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1. [bookmark: _Toc167402051][bookmark: _Toc430254230]Executive Summary
This is a consultancy report created for J.W. Marriott hotel at Hanoi, Vietnam. This hotel represents the hospitality industry, which is an integral part of boosting the economy of any country. It contributes towards the growth of GDP of the economy. It provides various services, such as accommodation, food, drink and beverages and lodging. Like other hotels, J.W. Marriott plays a significant role in the growth of the economy of Vietnam. This hotel maintains all the world-class amenities of a 5-star hotel. The analysis of the external and internal factors affecting the growth and business of this hotel is performed is performed by a hotel consultancy firm, ABC Consultancy. This report outlines many issues and then the resolutions of these issues to maintain the reputation of the hotel in the international market. The report has explored various areas of the hotel to identify the positive and negative factors associated with it. This is essential as hotels require large amounts of investments to make any sort of change in their operational management processes. The PESTEL analysis of this hotel outlines all the major macro environmental factors affecting its growth (either positively or negatively), expansion and profitability. The SWOT analysis outlines micro internal factors, such as strengths and weaknesses of the hotel, which helps to analysis its potential to sustain in the highly competitive market. Along with these strengths and weaknesses, the other micro factors, such as opportunities and threats are also analysed regarding the Marriott hotel to identify what strategies it can make to meet or exceed customer expectations and take initiative to achieve excellence. Even though the hotel has 90% occupancy throughout the year, its growth has become stagnant. Its operating expenses have rose above expectations. So, it appointed the consultancy firm to analyse all the issues faced by the hotel in its different operational areas and the measures to be taken to mitigate these issues. 
The major issues faced by the hotel are the employees’ high attrition rate due to their dissatisfaction and demotivation towards their work as a result of long shifts and no recognition, the customer dissatisfaction due to poor customer service, poor food service, language barrier and even the unpleasing view at some areas of the hotel. These issues have resulted in the increase of its operation costs. The consultancy firm suggested the strategies that the hotel can take to overcome these issues, along with decreasing its operation cost so that it can maintain its position in the competitive market. One of the main strategies was to introduce rewards, compensations and recognitions to the employees who worked for additional hours to contribute towards the success of the hotel. This strategy helps to motivate employees to give their best performance even in odd situations. Other than this, it was suggested to provide adequate and appropriate training to the employees to enhance their skills, learn how to handle customers, improve their English skills as most customers are international clients and prefer to communicate in English language only. The training also helps the employees to learn the cross-functional skills to contribute during the shortage of staff or highly rush situations. Another strategy was to implement online and even automation tools to enhance the customer service and even the work productivity. The online tools, such as online check-in and check-out and labour scheduling to benefit both the customers as well as the employees, respectively. The online feedback system can be implemented to instantly record the customers’ grievances so that appropriate actions can be taken on time. Even the feedback system can be implemented for the employees as well in which the supervisors can continuously provide their feedback regarding the performance of the employees so that they can take appropriate measures to improve their performances, if required. There can be AI devices, such as robots, can be used to perform different activities at different touchpoints of the customers. Once these issues are identified and analysed in detail, the action plan is created with the help of the hotel management to bound the actions with the time period and budget. This will help the hotel management to ensure that all major actions are taken to bring the hotel to its previous profitable position.
2. [bookmark: _Toc167402052]Introduction
