigate unwanted situation from political and corruption. This will also help to become more effective in the operation of the business and reduce unwanted cost. 
	Business lifetime decision 
	Business lifetime
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Recommendations
· The first recommendation for this organization is to ensure proper training to the staffs that directly interact with the customer to ensure quality services. This training session will need to include IT training and communication strategies. In the training session, this organization has to provide a report to the staffs on previous services gap and miss conduct with the customers. Then training needs to be ensured to reduce those gaps and ensure quality to the staffs that they can easily meet this situation to become more effective in the operation of the business. This also will make staffs more responsive. 
· The organization should beware of the business laws and regulation that will help to reduce issues related to the consumers and business operational laws. Employees need to have good knowledge of consumer’s data protection and rights laws. The organization has to ensure proper punishment to the employees that will help this organization to become more effective in the operation of the business. The organization also should focus on the environmental laws of every country to reduce the cost of the fine. 
· This organization also should focus on an IT system that will help this organization to reduce lead time and ensure the right information to the customers. As most of the customers use social media and it is an easy and low-cost means for communication, this organization need to ensure a strong social media presence and add new skills employees for 24 hours to reply to customer mail and a message from social media. This organization also needs to update its app and website that will help to reduce account errors and pricing errors from the business operation to become more effective in the business operation. This also will help this organization to reduce the long lead time that is important to ensure quality services and will increase the overall responsiveness of the organization. 
· This organization should use renewable energy and change building features. If this organization can ensure green building feature for future building need that will help this organization to become more effective in the operation of the business. This will help this organization to reach the environmental target in a short time and will be making this organization more sustainable in the long run. 
· This organization also should focus on various important factors for investing in international business. Most importantly is the political situation that will help this organization to become more effective in the operation of the business.  Political unstable and low corrupted country makes a good business environment for long term business. 
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Conclusion
     So, it can be concluded that this organization is doing well in their business operation in the rest of the world and got the first position in the hospitality and tourism industry of the world.  As this organization is doing business in a diversified and large area, this faced various issues and challenges in their business operation that will reduce the organizational capacity to become more effective in the operation of the business.  The most vulnerable issues for this organization are slow down economic growth that will reduce the sales of this organization.  So, this organization should make an effective strategy to reduce capacity to become more effective in the operation of the business. First, this organization should focus on internal issues like employees skills to make an effective recommendation that will support this business to meet other challenges if it can make a skilled team in their business. IT infrastructure is also a very essential part of the modern business so this organization should recover all the IT issues that will help this organization to ensure quality services to the customers and will make sustainable organization in the long run. 
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