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INTRODUCTION

Marriott is an international chain with 30 brands in 132 countries and territories, with more than 7000 properties and more than 133 million loyalty members. One of Marriott international hotels is Le Meridien on Piccadilly London.  In London there are many Marriot hotels and for five of them, including Le Meridien, do not have in the hotel the following departments, IT, Sales and Marketing, Finance, Reservation and Operation, called “The Complex”. “The Complex” is situated in a separate building and is doing all the necessary for LE MERIDIEN on Piccadilly, SHERATON Hotel, PARK TOWER Knightsbridge, ALOF Hotel, LONDON EXCEL (See appendix 1).
Le Meridien is part of hospitality industry. The hotel is one of the oldest in London, built in 1908 forms a part of a larger collection of luxurious hotels.  Le Meridien Piccadilly was originally known as The Piccadilly Hotel, located in central London near Piccadilly, and from its building in 1908 has been bought and sold to different owners. (Historic hotels of the world - Then & Now 2019). 
 Recently Le Méridien has become part of the Marriot international chain of hotels. The hotel has 283 rooms, two restaurants, seven meeting rooms for private functions hire, SPA, GYM, swimming pool and so on. 
The Lemeridien Brand mission is “Inspired by the era of glamourous travel” and “destinations around the world, celebrating each culture”. (See Appendix 2)
Values:  
Put people first – “Take care of the associates and they will take care of the customers”
Pursue excellence – “Our dedication to the customer shows in everything we do”
Embrace changes – “innovation has always been part of the Marriot story”
Act with integrity – “How we do business is as important as the business we do”
Serve our world – Marriot is “doing good in every direction” (See Appendix 2).

