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[bookmark: _Toc128169567]Executive Summary 
The Cardiff Marriott Hotel, which is owned by Marriott International, is a luxurious hotel with 205 guest rooms and suites and a variety of amenities and services for both leisure and business travellers (marriott.com, 2023). It is situated in Cardiff City Centre, Wales. The hotel has struggled with issues such as high employee turnover rates, low morale and difficulty locating and retaining skilled workers, which has led to inconsistent service quality and the handling of customer feedback. The success of the hotel has been greatly influenced by effective departmental coordination, staff, guest, and stakeholder relations, as well as the incorporation of new technology and the updating of outdated systems to accommodate guests (Latif et al., 2020). The Front Desk Department of Cardiff Marriott after the Restaurant was rebranded and taken over by BROWNS, has now the GRAB AND GO and the Executive Lounge Room, because of the employees resigning or being reoriented to other departments. Some employees from Food and Beverages Department and from Kitchen Department had to accept new employment contracts with Browns. To reduce staff turnover, Front Desk Department provided periodic training, incentives based on performance and benefits packages for the staff. The hotel must concentrate on enhancing its operational division, online presence, events and conferences, loyalty programs, corporate partnerships, and customer experience if it is to increase revenue and customer satisfaction in the face of fierce competition within its operating area. The Front Desk division can enhance its performance through employee retention programs, rewards, customer satisfaction surveys, brand identity and employee training and development (González-Mansilla et al., 2019). The management can target the market for events and conferences by increasing its online visibility and social media presence, offering meeting and event spaces, and providing custom packages for corporate clients, with special rates for accommodation. Political, economic, sociocultural, technological, legal, and environmental factors all have an impact on the environment in which the Cardiff Marriott Hotel operates. The operations, financial performance and reputation of the hotel may all be affected by changes to these variables. The reputation of the Marriott International brand and the hotel's strategic location in Cardiff work in its favour (Bruns-Smith et al., 2015). The hotel must contend with fluctuating tourist demand while also trying to stand out in a crowded market. The hotel has the chance to enhance its amenities and apply cutting-edge technology to enhance the experience of its visitors. However, external crises like the economy's downturn and public health issues also pose a threat to the hotel. The hotel must continue to be flexible and agile in order to succeed in this dynamic environment (Kaur, 2017). Additionally, introducing a loyalty program, working with nearby businesses and organizations, creating exclusive offers and promotions, and enhancing every aspect of the guest experience can bring in more visitors, broaden the clientele and boost sales. Front Desk overhaul of the front-line division at the Cardiff Marriott Hotel has resulted in both advantages and disadvantages (Krizanova et al., 2019). Regular employee training and rebranding initiatives have the potential to boost productivity, attract more clients and boost profitability, but there has also been a marked rise in employee turnover and resistance to change. It is advised that the company organize team-building exercises, implement an employee feedback system, offer opportunities for career advancement and growth, and pay competitive salaries and benefits packages to address the low employee morale and high staff turnover (De Pelsmacker et al., 2018). By forming alliances, coming up with promotional packages and incorporating customer feedback, the company's subpar marketing can be improved. By implementing digital technology such us mobile check-in and electronical signature on arrival, spending money on employee training for new technology and upgrading the technological infrastructure, poor technological conditions can be improved. It is advised that the company creates a unique selling proposition, carries out routine market research and evaluates its pricing strategy to enhance its competitive strategy. The Cardiff Marriott Hotel can implement these suggestions to enhance overall performance, boost client satisfaction and keep a competitive edge in the market.
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[bookmark: _Toc128169568]Introduction 
This is a consultancy report which will be prepared based on the given problems and scenario of the Cardiff Marriott Hotel Front Desk Department. The staff turnover affected the department operation and performance. Employees were not working like in the past and facing major issues. Increased turnover, higher competition, lower customer satisfaction and improper marketing activities are some problems currently faced by the company. Managers need to find ways to boost their employees’ self-efficacy and motivation to learn before effective learning can occur. As part of jo-site learning, Cardiff Marriott Hotel can introduce job rotations. This broadens one’s experiences and knowledge of overall hotel operations. E.g., in the Front Office Department, an employee can be rotated to the roles of concierge, front desk, porter. So, this consultancy report will try to address all issues of the company. The Front Desk Department of the company will be the main centre of the analysis. However, this consultancy report will also address other issues of the company. To address other issues of the company, this report will use strategic tools such as PESTLE and SWOT analysis. These tools will allow the author to identify the issues of the company (Olson et al., 2021). The application of these tools will help to identify the external and internal conditions of the company. With the application of the TOWS analysis tool, this report will present some strategic directions of the company. The purpose of the report is to address and suggest effective solutions for the management of Cardiff Marriott Hotel. As changes are common issues in businesses, this report will help the management of Cardiff Marriott Hotel to bring and adapt to changes that happened within the company. General suggestions as well as specific directions will be presented with the application of an action plan table. This consultancy report will also present the financial implications for the company to bring changes to the specific department as well as to the overall organisation (Buttrick, 2009). This report expects to meet the expectation of Cardiff Marriott Hotel by solving the issues raised within the department as well as within the organisation.

