[image: ]








Audit


BMBM6016

Chloe Jones 

1901556

Lisa Knight



[image: A picture containing text

Description automatically generated]	










Content Page

Executive Summary …………………………………………………………………… 3
    Introduction………………………….........................................................……. 4
Main Findings …..........................................................................………..… 5 - 9
    Recommendations …………………..………………………............................ 10
  Conclusion …...........................................…............................………………….. 11
   References ………………………………..........................…………………… 12 - 13
 
























Executive Summary 

To summarise this report, it shows that there are several factors that the business must consider with their operations and that in some situations, there are conditions that are out of their hands. The Marriott hotel managed to come out of the COVID-19 pandemic relatively comfortably in comparison to others but that does not mean that they should become complacent.





























Introduction

This report has been requested by the manager of the Marriott Hotel in response to the COVID-19 pandemic and how it has been impacted as a result. The COVID-19 pandemic is also called the coronavirus pandemic which has been ongoing for two years. COVID-19 is an infectious disease caused by SARS-CoV-2 virus and the main symptoms include a high temperature, a new continuous cough, and a change or loss to sense of smell or taste (WHO, 2022). The COVID-19 greatly impacted on the Hospitality sector because hotels, bars, and clubs were not able to open during the pandemic, and due to this people lost jobs and businesses struggled severely during this time. The chosen hotel that will be discussed in this report will be the Marriott Hotel, and it’s an international hotel business; one of the largest hotel chains in the world. 



















Main Findings

The Marriott International was founded in 1927 in Washington, D.C, in the United States of America, and they first officially ventured into the hotel sector by opening their first hotel, the Twin Bridges Marriott Motor Hotel, based in Arlington, Virginia (Marriott on the Move, 2022). As a massive brand leader in the hospitality sector, the Marriott International is comprises of 30 brands with a total of 7,000 plus properties which are located across a massive 131 countries around the world; 3,600 of which are stated to be hotels (2022). 

As a result of the COVID-19 pandemic, the Hospitality sector was impacted on an unprecedented level during the two years that it was at its peak, and hotels have been one of the elements which have been the most impacted throughout the pandemic around the world. For most parts of the world, the COVID-19 pandemic has entered a recovery period or, endemic and in the UK, things are gradually starting to return to normality after a long two years of struggling through the COVID-19 pandemic. According to The Guardian (2020) it states, “The UK hotel industry could take up to four years to return to its levels of business that it was in 2019, and so it’s not expected to revive until 2024 in London, and then 2023 across the rest of the UK” and this is an a example that COVID-19 has had a massive impact on hotels around the UK as they have lost out on a lot of money from customers and consumers. 
Additionally, suppliers of the hotels were also impacted during this time and this has further prolonged the dismay and uncertainty for many businesses within the hospitality sector, with COVID being one of the main causes of this due it causing the economies of many different countries to come out of lockdown at different stages; resulting in a “glut in containers” meaning that storage was being taken up due to containers and shipments taking time to process and there being a backlog or congestion of trade (British Ports Association, 2021; UK Hospitality, 2020). 

However, there is been data which has been shown from HM Revenue and Customs (HMRC) that in April 2020 just under 1,650,000 employees worked within the hospitality sector were on furlough for a while as the sector was falling with only just 590,000 employees towards the end of May 2021 (Coronavirus and its impact on UK hospitality - Office for National Statistics, 2022). 

On the other hand, the UK Government implemented the Eat Out to Help Out scheme to incentivise people and draw them back into the Hospitality sector to provide a cash injection to the sector and aid it in providing some relief (UK Government, 2020). The scheme, which ran from the 3rd of August to the 31st August, provided diners with a 50% discount on food and non-alcoholic drinks, however many times as they wished during this period. The scheme was run on Monday, Tuesday and Wednesday but on these days, people were encouraged to take advantage and use it as much as possible. London School of Economics (2021) found that businesses claimed a total of £849 million through the Eat Out to Help Out (EOTHO) scheme, providing a much-needed financial package to businesses while also granting diners the opportunity to visit their favourite places while meeting friends and family with a sense of normality (BBC, 2020). 

Despite this, there were criticisms of the scheme.  Several news articles (The Guardian, 2020; BBC, 2020) found that the scheme may have contributed to numerous COVID clusters during the scheme and in addition to this, the scheme itself contributed to the promotion of binge eating and raised concerns regarding obesity.  It is evident that consumers took advantage of this scheme and that both diners and businesses benefited during this difficult period of high uncertainty. 

