2

[bookmark: _Hlk156400498][image: Hospitality - Free holidays icons]
 (
A Z
Hospitality
Consultants
)


	



Consultancy Report for New York Marriott Marquis: Addressing Staff Satisfaction and Retention


AZ Hospitality Consultants

Adel Zaky 2120069
Organisational consultancy (BMIH6005)
Module lead Jaliya de Silva 
February /15/ 2024



Contents Page
Executive Summary-------------------------------------------------------------Page 5
Introduction------------------------------------------------------------------------ Page 9
· Background of the New York Marriott Marquis. ------------------------- Page 9
· Consultancy Firm Background: ---------------------------------------------page 10
· Frameworks and Theories: --------------------------------------------page 10

Analysis page ----------------------------------------------------------------------Page12
· Service Quality and Guest Satisfaction: ----------------------------Page12
· Operational Efficiency: --------------------------------------------------Page12
· Financial --------------------------------------------------------------------Page 13
· Reputation ------------------------------------------------------------------Page 13
· Income -----------------------------------------------------------------------Page 13
Cause ---------------------------------------------------------------------------------Page 14
· High Staff Turnover: ------------------------------------------------------Page 14
· COVID-19 Pandemic -----------------------------------------------------Page 14
STEEPLED Analysis --------------------------------------------------------------Page 15
SOAR Analysis ----------------------------------------------------------------------Page 17
TOWS Analysis ----------------------------------------------------------------------Page 19
Recommendation --------------------------------------------------------------------Page 21
· Career Growth Opportunities: --------------------------------------------Page 21
· Work-Life Balance: ---------------------------------------------------------------Page 21
· Employee Awards & Recognition: ------------------------------------------Page 21
· Internal Communication Channels: -------------------------------------Page 22
· Regular Town Hall Meetings and Open Forums: ---------------------------------Page 22
· Management Transparency: -----------------------------------------------------------Page 22
· Change Management Practices: -----------------------------------------------------Page 23
· Employee Involvement: -----------------------------------------------------------------Page 23
· Feedback Mechanisms: ----------------------------------------------------------------Page 23
· Training in Communication Skills: ----------------------------------------------------Page 24
· Change Management Meetings: -----------------------------------------------------Page 24
Combined Impact: ---------------------------------------------------------------------------------Page 25
Successful implementation requires: ---------------------------------------------------------Page 25
Communication Guidelines: ---------------------------------------------------------------------------Page 26
Developing Clear Policies: -----------------------------------------------------------------------------Page 26
Ensuring Accessibility: ----------------------------------------------------------------------------------Page 26
Benefits of Clear Guidelines --------------------------------------------------------------------Page 27
Procedure for Town Hall Meetings: -----------------------------------------------------------Page 27
Measuring Performance: ------------------------------------------------------------------------Page 28
Potential Benefits: --------------------------------------------------------------------------------Page 28
Concerning Expenses: ---------------------------------------------------------------------------Page 28
Strategies for Change Management: ---------------------------------------------------------Page 29
Possible Advantages: ----------------------------------------------------------------------------Page 29
Regarding Costs: ----------------------------------------------------------------------------------Page 30
Review and Measurement: ---------------------------------------------------------------------Page 30
Action Plan ---------------------------------------------------------------------------------Page 31
· Explanation ------------------------------------------------------------------------Page 31
Conclusion ----------------------------------------------------------------------------------Page 33
References ----------------------------------------------------------------------------------Page 35
Appendix -------------------------------------------------------------------------------------Page 43

















Consultancy Report for New York Marriott Marquis: Addressing Staff Satisfaction and Retention