[bookmark: _Toc128169569]Scope And Analysis 
Located in Cardiff, Wales, the Cardiff Marriott Hotel is a high-end hotel. One of the biggest hotel chains in the world, Marriott International, Inc., is the owner. The hotel provides both leisure and business travellers with 205 guest rooms and suites as well as a variety of amenities and services (marriott.com, 2023). A variety of dining options are available at the hotel, including the Browns Restaurant, which serves modern Welsh cuisine, the Chats Bar, which serves a variety of cocktails and small plates and the Brew Bar Lounge, which offers coffee and snacks. The hotel also offers its visitors a fitness centre. The Cardiff Marriott Hotel provides a variety of meeting and event facilities for business travellers, including 9 meeting rooms and a ballroom that can accommodate up to 400 people (ft.com, 2023). Additionally, the hotel offers business services like printing, copying, and faxing. Overall, the Cardiff Marriott Hotel provides visitors to the energetic city of Cardiff with a high-end experience. The hospitality industry requires a lot of labour and hotels rely heavily on their staff to give customers a high-quality experience. The Cardiff Marriott Hotel has in the past struggled with issues like high employee turnover rates, low morale, or trouble finding and keeping skilled workers. 
The company has built a strong reputation in the competitive hotel industry. The guest experience is essential to a hotel's success. The Cardiff Marriott Hotel had trouble delivering dependable, high-quality service or effectively handling customer complaints or feedback. Effective communication and coordination to operate effectively are key factors for the hotel. The Cardiff Marriott Hotel had trouble effectively coordinating tasks between various departments or interacting with staff, visitors and outside stakeholders (bbc.com, 2023). In order to stay competitive, hotels must keep up with new developments and effectively implement technology. Technology is becoming more and more important to the hotel industry. The Cardiff Marriott Hotel previously had trouble integrating new technologies or modernising existing systems to accommodate visitors. The Cardiff Marriott Hotel has in the past struggled with maintenance problems or out-of-date facilities that have a negative impact on visitor experiences (Hospitality Consulting,1996). The Cardiff Marriott Hotel enhanced its reputation by giving guests outstanding service. This required educating staff to be approachable and helpful, handling customer complaints quickly and effectively and going above and beyond to ensure visitors have a positive experience (marriott.com, 2023). To offer guests special opportunities and experiences, the Cardiff Marriott Hotel developed partnerships with neighbourhood businesses, organisations and attractions. This enhanced the hotel's reputation as a desirable destination and helped set it apart from its rivals. Travellers are becoming more and more concerned about environmental issues, so accommodations that place a high priority on sustainability can gain favour with green-minded visitors. The Cardiff Marriott Hotel adopted eco-friendly practices like lowering energy usage, utilising renewable resources, and cutting back on waste.
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Political factors: Politics can have an impact on the Cardiff Marriott Hotel in several ways, including changes to laws and regulations, global relations, economic policy and environmental policy. The operations, stability of the finances and reputation of the hotel may be impacted by these factors (Rutherford, 2021). Events like Brexit and the war between Russia and Ukraine negatively affected the operation of the Cardiff Marriott Hotel.
Economic factors: The Cardiff Marriott Hotel may be impacted by economic factors such as changes in consumer spending habits, inflation, and variations in currency exchange rates. Changes in interest rates and global and UK economic growth rates may also have an impact on the hotel's financial performance (Supanti et al., 2015). For example, the covid-19 affected the economic activities of the country as well as the hotel industry. 
Sociocultural factors: The sociocultural aspects of the Cardiff Marriott Hotel, such as shifting demographics, fashion trends and cultural values, may have an impact. The target market for the hotel, guest preferences and the kinds of services and amenities the hotel should provide to stay competitive can all be influenced by these factors (Filimonau et al., 2020).
Technological factors: Technology-related factors, such as modifications to communication technologies, customer preferences for online experiences and fresh advancements in hotel management systems, may have an impact on the Cardiff Marriott Hotel (Chan et al., 2020). To stay competitive and satisfy guest expectations, the hotel might need to make an investment in new technologies.
Legal factors: The operations and financial performance of the Cardiff Marriott Hotel may be impacted by legal considerations like labour laws, health and safety regulations and data protection laws. To avoid fines and preserve its reputation, the hotel may need to abide by new rules and laws (Baltes, 2015).
Environmental factors: Climate change and sustainability issues, for example, can have an impact on the operations and reputation of the Cardiff Marriott Hotel. To appeal to guests who care about the environment and comply with laws, the hotel may need to implement eco-friendly procedures and lower its carbon footprint (Chan et al., 2018).
[image: A picture containing indoor, ceiling, floor, building