[bookmark: _Hlk167357197]This report provides the consultancy report on one of the properties of J.W. Marriott hotel in Hanoi, Vietnam, which is created by ABC Limited. The hotel services are related to the hospitality industry, which plays a significant role in contributing towards the economic growth of the country (Noordzy, 2014). The hotel is involved in providing accommodation, food and beverages, event planning and party packages. The management consultant of ABC Limited has the responsibility to help the hotel management to improve operational services and resources of the organisations so that they are more profitable whilst expending less effort and optimised costs. Its advise will help the management to focus on certain business areas and enhance their efficiencies and effectiveness. 
[bookmark: _Hlk167357314][bookmark: _Hlk167357572][bookmark: _Hlk167357641]J.W. Marriott is one of the American luxury hotel brands of the Mariott international groups of hotels. It is named after the founder, J.W. Marriott, of Marriott International (news.marriott.com, 2024). It was opened in the year 2013 and designed meticulously by Carlos Zapata Studios. This design is inspired by the traditional dragon folklore. The brand believes that it encourages its guests to bring together their mind, body and spirit and enjoy every moment of their stay to the fullest. There are around 100 J.W. Marriott hotels across 35 countries and territories. In Hanoi, Vietnam, the J.W. Marriott hotel is located in Tu Lien District, adjacent to Vietnam National Convention Center (marriott.com, 2024). It is situated on the island of Phu Quoc. This property caters to the need of the customers of the modern world with curated amenities and world-class services, such as spa, swimming pool, 24-hr fitness center, live jazz in club and renowned diners. Its rooms have floor-to-ceiling windows that offer views of Vietnam's capital and the lake. The J.W. Marriott hotel at Hanoi offers around 450 guest rooms with various options and sizes, such as Deluxe, Executive, Deluxe Suites, Executive Suites, Grand Suites, Chairman Suites and even Presidential Suites (marriott.com, 2024). It also offers Executive Lounge for customers to relax and unwind themselves, which is accompanied with two meeting rooms. J.W. Marriott offers a variety of culinary styles, such as French and Japanese, from its dining offers. Along with this, it also offers other multiple cuisines, drinks and dairy products through its lakeside garden restaurant, buffet cafe restaurant, grill and dim sum restaurant and even entertainment jazz club to let its customers enjoy cocktails while listening to exclusive performances from local and international musicians. The activities and events in the hotel are managed by around 628 full-time staff and 400 part-time staff. This hotel enjoys almost 90% of occupancy most of the time. 
There has been many issues or problems in this hotel, which is affecting its growth in the international hospitality and service market. This growth is highly dependent on the efficient operational management considering all its areas of service (Dan, 2023). The guests have complaint that the hotel takes long time to respond to their queries sent through emails and social media accounts. Even the customer service department takes no responsibility in prioritising such complaints and solving the issues. They also take long time in solving the issues. Some customers have faced issues with the hotel’s website, as it is said to be very slow and they are unable to complete their online registration (tripadvisor.com, 2022). There has been complaint that the website pages do not contain up-to-date information as the hotel prices displayed is often different from the actual prices. There has been reports of worn-out carpets in some areas of the hotel. The staff members have complaint that the hotel environment is very stressful for them as there is heavy workload with multiple shifts during peak seasons and still their salary is very less. Due to this, there is high attrition rate in the hotel. So, the management has to frequently change its staff. There are issues reported too with respect to customer service and cleanliness due to new and untrained staff. The management has reported that there are high operational costs in the hotel, which is affecting their profitability and productivity. 
This report will explore the issues reported by the management, customers and staff members of the hotel in detail and analyse them using various models or theories, such as PESTEL, SWOT and TWOS. These tools will help to analyse the current situation of the hotel, the issues faced by it and the reasons behind the cause of these issues (Buttrick, 2009). This analysis will help the hotel to improve its revenue and profits and thus move from Red Ocean to Blue Ocean.