Executive Summary:
This in-depth consulting report explores employee retention and satisfaction at the New York Marriott Marquis. The hotel, well known for its first-rate amenities and lodging, has seen a discernible drop in employee satisfaction and a rise in turnover rates. This report aims to perform a thorough analysis, pinpoint significant elements, and provide practical suggestions to improve employee happiness and retention, thus guaranteeing the hotel's long-term success. (CMM, 2022) (DeMicco, 2023) 
In recent years, the Marriott Hotel in New York has faced several management issues that have impacted the hotel’s operations, and overall success. One of the primary management issues facing the hotel is the high staff turnover. (Hala Matar Choufany, 2020)
The COVID-19 pandemic has disrupted regular employment patterns, leading to staffing shortfalls. Marriott Marquis has faced challenges such as reduced occupancy and safety costs. Despite offering support, the hotel's staff cuts may negatively impact its reputation, customer satisfaction, and revenue generation. Public dissatisfaction has led to a boycott, further affecting the brand image and revenue. (deloitte, 2021)
[bookmark: _Hlk157445553] One of the main reasons for the high staff turnover rate at the hotel is the low level of job satisfaction among employees, and poor management practices, led to a decrease in the quality of service provided to guests and has also resulted in increased costs for the hotel. Another management issue contributing to the high staff turnover rate is the lack of career development. (bamboohr, 2023) 



According to the most recent analysis, which includes fact and figures, the COVID-19 epidemic and decreased worker levels are making employee satisfaction and retention problems worse, which is why the Marquis is seeing an increase in staff turnover. (Hotel and Gaming Trades Council, AFL-CIO, 2020)
The hotel is experiencing a decline in employee satisfaction, leading to an increase in turnover rates, primarily due to low job satisfaction (CMM, 2022).
Management issues, such as staff cuts, reduced occupancy, and safety costs, have significantly impacted the operations and revenue of the Marriott Hotel in New York. (Nain, 2018)
The Staff cuts have caused public dissatisfaction and boycotts, impacting the Marriott brand image, revenue generation, and customer satisfaction, raising significant concerns. (Claudio Tennie, 2010)
Management concerns and low work satisfaction are significant issues faced by the Marquis, necessitating a comprehensive approach to employee retention and happiness for long-term profitability. (travelpulse, 2024)
The Hotel has been experiencing a communication breakdown, leading to a disconnect between employees and management. This results in employee dissatisfaction, highlighting the importance of effective communication in organisational success. (Bell, 2023)
Concern about a lack of professional growth chances raises the possibility that staff members believe there are few or ambiguous avenues for career advancement inside the company. (Petty, 2023)
The Marquis Work-Life Balance Assessment will evaluate workload and scheduling guidelines to identify factors affecting employee burnout and to improve work-life balance. The review aims to create a supportive atmosphere, reduce burnout, and promote a healthy workplace. (Sheila A. Boamah, 2022)

Our recommendations, the hotel must create focused activities to improve the workplace and address the main causes of employee turnover based on survey data. Develop and communicate transparent strategies to address challenges arising from staff cuts and safety costs, ensuring a supportive and informed workforce. (Rajiv D. Banker, 2020)
Resolve issues and restore public confidence by implementing a reputation management strategy, demonstrating transparency, community engagement, and dedication to staff and patron well-being. (Claudio Tennie, 2010)
Implement a comprehensive employee retention program that includes continuous training, mentorship, and career development opportunities, aiming to reduce turnover costs and enhance staff satisfaction. (Qayed, et al., 2015)
Establish routes of communication between management and staff that are transparent and clear. Encourage an atmosphere of open communication by holding frequent town hall meetings, feedback sessions, and use of digital media. This will guarantee that issues and recommendations are acknowledged and dealt with as soon as possible. (Olson, 2013)
Provide a well-defined programme for career advancement that outlines the steps needed to advance professionally inside the company. Encourage internal job listings, training opportunities, and mentorship programmes to show the hotel's dedication to the growth and progress of its staff. (Edmund R. Gray, 2024)
As scheduled, carry out a Work-Life Balance Assessment. When possible, incorporate flexible scheduling options into the workload and scheduling rules based on the findings. Establish support systems and wellness initiatives to encourage a better work-life balance among all employees. (AOludayo, et al., 2018)
Describe the initiatives for the well-being of your employees, such as wellness programmes, and mental health support services. Prioritising the overall well-being of employees can both promote a healthy work environment. (Juniper, 2011)
Managers should receive training on effective communication, leadership, and employee engagement. Give leaders the tools they need to resolve employee issues, promote a happy workplace, and handle difficult circumstances. (AOludayo, et al., 2018)
These suggestions are meant to help the New York Marriott Marquis become more profitable and successful in the long run by addressing the challenges that have been identified, improving employee satisfaction, and developing a more resilient organisational culture. (Manuel London, 1999)
In conclusion, the New York Marriott Marquis faces challenges in staff happiness and retention due to management issues, COVID-19 effects, and operational issues. These issues negatively impact revenue, reputation, guest service quality, and operational costs. Addressing career progression prospects, work-life balance concerns, and communication breakdowns is crucial.
This report offers a strategic plan for the New York Marriott Marquis to tackle identified challenges, including employee satisfaction surveys, reputation management strategies, and employee well-being.
The hotel's leadership must adopt a holistic approach to long-term profitability, focusing on transparent communication, clear career advancement opportunities, and employee well-being, to mitigate challenges and lead in the competitive hospitality industry.
The New York Marriott Marquis can overcome challenges by embracing change, prioritizing workforce, and fostering continuous improvement, requiring leadership commitment to adapt and create a talent-attracting, retaining, and nurturing workplace.