Description automatically generated][image: A group of cupcakes with white frosting and a sign

Description automatically generated with medium confidence][image: ][image: A picture containing indoor

Description automatically generated]

[bookmark: _Toc128169571]SWOT Analysis
Strengths: The Cardiff Marriott Hotel benefits from the Marriott International brand's solid reputation and recognition in the hospitality sector. The hotel's central location in Cardiff, a well-liked tourist destination in Wales, appeals to visitors who want to explore the city (Prajogo, 2016). The hotel has a few features that appeal to both leisure and business travellers, such as a fitness centre, Executive Lounge Room, meeting and event spaces and a refurbished and rebranded restaurant.
Weaknesses: The Cardiff Marriott Hotel is one of many hotels in the area, so it may be difficult for it to stand out in the crowded market. The demand for tourism may fluctuate depending on outside factors like seasonal changes, global events, or health crises like Covid-19, which could affect the hotel's revenue (marriott.com, 2023). For guests who have cars, the hotel's limited on-site parking can be a problem and may have an impact on their trip. The hotel has only 140 parking spaces and a capacity of 2 meters high, which is a problem for taller vans. Carparking cannot be prebooked, first come first served, which is a disadvantage for the guests, especially when there are events in the city.
Opportunities: To draw in more guests, the hotel might think about enhancing its in-room amenities or adding new leisure activities to its menu. The hotel may investigate ways to broaden its clientele and appeal to groups like business travellers or families with young children (ft.com, 2023). To improve the guest experience, the hotel can implement cutting-edge technological solutions like mobile check-in, contactless payments, and room automation.
Threats: Recessions, economic downturns and any significant changes in consumer behaviour may have an impact on the hotel. If there are modifications to tax laws or new industry regulations, the hotel may encounter difficulties (Holloway and Humphreys, 2022). The operations and financial stability of the hotel can be negatively affected by external crises like natural disasters, security threats, or health crises like Covid-19.
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Based on the external analysis as well as the internal analysis of Cardiff Marriott Hotel, different aspects of the organisation are marked which can be improved for the development of the overall organisation. As part of the consultancy report, this part of report is presenting some aspects of the company that needs to be improved immediately for ensuring higher success (Hospitality Consulting,1996). Development of these areas within the organisation will improve the success as well as the sustainability of the company in long term. 
Improving the Management Function: To make sure that everyone is pursuing a common goal and is aware of their unique roles and responsibilities, the management of Cardiff Marriott Hotel can set up specific, quantifiable goals and objectives for each department and employee. To manage effectively, communication must be effective (Chen et al., 2014). To make sure that everyone is informed and on the same page, the management of Cardiff Marriott Hotel can set up regular meetings, communication channels and feedback systems. For staff members at all levels, Cardiff Marriott Hotel can offer opportunities for training and development that will improve their skills and knowledge, boost job satisfaction and enhance overall performance. Engaging and satisfying employees depend on fostering a positive workplace culture. To promote teamwork and innovation, the hotel can cultivate a culture of cooperation, respect, and open communication (Holloway and Humphreys, 2022). By implementing feedback mechanisms, customising guest experiences and funding employee training in hospitality and customer service, the management of Cardiff Marriott Hotel can place a greater emphasis on customer satisfaction (Baum and Odgers, 2001). So, to improve management at the Cardiff Marriott Hotel, a dedication to continuous improvement, communication and a focus on both employee and customer satisfaction are required.
Technological Development: A technology audit can point out opportunities for improvement and areas where the hotel is falling behind in the adoption of new technologies. The Cardiff Marriott Hotel can create a technology strategy that outlines the steps necessary to implement new technology solutions and is in line with the goals and objectives of the organisation based on the results of the technology audit (Bowie et al., 2016). The Cardiff Marriott Hotel can set up a technology budget to ensure that the company can afford to implement new technological solutions as they become available and to allocate resources to their development. The technological division of Cardiff Marriott Hotel can promote an innovative culture where staff members are encouraged to propose fresh concepts and solutions and are given the tools and encouragement to put them into practice to promote technological development. The management can make an investment in employee training to make sure that staff members have the abilities and knowledge necessary to effectively use new technological solutions (Kotler et al., 2014). The Cardiff Marriott Hotel can collaborate with technology providers to gain access to cutting-edge technological solutions and to gain from their experience in the creation and application of technology. To make sure that technology solutions are current and useful as well as to keep up with the quickly evolving technology landscape, the hotel can periodically evaluate and update them (Upadhyay et al., 2021). Ensuring that the organisation's technological development calls for a strategic approach, a willingness to spend money on technology solutions and a culture that supports creativity and ongoing development.