3. [bookmark: _Toc167402053]Analysis
[bookmark: _Hlk167207674]The issues faced by J.W. Marriott has a huge impact on its reputation in the international market. So, it is necessary to analyse each and every issue in detail to identify their impact and causes so that appropriate measures can be taken. Some of these issues are:
Unfavourable environment for the employees: According to the employees, the environment of the hotel is very stressful. They often have to work for two shifts and long hours, irrespective of whether it is the peak season or not (in.indeed.com, 2023). For this increases amount of work, they are not even paid extra pay or offered any sort of rewards or compensations. This makes them feel distressed and unsatisfied with their work. The employees complain of not having flexible work timings due to which they are unable to maintain work-life balance. 
High attrition rate: Due to this stressful and non-rewarding environment, many employees tend to leave the job or switch to the competitors’ job. So, the attrition rate in the hotel is very high, which is affecting its customer service and operational costs (www.indeed.com, 2021). It takes time to train new employees so that they understand the organisational culture and their work that needs to be done effectively. By this time, these new employees often make mistakes, which are raised as complaint by the customers. On the other hand, the workload of the old and senior employees increases due to high attrition. They cannot rely completely on their new employees till they undergo appropriate training. They need to supervise these new employees more than the old ones who left the job. The cost of replacing the old employees by hiring the new ones and giving them appropriate training is higher to make them understand the work culture and their job duties. 
Poor customer service: The hotel has been rated poorly by some customers with regard to its customer service. This is because of their negative experiences encountered in the hotel. For example, there has been complaints regarding the smell in the room, which is not immediately taken care of (www.tripadvisor.com, 2023). In the food and dining area, if the customers face any issue and report to any staff, he/she in turn wait for the supervisor to act. Sometimes, the delay in resolving customer issues leave the customers in the irritable and distressed state. During night, mostly there is no one in the reception area, which means there is no one to register complaint in case of any issue faced by the customers (www.agoda.com, 2019). 
High operational costs: The high attrition rate of employees has resulted in continuously hiring new employees, which in turn results in incurring costs in their training and development (Cage, 2022). The operation costs are also higher due to the requirement of keeping a high number of cleaning and hourly staff as the hotel is 90% occupied most of the time. 
Communication barrier: Even though the hotel has great amenities and remains 90% occupied most of time, most of its front-end staff face difficulties in speaking English (Romeyn, 2022). Since the hotel has mostly international customers, this issue creates a negative vibe amongst the customers as their issues or needs are not taken care of on time. There have been complaints that the even the staff in the reception area during nights are mostly inexperienced ones, who have language barriers.
[bookmark: _Hlk167296113]Not so pleasing decor: There have been complaints regarding the use of worn-out carpet in some lobby areas of the hotel. Even the decor has not been refurbished since its launched (www.tripadvisor.com, 2023). The young customers often get attracted with the innovated and modern look of the hotel in terms of light, colour, layout, bedding and decor. 
Poor food services: Even though the high-class dishes are offered in the restaurants, bars and lounges of the hotel in Hanoi, the food service is not as per the hotel standards. It is reported that the vegetables, such as cabbage, are not washed properly while preparing food and the cabbage is made in Hanoi using certain chemicals (www.agoda.com, 2019). So, proper washing and cleaning is very important. It is believed that the attitude of staff towards food resembles how the customers are treated. There is no proper supervision done by senior staff members to know what is happening in the kitchen area. 
These issues would be further analysed in depth using the PESTEL, SWOT and TWOS analysis.
PESTEL Analysis
The PESTEL analysis of this property includes the following factors:
	Political
	Economic
	Social
	Technology
	Environmental
	Legal