Introduction
Welcome to our in-depth consulting study, which focuses on employee retention and satisfaction at the New York Marriott Marquis Hotel. This study, carried out by AZ- Hospitality Consultancy, aims to address the noticeable decline in employee satisfaction and higher rates of employee turnover at the prestigious New York Marriott Marquis. 
· Background of the New York Marriott Marquis: 
Located in the heart of Times Square, the New York Marriott Marquis is one of the city's most iconic and recognisable hotels. Its prime location and luxurious amenities make it a top choice for travellers. 
The New York Marriott Marquis was first opened in 1985 by Marriott International. The hotel was his most significant project then, with 1,949 rooms and 100,000 square feet of meeting and event space. Architect John Portman designed it.
The New York Marriott Marquis underwent a $150 million renovation in 2012, including room, lobby, and restaurant updates, and became the first hotel in New York City with a digital check-in system. (tripadvisor, 2024)
In conclusion, the New York Marriott Marquis is not just a hotel but a cultural and historical landmark in the vibrant city of New York. Marriott Hotel Marquis is renowned for its luxurious accommodations and prime Times Square location. Guests can access Broadway shows, shopping, and iconic New York City landmarks. The prime location enhances the hotel's appeal and attracts diverse guests. Marriott Marquis is known for its upscale amenities, including spacious rooms, multiple dining options, a fitness centre, and event spaces. High-quality amenities contribute to positive guest experiences and can lead to repeat business. (Marriott International, Inc. , 2022) 
Marriott Marquis is part of Marriott International's global reputation for hospitality and service excellence and attracts a loyal customer base. The hotel offers extensive event facilities and diversifying services to enhance revenue streams. The hotel is exploring ways to broaden its market reach by targeting specific segments like international tourists and corporate travellers, thereby increasing market share and revenue diversification. Also, Marriott Marquis is leveraging technology to enhance guest experiences and promote sustainable practices, aiming to improve efficiency and attract environmentally conscious guests. The hotel plans to strengthen its ties with the local community through partnerships and community events to increase guest satisfaction and attract new guests. (marriott, 2024)
· [bookmark: _Hlk157439847]Consultancy Firm Background: 
AZ- Hospitality Consultancy, whether your goal is to boost profits, enhance worker productivity, or reduce expenses, our services are made especially to meet the requirements of the hospitality industry. A hospitality consultant: what is he? A person chosen to enhance a company's operations that offers food, drink, lodging, and event support. (lauraanneconsulting, 2024)
· Frameworks and Theories:
New York Marriott Marquis faces staff satisfaction and retention issues, highlighting the importance of strategic analysis in addressing business challenges. Our consultancy firm will use various frameworks and theories to understand the hotel's situation comprehensively.
The hotel is analysed using a STEEPLED framework, focusing on social, technological, economic, environmental, political, legal, ethical, and demographic factors. This analysis helps identify challenges and opportunities and understand external forces affecting operations and staff satisfaction. (Kerstin Siakas, 2019)