Effective Marketing Function: The Cardiff Marriott Hotel's marketing managers can develop a clear marketing strategy that identifies the target market, USP and major distribution channels. They can use data analytics to gauge the success of their marketing campaigns, better understand their customers and spot trends (Burnes, 2014). They can also establish a strong online presence on social media sites to interact with customers, promote deals and highlight their products. The hotel can collaborate with nearby companies to provide joint promotions and packages to draw in more guests. To encourage customers to stay at the hotel again and recommend it to others, marketing managers can design a loyalty program (Gutierrez et al., 2015). The hotel can stand out from rivals by emphasising the customer experience by providing exceptional service, customisation, and amenities. On social media and other platforms, they can work with local influencers to market the hotel and its services. Additionally, they can design a user-friendly website with interesting content, simple navigation and pertinent details about the hotel and its services (Li et al., 2015). The hotel can improve the search engine optimisation of its website content to raise its visibility and position on search engine results pages. Using social media sites like Facebook, Twitter and Instagram, the hotel can interact with customers, share promotions, and highlight its offerings (Kim et al., 2015). To draw in new business and keep current ones, marketing managers of Cardiff Marriott hotel must produce and share interesting, useful content like blog posts, videos and infographics (Rutherford, 2021). To target audiences and increase reservations, the hotel can use paid digital advertising such as Google Ads and Facebook Ads. Without improving the digital marketing as well as the overall marketing function of the company, Cardiff Marriott hotel won’t be able to sustain itself in the competitive environment.
Better Employee Management: From the assessment, it is seen that employees are not happier within the company. Due to the takeover by Browns, many employees left the organisation which also created a negative impact on existing employees. As employees are the most important factor for hotel companies like Cardiff Marriott hotel, the organisation must be careful about employee management (Nieves and Segarra-Ciprés, 2015). The external and internal analysis indicated higher competition and changing business environment. So, some steps should be taken by the human resource managers of Cardiff Marriott hotel. To support employees in improving their abilities, knowledge and performance, HR managers of Cardiff Marriott hotel can regularly offer training and development opportunities. They can promote a productive workplace environment that places a high value on communication, recognition, and employee well-being. To entice and keep top talent, the hotel can provide competitive pay and benefits packages (Chan et al., 2018). By providing flexible schedules, time off and wellness initiatives, HR managers of Cardiff Marriott hotel can promote work-life balance. To encourage accountability and transparency, they can place an emphasis on open lines of communication and feedback between staff members and managers. The hotel can put in place a performance management system to establish goals, offer criticism and assess worker performance. By providing promotions, cross-training opportunities and mentorship programs, the HR division can open career advancement opportunities (Baron and Armstrong, 2007). By putting these tactics into practice, the Cardiff Marriott Hotel will be able to enhance guest satisfaction, retain top talent and improve employee management practices.
[bookmark: _Toc128169573]Issues within Cardiff Marriott Hotel
Employee retention: Many employees left the Food & Beverages Department after BROWNS took over, which has a negative impact on Front Desk employee morale also and result in the loss of staff motivation. Because of the sudden changes, employees of the company could not cope with the current situation.
Resistance to change: Some employees have become resistant to change because of BROWNS' transformation, which could hinder the adoption of new management practices, processes and procedures (Rahimi and Gunlu, 2016). Many employees liked the idea of the previous structure of the hotel departments which affected their mentality to change.
Customer satisfaction: Customer satisfaction may be affected by the changes brought about by the rebranding, because payment is made separately for the services offered by Browns Restaurant, they can no longer pay at the Reception like Marriott services, or if they have complaints, they can no longer make them at the reception, they must do them directly at Browns Restaurant and ask a refund from there. 
Brand identity: The Marriott brand identity and culture may be impacted by BROWNS' rebranding of the food and beverage division, which may have an impact on customer and employee loyalty (Chan, 2014).
[bookmark: _Toc128169574]Positive Sides of Transformation
Despite some employee turnover, there are a few other benefits that are briefly mentioned. Front Desk Department made sure that staff members received regular training, which can improve their performance and increase their knowledge and skills (Choi et al., 2016). Employees may be encouraged to perform at a higher level and offer better customer service if they receive incentives based on their performance. The Front Desk Department may become more competitive and draw in more customers because of staff efforts, which could boost sales and profitability. A wider range of customers may be drawn in by the management's ability to develop a more varied strategy and offerings that cater to various expectations and preferences. The department's overall operation can be improved, and the customer experience can be improved, with the help of the management's implementation of more effective and productive processes and procedures (Park, 2020). Therefore, a new transformation of the Cardiff Marriott Hotel's Front Desk Department has the potential to bring about positive changes and improvements to the department, which may increase customer satisfaction and generate more revenue.
[bookmark: _Toc128169575]Negatives Sides Transformation
There are some drawbacks of the Front Desk Department. The organisation's employee turnover has significantly increased, to start. Many employees left the company because of the lower wages and sought work elsewhere, which may have led to the loss of knowledgeable employees and institutional knowledge (Park et al., 2014). Some employees may become resistant to change as a result of the transformation because they may not like the management practices, processes, or procedures. Employee morale may suffer because of the change, because some workers might feel insecure about their employment and others might be dissatisfied with the department's management and direction. The Marriott brand identity and culture may be lost because of the department's rebranding by BROWNS, which may affect both employee and customer loyalty (Jones et al., 2014). Reductions in service quality and a detrimental effect on customer satisfaction can result from the turnover of experienced staff and resistance to change.