	· Vietnam has a politically stable Government and financial system.
· It is ranked highly in ASEAN countries.
· Its Labour Law equally treats all people in the country.
	· It is economically very stable.
· The interest rate is very low for businesses.
· The GDP per capita is also high.
	· The population lacks skilled, experienced and trained workers.
	· Its good financial system helps it to invest heavily in the R&D area.
	· The high pollution levels in the country prevents new international businesses. However, the favourable for businesses to sustain.
	· Business and people-friendly policies offered by the Government.


Figure 1
The PESTEL analysis reveals that Vietnam has a politically stable Government due to the success of the Communist party in Governance. It also has a stable financial system and is even considered as a safe country to live in. It has been placed in the 4th rank in ASEAN countries (international.groupecreditagricole.com, 2024). It is also placed in the 60th position globally. The Government has the policy to promote tourism in the country to make it economically strong. Its Labour Law provides equal treatment to both the local citizens and the foreign nationals (Bui, et al., 2022). So, for this, it ensures that the country maintain safety, security and law and order situations for the locals as well as the tourists. These factors have helped the hotel industry, including J.W. Marriott hotel, to grow and expand in the country.
In the year 2023, Vietnam has been ranked as the 35th largest global economy with a GDP scale of US$430 billion (international.groupecreditagricole.com, 2024). According to the report published by The World Bank Group in the year 2020, the country has managed to pull out a remarkable number of people i.e. around 45 million people between the year 2002 to 2018 from poverty. So, the economic prospects of the country are very sturdy and optimistic in the next few years. Tourism plays a critical role towards its economic development and is expected to substantially grow in future due to the strong political and economic conditions of the country (Nguyen, 2019). The strong economy has a positive impact on the hospitality sector, including the J.W. Marriott hotel.
According to the report of Vietnamnet Bridge published in the year 2016, Vietnam faces a shortfall of skilled, experienced and trained workers in spite of having a significant population (Manning, 2010). Only 4.9% of the population has undergone appropriate and adequate vocational training as required by the hospitality industry. There is another statistic published by General Statistics Office in the year 2020, which states that tourism or hospitality careers are not the preferred choice for the local people in the country (Tung, 2020). This leads to the scarcity of trained skilled workers in this sector. According to this report, around 24.1% out of 54.82 million population is the skilled labour force. On the other hand, the remaining 76% population does not receive any type of vocational training suited for this sector. Even in J.W. Marriott hotel, there is a mixture of skilled and unskilled work force.
In the technological front, Vietnam has been continuously striving for the Government initiatives to invest heavily in the R&D field to promote the start-up and international investment culture, along with maintaining a low cost and knowledgeable workforce (Tung & Lin, 2024). Due to this, it has been ranked as the 8th largest IT service provider in the world. The relocation of manufacturing units in Vietnam due to international-business friendly policies of the Government, the competition for skilled workforce is significantly improving. The technologies used in this sector and the hotel, such as J.W. Marriott, are the Wi-fi and smart apps to allow customers to easily get the room key in the phone and access to meeting room virtually (marriott.com, 2024). 
The high consumption of natural resources and high pollution levels in the country poses severe threat to the environment condition of the country (Ortmann, 2018). Even the use of non-sustainable products in the hospitality industry has been proved to be challenging for the environment. However, the tropical weather throughout the year maintains the temperature ranging from 14-23 degrees, which attracts the tourists in the country (London, 2022). This climatic condition is also very suitable for the growth of agriculture in the country. Due to this type of climatic conditions, J.W. Marriott has high occupancy rate throughout the year.
The legal policies of the country allow the international businesses to make direct or indirect investments in the country and trade easily (Nguyen, et al., 2021). Even the simple legal procedures have made the businesses in the country including the J.W. Marriott hotel to have minimum liabilities. 
SWOT Analysis
The SWOT analysis of this property includes the following factors:
	Strengths
	Weaknesses
	Opportunities
	Threats