The SOAR framework analyses an organisation's internal factors, identifying strengths, opportunities, aspirations, and results. It helps identify areas of excellence, potential prospects, and long-term vision. Analysing the hotel's reputation, brand image, and aspirations can yield strategic recommendations, and the results can be used to assess effectiveness. (Jacqueline M. Stavros, 2019)

The TOWS framework systematically analyses the New York Marriott Marquis, identifying threats, opportunities, weaknesses, and strengths. It helps anticipate risks, aligns strengths with dangers, and provides strategic recommendations for capitalising on opportunities and addressing internal challenges. (Rahul Vishwanath Dandage, 2019)

Our consultancy firm will use STEEPLED, SOAR, and TOWS frameworks to analyse the hotel and identify staff satisfaction and retention challenges. This approach will provide strategic recommendations, align with the hotel's goals, and help it overcome current issues.
[bookmark: _Hlk157439917]












Analysis
According to recent reports, the Marriott Hotel Marquis has had staffing shortages in several departments, including food and beverage, front desk, and housekeeping. This has resulted in high turnover rates and employee fatigue and reduced the general level of service offered to customers. 
The Marriott Hotel Marquis is among the hotels grappling with a labour shortage. The American Hotel estimates 1.1 million new jobs by 2024, with the demand for workers increasing by 6.5% annually. (Cameron Sperance, 2021) 
Shortage staff Impact 
· [bookmark: _Hlk157439979]Service Quality and Guest Satisfaction:
A reduction in responsiveness to visitor requests, service delays, and a general deterioration in the quality of guest encounters can all result from a staffing shortage. Customers' reviews on TripAdvisor prove that the housekeeping crew is insufficient to maintain cleanliness in the rooms and that the reception staff is unresponsive. A drop in repeat business and unfavourable reviews could result from lower guest satisfaction ratings. Customers nowadays rely on social media platforms to read evaluations and experiences from others. (Rachel W.Y. Yee, 2008)
· Operational Efficiency:
Lack of staff can pressure current workers, resulting in burnout and decreased productivity. Longer wait times, poor service, and difficulties keeping things tidy and organised could arise from this. Increasing workloads for current employees can harm their well-being and morale, which feeds the turnover cycle. (rayd68, 2024)


· Financial:
A staffing shortage may strain present employees, leading to burnout and a decline in output. This could lead to longer wait times, subpar service, and challenges maintaining order and tidiness. Increasing the burden for present workers may harm their health and morale, prolonging the turnover cycle. (fastercapital, 2023)
· Reputation 
The worker shortfall is evident in several areas of the hotel's operations. The degree of service offered to guests is the most notable impact. Overworked staff members might make mistakes and cause service delays due to a staffing deficit. This may impact the hotel's reputation and the overall visitor experience. A staffing shortfall normally gain Negative online reviews and word-of-mouth may turn off potential guests, and job applicants may be dissuaded from applying. (Nain, 2018)
· Income 
The staff shortage has also impacted the income and profitability of the Marriott Hotel Marquis. Revenue will drop if clients prefer to stay at other hotels because of a drop in service quality. Furthermore, the expenses associated with hiring new staff are resulting in increased hotel operating costs. A staff shortfall may result in higher fees, but it also may cause a drop in occupancy rates and guest satisfaction.  (fastercapital, 2023)