SWOT Analysis 

	Strengths 
· Market Leadership 
· Devoted Customers
· Global Authority
· Brilliant Reputation 
· Positive Feedback 

	Weaknesses 
· Being too Strict
· Bad Positioning 
· Negative Feedback 
· Bad Marketing and Advertising 
· Bad Data Protection 

	Opportunities 
· Expanding the Business
· Emerging Economies
· Customer Base Growth 
	Threats
· COVID-19 Pandemic 
· Risk of Terror Attacks 
· Hard Competition



Examining the SWOT analysis for the Marriott Hotel, it shows that for its strengths, it boasts a strong market leadership because it’s the largest international hotel chain, and it has so many brands encompassed within it and hotels across the world. It’s known for having devoted customers because they make certain to always prioritise their customers and they are the most loyal. It also has great global authority as they operate in over 131 countries, and they have a great reputation as they have had such brilliant and positive feedback form their customers and consumers from all around the world. 

For their weaknesses, the employees at the Marriott can be too strict. This can lead to success in a business due to maintaining the high standards that the Marriott Hotel is known for however, they do not want to be strict in a way that compromises the wellbeing of their employees. A weakness could be the business having bad positioning as they are a family focused business. The Marriott hotel has negative feedback as does very business because not every person that has visited the brands has positive feedback, this is normal to have for a business. For the Marriott hotel they need to have good advertising and marketing for their brands since if they don’t then this could lead to bad reputation and a decrease in the hotels sales and revenue. Data protection is an important part of the business as it’s all the data that is stored within a business, and it can be a weakness as data can be leaked and the Marriott hotel can fail to protect their data. 

Regards to the Marriott’s opportunities they can do this by expanding the business further, and possibly expanding the brands that they already have internationally. They could demand higher services when developing and expanding their brands, but this can provide a lot of opportunity for the Marriott hotels. With their customers base already being substantial and remarkable, the business can have a chance to grow their customer base even further. 

Looking at the threats on the SWOT analysis a massive threat towards the Marriott would be the COVID-19 global pandemic because it has had a massive impact on the hospitality sector, as it stopped people from travelling to the places and to the hotel. If someone is isolating inside the hotel the room would have to be deep cleaned when they leave to remove any trace of COVID-19 but also the business, then has to decide whether they charge the individual. 

Pestle Analysis


	Political 
· Political Climate
· Terrorism 
· Military Conflict 
	Economic 
· Stock Market
· Debt Crisis 
· Ability to Travel 
· High Exchange

	Social 
· Population Growth 
· Population Age
· Lifestyle Factors
· Demographic Influence

	Technological 
· Online Rental Services i.e., Airbnb
· Technological change
· Level of Innovation


	Legal 
· Violating Laws
· Not Paying Lodging Taxes
· Higher Labour Costs
· Service Reductions
	Environmental 
· Fuel Prices 
· Increased Electricity Costs
· Climate Change
· Increased Temperatures due to Global Warming




















Looking at the PESTLE Analysis and the political element, the current conflict with Russia and Ukraine encompasses all three aforementioned points. If there are Marriott hotels located within Russia or Ukraine then the ones within Ukraine are at risk of destruction or damage, and the staff members are also at risk, and in Russia they could follow the sanctions that have been issued like McDonald’s and other branded shops that have been shut down (CNN, 2022). Looking at the economic issues the Marriott hotel could have a stock collapse because of individuals not being able to travel to the hotels due to COVID-19. The social side would be the population growth and age because the people that are getting older will help the business to increase its sales by offering luxury resorts, or packages tours. A technological side would be online rental services such as Airbnb’s due to the changing traditions and requirements of hotel guests with the possibility of another wave of COVID-19 they could potentially have a threat to hotels themselves and their ability to remain open for a long period of time. A good think about the technological factor would be that due to COVID-19 it would be good for the Marriott hotel to have contactless payments and other processes. Looking at the legal factor the hotel could have people violating their laws or employees also, and for the environmental factor fuel prices could go up and then customers wouldn’t be able to travel to the hotels, also increased global warming could have a massive impact on the hotels because it could mean closing ski resorts as there is no snow or ice, or due to some beach resorts being too hot that’s it’s too uncomfortable.

Michael Porter’s Five Forces

Looking at Michael Porter’s five forces for the Marriott hotel it shows that the threats of new entrants would be by innovating brand new products or services, and their bargaining power of suppliers would benefit them by building efficient supply chains with multiple suppliers. Their bargaining power of suppliers would increase if they were to build a large base of customers and rapidly innovate new products. The threats of substitute products or services could improve if the Marriott was service oriented, and if they were increasing the switching costs of the customers. With the rivalry among the existing competitors the business will have to think about building a sustainable differentiation and collaborating with competitors to increase the market size. 


Recommendations
Regarding recommendations for the Marriott Hotel, the COVID-19 pandemic was an unprecedented and unpredictable situation that nobody foresaw and as a result, it caught the world completely unawares to the situation. Furthermore, the Marriott Hotel appears to be one of the businesses that seem to have come out of the pandemic on the better side as they are still functioning with relative ease in comparison to some other businesses; some of which have ceased trading entirely. 