	· Good reputation
· Strong global presence
· Good corporate culture
· Good HRP policy
	· Lack of skilled workforce
· Lack of good leadership skills
	· To grow its customer base
· TO attract new and existing customers through effective promotional strategies
	· The recent merger caused insecurity, dissatisfaction and demotivation amongst the employees
· The data leak in the merger company resulted in loss of customers’ trust.


Figure 2
The SWOT analysis reveals that J.W. Mariott hotel in Hanoi, Vietnam, holds a very good reputation in the international hospitality market. It also has a very significant global presence, which made it to have a strong distribution network (thebrandhopper.com, 2023). The hotel has a well-developed corporate culture that values customers. It has well-structured training programmes with multi-level training phases, which helps to match the skills of the new trainees or fresh graduates with the corporate culture. Even this social media connection helps the hotel to cost-effectively make its promotional campaigns reach the maximum existing and potential customers (Hudson & Hudson, 2023). The HRM has a good internal promotional policy to motivate and retain employees.
The hotel has certain weaknesses, which affects its growth and development. Its main weakness is the lack of good leadership skills in its senior management, which fails to efficiently utilise the promotional policies to motivate and retain employees (Parker, 2024). This has been reflected in the high attrition rate of the hotel. The senior management even lacks new ideas to attract new and potential customers and retain the existing staff. The number of management staff is very low in the hotel, which results in poor supervision during peak season when the hotel has full occupancy (edrawmax.com, 2024). Even less management staff creates inability of the hotel to provide leadership support to new locations. 
The internet and social media users are increasing worldwide. The hotel has the opportunity to grow its customer base with its mergers and acquisitions and use of latest technologies linked with social media (Tuten, 2020). The customers can be attracted by enhancing its promotional offerings as new and millennial customers are attracted by the customised offers rather than the basic facilities, even if such facilities are of high quality. Even the strong political and economic conditions have resulted in the increase of household income of consumers (Macdonald, 2020). It along with the low interest rates give an opportunity to the hotel brand to expand its base in the country due to its strong financial position.
The hotel’s recent merger with Starwood creates a threat of conflict between the staff of the two hotels due to integration and movement of staff between locations (Dev, 2018). Even the cultural difference between the hotels may leave the staff members unhappy and dissatisfied with the management, resulting in high turnover rate. There is a threat of data leak of the customers of the hotel after the hack of its Starwood database in the year 2018. Recently, the Hilton hotel in Hanoi has undergone expansion and added around 610 rooms (en.vietnamplus.vn, 2017). This may result in the reduction of 90% occupancy of J.W. Marriott and soften its labour requirement. 
TOWS Analysis
The TOWS analysis helps businesses to take advantage of opportunities in the external environment and mitigate the threats to their business (Barth, 2020). The matrix for TOWS analysis of J.W. Marriott, Hanoi, Vietnam is given in the following table (Morrison & Buhalis, 2023):
	
	Internal Strengths
	Internal Weaknesses

	External Opportunities
	· It is referred as the ‘Maxi-Maxi’ strategy.
· The management needs to create enhanced and innovative marketing strategies to increase its social media presence and attract new and young consumers.
· The brand can undergo strategic alliance with another reputed hotel to increase its customer base.
	· It is referred as the ‘Mini-Maxi’ strategy.
· The skills of the new and fresh employees need to be enhanced to prevent language barrier and enhance the communication between the staff and the consumers.
· There should be affective strategy to enhance the leadership skills to motivate and retain employees. The motivated employees tend to increase their productivity and improve the cost and profitability of the business.

	External Threats
	· It is referred as the ‘Maxi-Mini’ strategy.
· The mergers should happen with effective change management strategies to keep the employees motivated.
· The advanced technologies need to be used to protect data leakage of customers and prevent the loss of trust amongst the customers.
	· It is referred as the ‘Mini-Mini’ strategy.
· It needs to have a very effective on-the-job training programmes due to high attrition rate and prevent the real-time loss by giving offline training to the employees.
· The leadership skills of the managers need to be enhanced and improve the management number to supervise the junior staff members effectively and efficiently.