Causes
· High Staff Turnover:
A high turnover rate can be a primary cause of staff shortage, indicating issues with job satisfaction, management practices, or limited career growth opportunities. One of the leading causes of staff shortage at The Hotel is the high demand in New York City's hospitality industry, a popular tourist destination, making it challenging to attract and retain skilled workers. Also, the high cost of living in New York City, particularly in the hotel's location, contributes to staff shortages, causing long commutes and higher turnover rates. (Hancock, 2021)
· COVID-19 Pandemic:
The pandemic has disturbed Regular employment patterns, making it challenging to rehire and make people available. The hotel has come under fire for letting go of many employees, which resulted in a staffing shortfall. The COVID-19 epidemic has presented the hotel with numerous obstacles, including restricted travel, lockdowns, and decreased tourists, resulting in multiple resignations. Marriott Marquis fired staff due to reduced revenue, citing cost-cutting measures to ensure financial stability and future operations. The hotel faces challenges due to the pandemic, including cancellations, reduced occupancy, and safety costs, making tough decisions to stay afloat and considering staff termination. 
The hotel management has offered support to employees affected, including severance packages, extended health benefits, and job placement assistance, but acknowledges the pandemic's impact on job loss. The firing of staff may negatively impact the hotel's reputation and customer satisfaction, potentially affecting its ability to deliver exceptional service and generate revenue. The hotel's staff cuts have been met with widespread public dissatisfaction, leading to a boycott, and negatively impacting revenue and brand image. (Manskar, 2020)
STEEPLED for Marriott Marquis
STEEPLED is a strategic planning tool for identifying opportunities and threats in various external factors. It enables businesses to develop effective strategies for responding to these factors. (Kerstin Siakas, 2019)
The Marriott Marquis can utilise a STEEPLED analysis to comprehensively understand external factors influencing their business, particularly in New York.
	Social Factors:

	Impact: Marriott Marquis is leveraging social factors such as cultural trends, demographics, and lifestyle changes to cater to its guests' unique needs and expectations.
Example: The hotel may consider the social implications of evolving travel habits, such as a growing interest in sustainable practices or a preference for unique experiences.

	Technological Factors:

	Impact: This considers the influence of technology on the hotel industry. Technological advancements in reservation systems, customer service tools, and data analytics are essential.
Example: Advanced technology is integrated for contactless services, mobile check-ins, and personalised guest experiences.

	Economic Factors:

	Impact: Marriott Marquis monitors economic trends and market conditions to ensure its operations remain competitive and efficient.
Example: The current low economy may affect hotel bookings. A strategic response could be offering promotions during economic downturns.

	Environmental Factors:

	Impact: Marriott Marquis actively analyses economic trends, currency fluctuations, and market conditions to maintain its competitiveness and efficiency in operations.
Example: Implementing eco-friendly initiatives, such as waste reduction, energy efficiency, and sustainable sourcing, aligning with guests' growing environmental awareness. (George, 2022)

	Political Factors:

	Impact: Marriott Marquis is facing regulatory requirements and geopolitical issues due to the influence of government policies and stability.
Example: Adapting to changes in immigration policies that affect international travel and understanding local government regulations that impact the hospitality sector. (Rasic, 2010)

	Legal Factors:

	Impact: Marriott Marquis is committed to upholding labour laws, safety standards, and industry regulations to ensure compliance with legal considerations.
Example: HR policies are regularly reviewed and updated to comply with changing employment laws, ensuring a safe and legally compliant work environment. (Bhayani, 2023)

	Ethical Factors:

	Impact: Marriott Marquis prioritises ethical conduct, including corporate responsibility, fair employment practices, and ethical sourcing, ensuring a high standard of service and hospitality.
For example, using ethical sourcing procedures for goods used in the hotel will improve the company's reputation. (University of the Fraser Valley, Learneo, Inc., 2024)



These STEEPLED factors, the Marquis can develop a more holistic understanding of its operating environment, enabling strategic decision-making and effective adaptation to external influences. It's important to regularly reassess these factors, as the business environment is dynamic and subject to change. (Moses, 2022) (Jones, 2022)



SOAR analysis for New York Marriott Marquis, focusing on Strengths, Opportunities, Aspirations, and Results:
	Strengths:

	1. Brand Recognition: The Hotel known for its premium amenities and services.
2. Diverse Workforce: The hotel has a consisting of individuals with diverse skills.
3. Central Location: The hotel's location attracting all type of travellers.
4. Infrastructure and Facilities: The hotel is providing a luxurious guest experience. (oyster, 2024)

	Opportunities:

	1. Market Expansion: The hotel focusing into emerging new markets.
2. Collaborations: Partnerships with local businesses and support the local community.
3. Technology: The hotel will use modern technology to improve efficiency.
4. Employee Training: Invest in training to develop employees' skills. (serve360.marriott, 2023)