Marriot are a well-known chain of luxurious hotels all over the world. As part of Marriott the customer visiting Le Meridien have big expectation, for value, service and experience. There is no specific target of guest. Marriott is open for all kind of guests such as family, business, events, groups, weddings, and so on.
[bookmark: _Hlk15499409]
STRENGTHS – The hotel is located at the central part of London near Piccadilly Circus.
Some of the strength that Le Meridien has are its history as one of the first hotels in central London. Through the years Le Meridien built its good reputation as one of the best hotels in London, which has helped the hotel to be still competitive.
 There are many ways that “The Complex” works to keep creating new and various offers as services and products in the different departments of the hotel to keep attracting people’s interest. Some of these offers include The Restaurant “Terrace on Piccadilly” and the Afternoon teas with different themes that are based or depending on the season or events that are happening or will happen in London. For example, around Halloween and Christmas the afternoon teas are themed oriented. And now is Peter Rabbit theme, which is something unique for London. Also, the afternoon is served in the lovely restaurant with a very beautiful ley out as the roof top is mostly glass. There is a balcony/terrace which Is open mostly when the weather allows it with a nice view. 
The Maskelyne & Cooke is another unique theme-oriented cocktail-bar, with a nice and vibrant atmosphere. There are magic performances almost every night.
The swimming pool is also a strength that attracts many customers.
Another strength is that Housekeeping have big stable team, most of the people in the department have been employees for a long time and they know very well the job and the lay out of the hotel, which is an advantage in many aspects. The company doesn’t have to spend a lot of money on training new staff and how to get around, since the hotel is big and is not regular square building (see Appendix 1)
WEAKNESSES – As part of Marriot now, the Hotel is in transition of changing, adjusting or improving the services and the products that offer. During the transition there were some issues, but now everything starts to work more smoothly on each level and department. One of the big issues for the Hotel is the temperature in the restaurant “Terrace on Piccadilly”, because of the nice glass roof top is hard to keep the temperatures in norm. When outside is cold it’s hard to keep worm the restaurant and when is hot is hard to keep it cool. The Air conditioning system is in progress to be improved or replaced.
 Another weakness is the hotel is big and old, so it takes longer to be fully refreshed or refurbished. There are parts of the hotel that need to be fixed and items to be bought and replaced, furniture and etc… 
I mentioned earlier another weakness is that the hotel has unique structure, so it takes time for the new employees and for the guests to find their way inside the hotel. (See appendix 2)
OPORTUNITIES – The Location of Le Meridien gives the hotel to have advantages and disadvantages. The advantages come from the many events that take place in the central part of London which brings many customers, guests in the hotel. Some of the participants in these events book rooms or use the facilities, restaurants, bar, swimming pool, SPA et. And the only disadvantage is that when there is a big event in the central part of London the central London is usually closed, so for people who booked to use services in the Hotel have hard time to reach it. 
Another opportunity is the collaboration with Theatre that will play Peter Rabbit that could help the hotel to increase the revenue. 
THREATES – One of the threats is the competition, by completion I mean another restaurant, to copy the product and services we offer. Also, price value and the different packages we offer. 
The Hotel use outside company to do the Laundry for all the linen, napkins, towels and so on. So, they either do not deliver it on time or do not deliver it at all, which will make harder for the Hotel to do the expected services that offers. An issue of no delivery or late delivery with all the food and beverage we need and use daily is another threat. 
As I mentioned before closing the central London for events, protests and so on. Could be an obstacle for people to come on time for their booking and some of them even might cancel it. 
TRAINING and DEVELOPMENT PLAN
To function properly any Organisation needs its employees, who are hired in various positions within the organisation according to their skills, knowledge and experience to do a particular work. And to even do their job better the company set a system of various training according to its needs and the employee’s needs by setting training goals with a budget limit. 
Every time when the Company is “triggered” by accident inside or outside reasons the Company is provoked to do training. For example, “the Allergy incident” and the following death of Natasha that ate a sandwich from Pretamanger. The Le Meridien had to perform some extra training focused on Allergies and intolerance. The training consists the following phases: the analyse, development plan, implementation, evaluation and so on. 
The employee supports the organisation to achieve its goals by doing the jobs, task as per company’s SOP (stranded of operation procedures) and complying to the legal policies and procedures. The Organization sets goals to help the company to stay competitive on the market and to generate more revenue. 
Each Company has its own training and development programs in place according to their specific needs. 
In general, the training model is a cycle of “input”, “process”. “output”, feedbacks and so on. (Pearson Education, 2013).
The training system within and organisation has two way of trainings. The first one is trainings, which are short process aiming to improve the skills, knowledge and specific purpose connected to the specific kind of job. Some of these purposes could be technical and specifically related to the job, other could be targeting upselling and so on. 
And the second is development, which is very often long-term training with educational and knowledgeable purpose and is mostly for managerial personnel. (Pearson Education, 2013).
In Le Meridien both training and development plan are in place. Some of the training in the Company are mandatory others are according to the business needs.
Training and development are important part of the business for achieving the set goals. They also support and help to minimise or reduce the potential harm, injuries and for the safety of employees and external and internal visitors of the hotel. 
Also, they are crucial part of improving the service, knowledge, moral and personal development of the employees and their productivity. Whenever the company introduce to them new technologies and methods the employee needs to complete trainings. 
In Le Meridien there are various of trainings. The first one is Induction training and hotel tour. Followed by other training such as e-learning (for food safety and health and safety), on-the-job training ( food and beverage, coffee training, how to carry tray, micros training and so on.), off the job training( visiting wine cellars), class room trainings ( Allergies and intolerances from our Chef), Role-play training, Promotional training, cross trainings and safety training and so on. (Pearson Education, 2013).
The main departments generating revenue in the hotel are Front office and Food and Beverage. This is how important the Restaurant is to the Organisation in attracting customers and delivering outstanding service. In order to generate more revenue. Therefore, the employee working in the restaurant and the bar have many trainings to improve their performances so they can meet and exceed the customer’s expectations.
In the organization each role plays significant part for the business to run smoothly and successfully. The General Manager and the Managers of all department main role is to plane and set goals. And the rest of the employee in the various departments are implementing and applying the new set goals and adjusting to the new SOP and policies. 
The role that will be present in this report is Waiter/ress. This role is one of the most important roles in the restaurant business, because it has direct contact with the internal and external guest of the hotel. The customer’s experience relies on the skills, knowledge and efficiency, politeness, professionalism and attentiveness of the waiter. Part of the Hotels’ objectives include the successful restaurant performance and to increase the generated revenue. 
Some of the tasks the waiter/ waitress is fulfilling daily are greeting the guest, explaining the menu, taking orders, posting in the Micros, delivering food, taking payments, clearing and resetting the tables and so on.  To give recommendation to the guest he/she needs to have good knowledge about the food and the beverage. Also, very good knowledge about the allergies and intolerances complying with the company’s standards and quality.  Other requirements are good customer service-oriented skills such as good communication skills using clear, appropriate and professional language with co-workers and guests. 
At Terrace on Piccadilly there is a practice to be supported by external agency with waiters and waitresses for regular service. The Organisation doesn’t know in advance how knowledgeable or skilled the employees send to help the restaurant occasionally.  Sometimes of them are very skilled and knowledgeable and they become easy part of the team providing service on high level. But other times the employee send to the restaurant have no skills and knowledge about basic things to do the task required for smooth service. So, whenever they come, we found out how and where they could be in most of help. Most of the time if they are not experienced or knowledgeable, we give them quick training on-the-job very often the position is for the barista. So, we trained them how to prepare the hot and cold beverages. For the full time and causal employees, the training needed are provided according to the Restaurant and the Organisation’s needs. 
There are various rewording programs for loyalty for Marriot employees. Here will be mention only few of them: The discount as an associate. Annually increase of wages. For working in the company 25 years the employee receives for the rest of his/her life to stay in any of Marriot properties for three consecutive nights. 
CONCLUSION
In the research done the following information was discovered. The hotel is part of the Complex of five hotels and the five-departments doing the job that needs to be done are in another building. The SWOT analysis and the outcomes from it. The importance of the training and development, and the cycle for improving the service and achieving the set targets.