Figure 3

4. [bookmark: _Toc167402054]Recommendation and Change Management
Recommendations
It is necessary for J.W. Mariott to take appropriate measures to resolve the issues it is facing in an effective and efficient manner so that it can remain competitive in the hospitality sector within the host country and in the international market. The recommendations suggested for various issues faced by the hotel are:
Providing favourable environment for the employees: Employees are the critical part of any organisation. If they are demotivated and dissatisfied, the work productivity of the business suffers, which in turn causes the decline of the profitability and growth of the business. In order to motivate employees, J.W. Mariott hotel management at Hanoi can take certain measures (Baron & Armstrong, 2007). For example, the management can offer incentives and rewards for employees who are aligned with the organisation culture, work hard and give their best output. If required, timely promotions can be given to the hard-working and performance-oriented employees to retain them for a long period (Whittington & Molloy, 2005). Such employees are the asset for any organisation and retaining them can even bring positivity in the work culture of the business. The operational cost of retaining the existing employees by enhancing the skills required to improve their performance is much lower than hiring and training the new ones.
Minimise attrition rate: Since there is high attrition rate in the J.W. hotel at Hanoi, Vietnam, the operation costs of the hotel are very high. Even the work productivity is lowered due to inexperienced staff. So, the hotel can adopt certain strategies to minimise the high attrition rate in the hotel (Kipping & Clark, 2012). First of all, the onboarding process of the new employees should be very effective to train them regarding their duties and the organisational culture. The well-trained employees, irrespective of being new or old, tend to make less mistakes and is proactive to learn and improve their skills while on duty (Johnson, et al., 2020). Secondly, the employees need to be provided with competitive compensation as compared to other hotels in the hospitality sector of the country. They can even be offered extra compensation, perks, rewards and recognitions on working for extra hours or more than one shift to accommodate the demand of the peak season or rush in the hotel (Ajufoh, et al., 2023). There should be programmes to provide continuous training to the employees to given them the opportunity to enhance their skills. Such steps will help the employees to remain motivated and satisfied. 
Improve customer service: Customer service is a critical aspect of every facet of a hotel. Even a bad impression with just one guest can lead to bad reputation of the hotel through social media and even word-of-mouth. So, it is important for J.W. Mariott to ensure that its staff members meet or exceed customer expectations to receive repeated customers and improve its brand image (Ko, 2020). For this, the hotel needs to implement certain strategies. For example, the check-in and check-out of customers to and from the hotel needs to be automated (Chinnaraj.T, 2023). The employees need to be made aware about the importance of customers in the growth of the hotel. The customers feedback needs to be seriously analysed and appropriate measures should be taken to resolve the issues, if any, on time. The management needs to ensure that the employees failing to meet customer expectations have to be shifted to the back-office job role instead of continuing performing the customer-centric role. The strong feedback system needs to be implemented to receive feedback from the customers and immediate actions to be taken on their concerns raised to gain trust and loyalty from them (Shetty & S, 2021).
Reduce operational costs: The high attrition rate in the hotel has increased its operational cost. This can be reduced by motivating employees through compensations, recognitions and rewards. The highly motivated and satisfied employees tend to remain associate with the organisation for a long period (Boella & Goss-Turner, 2019). Secondly, the optimisation of labour scheduling and staff training can help reduce operational cost of the hotel. The labour scheduling can be effectively done by forecasting the needs of the staff for different purposes and at different times (Dalton, et al., 2021). Then, cross-training of employees can help the hotel to fit staff with the other staff in case of emergency. The operational costs can also be reduced by using energy efficient light bulbs, such as compact fluorescent or LED, occupancy light sensors and timers on bathroom heat lamps in each room of the hotel (Legrand, et al., 2022). The staff also needs to be trained to switch of all electrical appliances in the empty hotel rooms.
Reduce communication barrier: The hotel management needs to ensure that the employees recruited to work in the hotel at least know how to speak and understand English. There should be appropriate training programmes for the existing staff who lacks English speaking skills (Evans, 2024). This is because most of the customers are the international ones, who does not understand the local language of Vietnam. The management also needs to ensure that the staff attend each and every request of the customers and their demand is fulfilled within the given stipulated time (Kalacas, 2019). 