	Aspirations:

	1. Establish a work culture that puts well-being first by providing programs.
2. Leadership: The objective is to lead the industry in environmentally responsible and worker-friendly procedures.
3. Satisfaction: Make it your goal to ensure high levels of Guest satisfaction.
4. Aspiration: Participate in social activities while becoming an active member of the community. (Heinz, 2022)


	Results:

	1. Improved Employee Satisfaction: When employee-centric initiatives are implemented, job satisfaction should rise, attrition should decline, and employees should be more driven.
2. Enhanced Guest Experiences: Focusing on guest satisfaction should result in positive reviews, increased repeat business.
3. Positive Brand Image: Implementing reputation management strategies can lead to a positive brand image, rebuilding public trust and mitigating the impact of past challenges.
4. Financial Stability and Growth: Addressing operational challenges and investing strategically should contribute to financial stability and potential growth opportunities. (Steve W.J. Kozlowski, 2006)



The SOAR analysis highlights positive aspects and forward-looking strategies to improve staff satisfaction and retention at the New York Marriott Marquis. (Parker, 2024)











TOWS Analysis for Marriott Marquis
Also, to find strategic options, our consultant company conducted a TOWS analysis comparing the internal strengths and weaknesses with the exterior opportunities and dangers. This is a TOWS analysis of the New York City Marriott Marquis.
	Strengths-Opportunities (SO) Strategies:

	Strategy: Utilise your excellent location and abundant amenities to attract new customers, such as foreign travellers seeking luxury experiences.
Justification: Leveraging the hotel's excellent location and first-rate amenities to reach new consumer categories can boost revenue. (marriott, 2024)

	Strengths-Threats (ST) Strategies:

	Strategy: To fight obstacles local competitors, provide, leverage the event facilities and strong brand reputation.
Justification: The hotel can establish itself as the top option despite neighbourhoods’ rivalry by utilising its well-known brand and large event venues. (Social Tables, 2024)

	Weaknesses-Opportunities (WO) Strategies:

	Strategy: To increase service quality and efficiency, spend money on employee training and technological integration.
Justification: Improving guest experiences through technology and staff training can boost ratings and increase operational effectiveness. (Leung, 2019)

	Weaknesses-Threats (WT) Strategies:

	Strategy: Implement affordable sustainability programs to reduce adverse environmental effects and prepare for future environmental requirements.
Justification: By proactively resolving sustainability-related shortcomings, the hotel can improve its reputation and avoid regulatory problems. (Sayan Das, 2023)



The Marriott Marquis can formulate practical strategies to transform possible issues into solutions by strategically integrating external possibilities and threats with internal strengths and weaknesses. This strategy aligns with the objective of strategic consulting, which is to offer valuable and successful suggestions for future achievement.










Recommendations
It gives our consultant agency great pleasure to offer recommendations for the New York City Marriott Marquis as your hospitality consultant. Increasing employee engagement will improve client satisfaction, lower attrition, and eventually increase your hotel's bottom line.
Career Growth Opportunities:
Programs for Career Development: Establish mentorship schemes to create a nurturing atmosphere for professional development. Put in place training programmes to give staff members the tools they need to grow in their careers.
Planning for Succession: Create a robust succession planning plan to find and develop talent in the company. Give precise instructions for progress. (Ten Directions, 2023)
Work-Life Balance:
· Evaluation of Tasks: A Detailed analysis of workload distribution across departments will determine areas where modifying workloads can prevent burnout.
· Adaptable Workplace Guidelines: Examine the current schedule guidelines and, if practical, introduce some freedom. Establish policies to meet employees’ needs, such as alternatives for remote work or flexible scheduling. (Perengki Susanto Mohammad Enamul Hoque, 2022)
Employee Awards & Recognition:
· Acknowledgment Initiatives: Create employee appreciation initiatives to recognise exceptional work and improve morale. These could include both official and informal acknowledgement systems.
· Honours and Incentives: Analyse the performance of the current reward programmes and make improvements in mind. Implement performance-based rewards to inspire staff members.