APPENDIX 1
                                                                THE COMPLEX 
	SALES 
    and MARKETING
	IT
	RESERVATION
	FINANCE
	 OPERATION



The Complex do everything necessary for these five hotels that are part of the MARRIOTT chain.

FIVE HOTELS 
LE MERIDIEN on Piccadilly, SHERATON Hotel, PARK TOWER Knightsbridge, ALOF Hotel, LONDON EXCEL 
                                                                         
                                                                    GENERAL MANAGER 
                                                                   
                                                                    PERSONAL ASSISTANT

             FRONT OFFICE             HR          FOOD AND BEEVARAGE            HOUSEKEEPING         MAITENANCE 
· Reception                                  - Room dinning                           - Valet
· Guest service                            - Bar, Restaurant                                                          
· Guest relationship                   - Kitchen
· Concierge                                     
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Core Values Marriott



	Zaat, Raoul <Raoul.Zaat@marriott.com>
	Wed, Aug 7, 2019 at 6:25 PM

	To: "liliachristova19@gmail.com" <liliachristova19@gmail.com>

		Hello Lilia,
 
With this email I confirm that the below information is correct and can be used. It has been taken from Marriott Global Source (MGS) which is from Marriott International. (http://out.easycounter.com/external/mgs.marriott.com ).
 
Kind regards,
 Raoul Zaat
Food & Beverage Coordinator
T +44 (0)20 7851 3029
Raoul.Zaat@marriott.com
 N N 51° 30’  W 0° 8’
 LE MERIDIEN
PICCADILLY
21 Piccadilly, London W1J 0BH, England
lemeridien.com/piccadilly
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"Take care of associates and they will take care of the

customers.
This is our founder’s philosophy and it has made Marriott International
a great place to work for more than 85 years. Our people-first culture
has consistently eamed us awards and recognition around the globe.
Giving associates opportunities to grow and succeed is part of the

company's DNA
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Our dedication to the customer shows in everything we do.
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Marriotts reputation for superior customer service dates back to J.
‘Willard Marriott's original goal for his business: "good food and good
service at a fair price.” We take pride in the details—every day, in every
destination woridwide.
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Marriott is "doing good in every direction.”
We embrace our global responsibility and unique opportunity o be a
force for good. Guided by our sustainability and social impact platform,
Serve 360: Doing Good in Every Direction, we commit to creating
positive and sustainable impact wherever we do business.
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