Not pleasing decor: The J.W. Mariott hotel needs to refurbish its hotel decor and give it a modern look to attract young customers. Since some customers have complaint regarding the smell in room, the staff needs to ensure that the carpet, bedsheets and the curtains are clean before the guests are allowed to check-in to that room (Ottenbacher, et al., 2020). 
Improved food services: The management of the hotel needs to ensure that the chef and other coking staff is monitored by the seniors to ensure the delivery of clean and healthy food. There should be variety of food items in the hotel lounges and other dining areas of the hotel (Friel & Lawrence, 2019). There should also be the feedback log book to record customers’ feedback regarding the food in the hotel (Kenyon, et al., 2020). The issues need to be addressed on the priority basis.  
Change Management
As a change management process, an effective automated reward system integrated with communication and learning needs to be implemented. In this case, the technology can be used to track the real-time performance of the employees and quickly reward or recognise them as soon as the performance goal is achieved (Burnes, 2014). The communication regarding the rewards or recognitions to the respective employees can be sent through mails. This automated system will be used by managers to give timely and consistent feedback to the employees so that they can take appropriate measures to improve their performance. In order to make this process smooth and effective, the management needs to communicate this strategy to the employees, along with mentioning what behaviours will require to be rewarded and how the distribution of rewards will be done (Wilkinson & Redman, 2021). This will help the employees to aim to improve their performance and get recognised for their work. The cost of implementing the automated reward system may increase the operational cost. However, in the long run, the cost of this automation will reduce the cost of resources to monitor the performance of the employees and the even the cost of papers of keeping the physical record of performance. 
In order to reduce attrition and implement effective training programmes for the employees, the management of J.W. Mariott can integrate the training management software in the system. This helps to automate, centralise and streamline many processes in creating, delivering, and tracking employee training programs (Buhalis & Morrison, 2023). This automated system is used to personalize the learning paths of employees, schedule their training, track compliance and certification and even integrate this with the performance management tool. The personalisation or customisation of training programmes helps the management to create training relevant to the jobs and roles of the employees and their specific development needs (Manoharan, et al., 2023). 
The management can implement contactless check-ins and check-outs through online guest management systems, such as Canary (hospitalitytech.com, 2020). This will help the hotel save time and resources of the of its front-end staff to deal with the customers and even allow customer to get the check-in and check-out at their convenience time and place. This helps in the smooth transition and streamline experience to the customers in the hotel. Another strategy is to train the senior management to shadow the front-end staff, such as chef, receptionist and housekeeping, to observe or monitor their day-to-day activities (Everett, et al., 2020). This will help the management to proactively take appropriate measured before the issue is noticed and escalated by the customers. The employees need to undergo appropriate training programmes to handle customers. The employees should listen to the concerns of the customers patiently, show empathy to them and take appropriate actions to solve the concerns on priority (Knight & Conway, 2021). In order to implement a strong feedback system, the hotel management needs to implement an online system where customers can lodge their concerns in case there are not able to contact the front desk at any point of time. This online system will record the customer concerns and also give an opportunity to the hotel to ensure that each and every issue of the customer is taken care of. The satisfied customers become trustworthy and loyal. However, the distressed customers provide negative reviews in the social media platforms and in the hotel booking websites, such as Google or Tripadvisor (Dixit, et al., 2021). 
The change management process to refurbish the hotel can be done keeping in mind the latest trend in the hospitality industry and the demand of the people. In the long run, the hotel can add rooms in the hotel to accommodate occupancy of people in a comfortable manner. This is because the hotel is almost 90% full most of the time of the year (Geada & Anunciacao, 2021). However, increasing rooms means more resources, which will in turn increase the operational cost. For this, the hotel can use Artificial Intelligence (AI) technologies, such as robots at some customer touch points to do daily activities, which can include guiding the customers to the hotel room or other parts of the hotel, carrying luggage, cleaning, operating lifts and delivering meals or drinks (Webster & Ivanov, 2019). This type of automated system can have one-time investment, but start making profits in future. The hotel management can even take measures to make the environment sustainable by taking measures, such as using energy-saving LED lights and switching to glass bottles (MacLean, 2019). 
5. [bookmark: _Toc167402055]Action Plan