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SO (Strengths-Opportunities) Strategies: The Cardiff Marriott Hotel can take advantage of its well-known brand and desirable location to expand services and add new features that will appeal to various clientele groups, including business travellers and families with young children. Using automation or mobile check-in, the management of the Cardiff Marriott Hotel can improve the guest experience and streamline operations (Hsiao et al., 2014). They can investigate market diversification by focusing on new clientele, such as by collaborating with nearby companies to offer specials or packages to draw in more clients.
WO (Weaknesses-Opportunities) Strategies: To increase guest comfort and satisfaction and strengthen its competitive edge against other hotels in the area, the management of the Cardiff Marriott Hotel can invest in expanding its parking space. To position itself as a top lodging choice and raise its exposure to prospective customers, it can look into forming partnerships with regional tourism boards and attractions (Chan et al., 2018). They can use its extensive list of amenities to develop packages and promotions that target customer groups, like business travellers or vacationers.
ST (Strengths-Threats) Strategies: The management of the Cardiff Marriott Hotel can focus on the waste management and development of local areas. This will help them capitalise on their strong brand recognition and advantageous location. To ensure compliance and prevent any repercussions on its operations and reputation, it can keep up with evolving industry regulations (Okumus et al., 2017). To be ready for and to handle external crises that might have an impact on its operations, it can put crisis management plans and protocols into place.
WT (Weaknesses-Threats) Strategies: By offering special packages or promotions to draw in both locals and tourists, the management of the Cardiff Marriott Hotel can address the issue of its dependence on tourism while also saving money. The management can better cater its services and amenities to its guests' needs and preferences by using data analytics to understand their preferences (Campo et al., 2014). The hotel can investigate joint ventures with other lodging establishments or hospitality suppliers to lessen the effects of outside threats by pooling resources and knowledge.
[bookmark: _Toc128169578]Improvement of the Front Desk Department
Employee retention: The Front Desk Department can put in place a thorough employee retention program to lower the high turnover rate and keep experienced staff. Offering competitive pay, benefit packages, chances for career advancement and a positive work environment are a few examples of how to do this (Davis et al., 2018).
Incentives: The Front Desk Department can provide incentives like bonuses, accolades, and promotions to motivate and reward employees for their performance. Employee productivity and morale may increase as a result.
Customer satisfaction: The Front Desk Department can conduct routine customer satisfaction surveys, keep an eye on online reviews and implement any necessary improvements based on the feedback it receives to make sure that customers are happy with the calibre of service and offerings (Gürlek and Tuna, 2018).
Brand identity: The head of the Front Desk Department can make sure that its standards and values are effectively communicated to all staff members to maintain the Marriott brand identity and culture. This may entail laying out precise rules for conduct, decorum, and the client experience.
Employee training and development: Given the new changes brought about by the takeover, the management of the Front Desk Department can continue to offer regular training and development programs to enhance the skills and knowledge of the workforce (Dzhandzhugazova et al., 2016). Customer service, activity planning and technical expertise are examples of this.
[bookmark: _Toc128169579]Improvement of Revenue and Customer Satisfaction
As stated in the scenario, Cardiff Marriott Hotel is facing extreme competition within the operating area. Because of the presence of different hotels and restaurants, the company is facing trouble attracting new customers, increasing customer satisfaction, and ultimately increasing the revenue of the company (Ružić, 2015). At present, the company needs to focus on these issues because of the investment in employees and rebranding of some divisions of the company. 
Some specific steps that Cardiff Marriott Hotel can take for improving revenue are: 
Social media and online presence: Through targeted advertising, content marketing and search engine optimisation, the management of Cardiff Marriott Hotel can raise its online visibility and social media presence (Ababneh, 2021). This may draw in more guests who are looking for nearby hotels.
Events and conferences: By providing meeting and event spaces, catering services and tailored packages for corporate clients, the management can target the market for events and conferences. This could be a successful market that brings in more money for the hotel.
Loyalty programs: The hotel can implement a loyalty program to offer special deals, room upgrades and other benefits to frequent guests. Customers may be encouraged to make additional hotel reservations as a result (Kim et al., 2018).
Corporate partnerships: To provide special rates and packages for their employees or members, the management can collaborate with nearby companies and organisations. This could help to expand your customer base and increase sales.
Special packages and promotions: To draw in new guests, the management can develop special deals and promotions like weekend getaways, seasonal specials, and lower rates for longer stays.
Enhanced customer experience: The management can concentrate on improving all aspects of the guest experience, such as the amenities in the rooms, the dining choices, and the customer service (Soelton, 2018). 