Internal Communication Channels:
· Evaluate all the existing internal communication channels, including intranet systems, messaging apps, and emails.
· Conduct focus groups or surveys among employees to learn about their preferences and difficulties using the current channels.
· Upgrade your technology by investing in communication tools that promote effective and smooth information flow. Consider systems that provide immediate chat, document sharing, and real-time changes.
· Hold training sessions to teach staff members how to use new communication tools efficiently. (Yildiz, 2015)
Regular Town Hall Meetings and Open Forums:
· Arrange frequent town hall meetings, at least every quarter, to discuss issues, exchange updates, and discuss goals.
· Provide venues for employees such as staff party or monthly staff meeting to express their worries, ideas, and feedback freely.
· Assign an impartial moderator to facilitate positive dialogue and respond to concerns in the forums.
· If staff members would voice concerns privately, provide an anonymous feedback box or platform. (Hewko, 2022)
Management Transparency:
· Communication Strategy: Create a thorough communication plan that highlights the organisation's dedication to openness and transparency.
· Establish and disseminate explicit policies outlining the circumstances and methods by which management will provide employees with information.
· Establish feedback tools so staff members can comment on how healthy transparency initiatives work.
· Leadership Development: Instruct managers and other leaders on the importance of open, honest, and transparent communication. 
· Training Courses: Give managers the know-how to lead open conversations, foster open communication, and foster a transparent culture.
· Coaching and mentoring: Promote leaders' knowledge sharing and peer-to-peer learning of transparent communication best practices.
· Role-playing and simulations: Allow managers to practise handling challenging communication scenarios.
· Acknowledge and Reward Transparent Leadership: Give credit to leaders who communicate honestly and transparently. (larralde, 2023)
Change Management Practices:
· Leadership Alignment: Obtain buy-in from the top leadership by ensuring their support for and active involvement in the activities to improve communication. 
· Education of Leaders: Educate leaders about the importance of good communication, openness, and their role in creating a communication culture. (Dennis Kiprono Sang, 2017)
Employee Involvement:
· Change Champions: To promote better communication, identify and give authority to change champions in various departments.
· Employers should be involved in planning and executing communication solutions to guarantee they are inclusive and fulfil their demands. (Mirhabibi, 2017)
Feedback Mechanisms:
· Change Supporters: Designate and grant authority to change supporters across departments to foster improved communication.
· Employers should participate in the conception and implementation of communication solutions to ensure they are inclusive and meet their needs.
· Employee Surveys: Regularly poll staff members to determine their satisfaction with leadership involvement, communication channels, and accessibility policies.
· Focus Groups: Arrange targeted dialogues with groups or divisions to obtain more profound understandings and valuable suggestions.
· Open Suggestion Box: Offer a specific forum for named or anonymous comments on the efficacy of communication.
· Track and analyse Feedback: Put in place a method to keep tabs on comments, spot patterns, and provide guidance for future changes to your communication plan. (Chunjiang Yang, 2019)
Training in Communication Skills: 
· Tailored Programmers: Offer a range of programs that address various roles and levels, from fundamental communication skills to sophisticated presentation and negotiation strategies.
· Interactive Learning: To promote real-world application and confidence-building, dynamic techniques such as role-playing, group exercises, and simulations should be used.
· Coaching and Feedback: To assist staff in strengthening abilities and resolving unique obstacles, offer continuous coaching and tailored feedback.
· Communication Champions: Designate and enable staff members with exceptional communication skills to guide and assist their peers. (Hotel Management School Your learning Partner, 2020)
Change Management Meetings: 
· Honesty about Change: Explain the reasons for change, expected effects, and future goals in detail to allay fears and promote support.
· Promote Benefits: Highlight the advantages of the new communication techniques, such as increased effectiveness, teamwork, and worker empowerment.
· Practical Skills for Adapting: Assist staff members in adjusting to new situations, handling ambiguity, and giving constructive criticism.
· Open Communication and Participation: To address issues and promote a sense of ownership during workshops, encourage active participation, Q&A sessions, and feedback. (Hofman, 1997)
Combined Impact
· Enhanced Employee Engagement: Participation in change projects and better communication skills raise employee ownership and involvement.
· Easier Adoption of New Practices: Workers with the necessary knowledge and abilities can more easily adjust to new methods and channels of communication.
· Creating a Culture of Continuous Improvement: Promoting open communication guarantees long-term efficacy by fostering continual feedback and practice improvement. (Caroline Knight ORCID Icon, 2019)
Successful implementation requires.
· Leadership Commitment: The leadership's explicit support affects the organisation and is demonstrated by their training and candid communication involvement.
· Continuous Reinforcement: Include change management concepts and communication techniques in regular work routines and performance reviews.
· Regular Evaluation: Monitor developments and get input to make ongoing adjustments and enhancements to your change management and communication plans. (Anne N. Parr, 1999)