	Number
	Problem
	Solution 
	Desired Outcome 
	Time scale
	Completion Date 
	Planned Budget  

	1
	Staff working for long shifts
	· There should be the implementation of effective labour scheduling system to plan the working hours of the staff. In case the staff members have to work for long hours, each additional hour should be associated with extra pay.
· Hire new staff to accommodate the demand of long shifts.
	· The staff members will remain motivated and not complain of long working shifts.
· Hiring of new staff will lower the workload on the existing staff and this will help in minimizing the high attrition rate.
	· 3 months
	31st August, 2024
	£2000

	2
	High attrition rate
	An effective reward and recognition need to be implemented centrally to appreciate the good performance of the staff members and immediately reward them is they achieve their performance goal.
	The helps the staff members to feel motivated and valued and they remain associated with the hotel for a long period.
	4 months

	30th September, 2024
	£8000

	3
	Delay in resolving customer concerns
	Online customer feedback system needs to be implemented to record customer concerns and resolve it in the quickest possible turnaround time.
	The customers will be happy and satisfied and most likely will provide positive review regarding the hotel.
	2 months
	31st July, 2024
	£3000

	4
	There is communication barrier with the customers as most new staff of trainees do not speak or understand English well
	Appropriate training to be provided to existing staff to enhance their speaking English skills. Also, the HRM policy should be to have English as the mandatory skill for any new staff.
	The customers will be able to communicate well with the staff without any hurdles and get their work done. This will keep them satisfied with the hotel staff.
	3 months

	31st August, 2024
	£1500

	5
	Food department is not effectively supervised
	The management needs to hire experienced people or allocate the existing senior staff members as supervisors to monitor the working process of the food department, especially in the kitchen,
	Such initiative will help to keep a check on the food quality served to the customers. Any bad impression regarding food quality can damage its brand image and reputation.
	2 months

	31st July, 2024
	£2000

	6
	Old/Not pleasing décor at some places of the hotel
	The hotel needs to get refurbished to replace the worn-out items and give a slight modern look through innovative ideas
	Young consumers will get attracted with the new and innovative look
	6 months
	30th November, 2024
	£150000

	7
	Smelly rooms
	The rooms need to be thoroughly cleaned and any items causing smell in the room needs to be changed.
	The clean rooms of any hotel leave a good impression in the minds of the customers and they feel satisfied with their stay.
	1 month
	30th June, 2024
	£5000

	8
	Check-in and Check-out not smooth
	The online check-in and check-out system needs to be implemented to enable
 customers to save the time and use this to move in or out of the hotel conveniently.
	The customers save time as they do not have to wait in the front desk to get the check-in and check-out process done.
	3 months
	31st August, 2024
	£5000


Figure 4
6. [bookmark: _Toc167402056]Conclusion
It is concluded that the hospitability industry not only benefits the consumers but the economy of the country as well. It provides accommodation, food and beverages, event planning, meetings and party packages to the consumers. J.W. Marriott is an American luxury brand, which has its presence in around 35 countries and territories. There are 100 hotels opened in these locations. One such location is Hanoi, Vietnam where J.W. Marriott is located in Tu Lien District, adjacent to Vietnam National Convention Center. The hotel has world-class amenities, such as spa, swimming pool, 24-hr fitness center, live jazz in club and renowned diners. The hotel enjoys almost 90% accommodation throughput the year. 
There have been many issues faced by the hotel, which is significantly affecting its profit, revenue and even brand image. Some of these issues are stressful environment for the employees where they have to work for long shifts and hours without being compensated for the extra amount of work done and higher attrition rate due to dissatisfied employees, poor customer service in terms of delayed resolution of customer issues, smelly rooms and inadequate staff in the reception area during night. The other issues are high operational costs due to continuous hiring of new employees. Most of these new employees are unable to speak English well, which results in their having communication barrier with the customers. There also has been décor issues, such as worn-out carpets, and even poor food services have been reported by the customers. These issues were further analysed using PESTEL, SWOT and TOWS analysis done by the ABC Consultancy firm. 
There have been suggestions to resolve these issues and through recommendations and change management strategies. For example, the employees need to be compensated for the additional work they are doing. Even there should be online reward system connected with their performance so that they automatically receive rewards on accomplishing their performance goal. The supervisors can monitor the performance progress of their staff and guide them accordingly. The management needs to provide adequate and appropriate training programmes to the employees to overcome their weaknesses, such as language issue in communicating with the customers and handling customers them. The hotel processes need to be integrated with certain automated systems, such as centralised and online applications to check-in and check-out the hotel and labour scheduling. Along with these automation processes, the management can also introduce robots in the hotel at various touchpoints of the customers, such as at reception, corridor, dining areas, lobbies and entertainment centers. These robots can guide the customers to their rooms or different parts of the hotel and even help in delivering them food and doing room services. All these resolution initiatives will help the hotel to boost the morale of the employees and even make the customers happy and satisfied.
Based on the resolutions, the action plans are devised for the J.W. hotel at Hanoi, Vietnam to attach a specific time period and budget with the resolutions, so that the hotel management can plan and prioritize them accordingly. 
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