[bookmark: _Toc128169580]Action Plan
This part of the report will present an action plan based on the findings. In the above sections, different issues of the hotel are mentioned. If the company can improve these areas properly, it can increase its revenue and sustainability in the competitive environment (Cobos et al., 2016). As the external environment and internal changes have imposed some challenges on Cardiff Marriott Hotel, the management of the company should follow the action plan. This action plan will present activities that should be done. Also, the intended outcomes and budget for improving the organisation will be presented in the action plan. 
The Action Plan's suggested budget, which is based on assumptions, is an estimation of the actual necessary costs based on inflation indices, economic indicators, and particularly the current state of capital market volatility.
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Low employee morale and staff turnover in the Front Desk Department.
	To pinpoint the specific issues affecting employee morale and resolve them, conduct employee satisfaction surveys. Increase the staff's opportunities for continuing education and career advancement (Lam and Law, 2019). To inspire and keep employees, implement a reward and recognition program. Regularly engage in team-building activities to strengthen relationships and communication.
	Improved job satisfaction and employee morale in the Front Desk division. Decreased hiring costs and staff turnover. Enhanced accommodation and customer service for visitors. Increased income from Front Desk division.
	6 months
	06/09/2023
	£25,000 

	2
	Poor Marketing of the company
	Create a thorough marketing strategy with a focus on digital marketing, including SEO, PPC advertising, email marketing and social media marketing (Guillet and Chu, 2021). Identify target customers' needs and preferences through market research to better inform your marketing strategies. Create a new website, update the hotel's online listings, and utilise online travel agencies (OTAs) to reach a larger audience to enhance the hotel's online presence (Madera et al., 2017). Create a loyalty program, provide exclusive deals and promotions, and enhance the overall guest experience to increase customer engagement.
	Increased the hotel's occupancy rate by 15% in the first year. Increase direct bookings by 15% in the first year. Increased revenue by 10% in the first year. Improved customer satisfaction ratings by 15% in the first year.
	1 Year
	01/03/2023
	£55,000