However, it would be in the best interest of the Marriott Hotel to consider the information highlighted within the SWAT and PESTLE and perhaps, these are things that could be conducted in a regular basis so that the company can regularly review the threats that are facing as these are ever-changing along with other opportunities that may have presented themselves since they last conducted a SWOT. In addition to this, this would allow the marketing department to identify what their strengths and weaknesses are and, since the last SWOT, if they have managed to adapt and change any of their identified weakness and turn them into strengths instead. 

Along with this, the PESTLE allows them to take a broader view of things so that they can consider factors that are out of their hands so they may be able to create some form of contingency for certain situations. The situation between Ukraine and Russia, much like COVID-19 caught many people by surprise and there was not a great deal that could have been done to prepare for such situations. However, certain situations can be monitored, and a PESTLE allows the Marriott to consider wider political issues and how these in turn can impact on economic, technological and social changes that may impact on the company. 









Conclusion

To conclude this report, it shows that there are several factors that the business must consider with their operations and that in some situations, there are conditions that are out of their hands and as a result, they must do their best to adapt to this in order to stay operating as a business. The Marriott Hotel is one of few businesses that managed to come out of the COVID-19 pandemic relatively comfortably in comparison to others but that does not mean that they should become complacent. 


























References 

Who.int. 2022. Coronavirus. [online] Available at: <https://www.who.int/health-topics/coronavirus#tab=tab_1> [Accessed 12 March 2022].

Blogs.marriott.com. 2022. Celebrating Twin Bridges' Anniversary - Marriott on the Move. [online] Available at: <https://www.blogs.marriott.com/marriott-on-the-move/2019/01/celebrating-twin-bridges-anniversary.html> [Accessed 12 March 2022].

2022. [online] Available at: <https://www.marriott.com/about/culture-and-values/history.mi> [Accessed 12 March 2022].

Ons.gov.uk. 2022. Coronavirus and its impact on UK hospitality - Office for National Statistics. [online] Available at: <https://www.ons.gov.uk/businessindustryandtrade/business/activitysizeandlocation/articles/coronavirusanditsimpactonukhospitality/january2020tojune2021> [Accessed 12 March 2022].

the Guardian. 2022. Covid-hit UK hotels unlikely to recover for four years, says PwC. [online] Available at: <https://www.theguardian.com/business/2020/oct/27/covid-hit-uk-hotels-unlikely-to-recover-for-four-years-says-pwc> [Accessed 12 March 2022].

2022. [online] Available at: <https://www.ukhospitality.org.uk/blogpost/1721400/357732/The-Impact-of-COVID-19-on-your-Hospitality-Supply-Chain> [Accessed 12 March 2022].


British Ports Association. 2022. Supply Chain Issues - British Ports Association. [online] Available at: <https://www.britishports.org.uk/global-congestion/> [Accessed 12 March 2022].


GOV.UK. 2022. [Withdrawn] Get a discount with the Eat Out to Help Out Scheme. [online] Available at: <https://www.gov.uk/guidance/get-a-discount-with-the-eat-out-to-help-out-scheme> [Accessed 12 March 2022].

Science, L., 2022. Eat Out to Help Out scheme had a. [online] London School of Economics and Political Science. Available at: <https://www.lse.ac.uk/News/Latest-news-from-LSE/2021/b-Feb-21/Eat-Out-to-Help-Out-scheme-had-a-limited-effect-on-the-UK%27s-restaurants-and-cafes> [Accessed 12 March 2022].

 BBC News. 2022. Eat Out to Help Out: Diners claim 100 million meals in August. [online] Available at: <https://www.bbc.co.uk/news/business-54015221> [Accessed 12 March 2022].

the Guardian. 2022. 'Eat out to help out' may have caused sixth of Covid clusters over summer. [online] Available at: <https://www.theguardian.com/business/2020/oct/30/treasury-rejects-theory-eat-out-to-help-out-caused-rise-in-covid> [Accessed 12 March 2022].

Danielle Wiener-Bronner, C., 2022. McDonald's, Starbucks and Coca-Cola leave Russia. [online] CNN. Available at: <https://edition.cnn.com/2022/03/08/business/mcdonalds-pepsi-coke-russia/index.html> [Accessed 12 March 2022].

Business Strategy Hub. 2022. Marriott SWOT Analysis. [online] Available at: <https://bstrategyhub.com/marriot-swot-analysis/> [Accessed 12 March 2022].

Contributor, P., 2022. PESTLE Analysis of Marriott International. [online] PESTLE Analysis. Available at: <https://pestleanalysis.com/pestle-analysis-of-marriott/> [Accessed 13 March 2022].









image1.png
Prifysgol Cymru
Y Drindod Dewi Sant

University of Wales
Trinity Saint David