	3
	Poor technological condition within the hotel.
	Upgrading the hotel's Wi-Fi system to give guests and staff better connectivity and speed (Šeric et al., 2015). Utilise a new property management system (PMS) to modernise processes and boost productivity. To enhance the overall guest experience, create a mobile app (Mahafzah et al., 2020). put in place a digital signage system to give visitors guidance and information all around the hotel. putting in place an online booking system to make it easier for customers to make reservations.
	Increased guest satisfaction ratings by 10% in the first year. Improved staff productivity by 15% in the first year. Increased direct bookings by 20% in the first year.
	16 months
	01/08/2023

	£90,000 


	4
	Poor competitive strategy
	Performing a competitive analysis to determine the advantages and disadvantages of rivals and modify the hotel's rates, promotions, and services as necessary (Nobar and Rostamzadeh, 2018). Improving the hotel's branding and marketing tactics to stand out from the crowd and draw in more guests (Rahimi and Kozak, 2017). Creating alliances with nearby small hotels and tourist attractions to provide guests with special packages and experiences. By implementing staff training programs and upgrading amenities and facilities, the hotel can enhance the overall guest experience. Continually enhance the guest experience, track, and react to feedback and reviews from visitors.

	Increase revenue by 15% in the first year. Increase guest satisfaction ratings by 20% in the first year.
	1 year
	01/03/2023
	£50,000



Note: Depending on the unique circumstances of the hotel, the budget numbers may change and are solely intended for illustration.







[bookmark: _Toc128169581]Recommendation
Brief recommendations are presented below for the hotel based on the developed action plan. These recommendations should be addressed and followed by the management of Cardiff Marriott Hotel.
Low employee morale and staff turnover in the Front Desk Department:
· Provide opportunities for career development and growth within the organization. 
· Offer competitive salaries and benefits packages to retain and attract top talent. 
· Organize team-building activities and employee recognition programs to boost morale (Nobar and Rostamzadeh, 2018). 
· Implement an employee feedback system to regularly collect suggestions and complaints from the staff.
Poor Marketing of the company:
· Create partnerships with nearby businesses and organizations to increase brand awareness. 
· Create promotional packages and deals to draw in new customers. 
· Use customer feedback to improve and tailor the services to the target market (Ali et al., 2021). 
· Develop a thorough marketing strategy that incorporates digital marketing, social media, and traditional advertising.
Poor technological condition:
· Introduce digital signature and mobile check-in for customers. 
· Implement an automated feedback system. 
· Invest in training employees on new technology and systems to improve productivity (Berezan et al., 2014). 
· Upgrade and maintain the technological infrastructure to improve customer experience and streamline operations (Prayag and Hosany, 2015).


Poor competitive strategy:
· Develop a unique selling proposition (USP) that sets the Cardiff Marriott Hotel apart from its rivals (Bruns-Smith et al., 2015). 
· Regularly conduct market research to stay current on trends and competitors. 
· Analyze the pricing strategy and make the necessary adjustments to stay competitive.
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In conclusion, the Cardiff Marriott Hotel is experiencing fierce competition in its market, which has hurt its ability to draw in new business, boost client satisfaction and ultimately boost revenue. However, the hotel can enhance its competitive edge and client satisfaction by putting various strategies into practice, such as market diversification, establishing partnerships with local tourism boards and attractions and investing in expanding parking space. Additionally, the hotel can strengthen its brand identity and clientele by emphasizing employee retention, offering rewards, conducting customer satisfaction surveys, putting in place efficient training and development plans and improving the overall guest experience. Additional initiatives like social media and online presence, conferences and events, loyalty programs, business alliances, unique offers and promotions can also aid in boosting sales and growing the clientele. The Cardiff Marriott Hotel can successfully compete in the hospitality industry and improve its reputation as a top lodging option in the area by addressing these problems and putting these strategies into practice. The consultant wants to appreciate the client for taking service from the consultancy company. It was a great pleasure working with Cardiff Marriott Hotel. The consultant tried to find both positive and negative aspects of Cardiff Marriott Hotel and the Front Desk department of the company. It is expected that the client will take services from the consultancy if needed again.
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