Communication Guidelines:
Create clear communication policies outlining expectations for management and staff. Ensure all employees have access to printed materials or digital platforms. Establish a foundation for communication with explicit rules for everyone. This is the first step towards a cooperative and productive workplace. (Bell, 2023)
Developing Clear Policies:
· Define Communication Styles: Describe the best communication methods for each scenario (e.g., emails, meetings, instant messaging).
· Establish Standards for Delivery and Tone: Emphasise courteous, businesslike, and brief communication at all levels.
· Set Reaction Timelines: Specify how long communications should be noticed and addressed.
· Transparency and Information Sharing: Clearly state what information will be shared with staff members and how to promote candid communication.
· Mechanisms for Feedback: Using approved channels, solicit helpful criticism and recommendations on communication strategies. (Bell, 2023)
Ensuring Accessibility:
· Multiple Platforms: Make policies readily available through diverse channels, such as internal websites, employee handbooks, intranet portals, and printed copies.
· Translation and Language Support: If needed, provide translated versions of the guidelines for non-English speaking employees.
· Regular Updates and Accessibility Review: Conduct periodic reviews to keep policies updated and evaluate their accessibility for all staff. (Horsley, 2023)

Benefits of Clear Guidelines:
· Less Misunderstandings: Clear expectations promote smoother relationships by reducing misunderstandings and uncertainty.
· Enhanced Efficiency: Reduced needless back-and-forth and quicker decision-making are made possible by improved communication flow.
· Enhanced Employee Engagement: Transparency and open lines of communication help employees feel trusted and like they belong.
· Professional Image: Positive internal and external perceptions of the organisation are portrayed via consistent, professional communication.
· Involve Staff: To guarantee inclusion and relevance, solicit staff involvement while developing communication guidelines.
· Obtain the support of the leadership by asking them to adhere to and uphold the set rules steadfastly.
· Communication Is a Continuous Process: Regularly remind staff members of the rules and promote honest discussion about areas that require improvement.
Implementing these strategies will enable the hotel to establish a solid foundation for effective and transparent communication, which will encourage teamwork, empower your staff, and propel achievement at every level. (Horsley, 2023)
 Procedure for Town Hall Meetings:
· Establishing the Schedule: Create a well-structured town hall meeting agenda that balances staff involvement with management updates.
· Following Actions: Provide a process for monitoring and addressing issues raised at town hall meetings and inform staff members about any necessary follow-up actions. (Scoon, 2023)



Measuring Performance:
· Survey Results: Track improvements in employee engagement over time by conducting regular surveys, paying particular attention to communication satisfaction.
· Participation Rates: Monitor attendance and levels of engagement at town hall meetings and open forums.
· Effects of Openness:
· Examine comments regarding transparency-related activities to determine how transparent the organisation is thought to be.
· Employee Trust: To measure changes in employee trust levels, use focused surveys or focus groups. (Scoon, 2023)

Potential Benefits:
· Improved Morale: Employees who feel more connected to their employer and content with their work may be happier, and increased communication can lead to this.
· Increased Productivity: Good communication channels contribute to a more productive work environment by reducing misunderstandings and delays.
· Innovation and Ideas: Open forums improve organisations by allowing employees to share original ideas.
· Positive Culture Shift: Encouraging transparency can lead to a positive culture shift that boosts employee trust and loyalty. (Golubovic, 2023)
Concerning Expenses:
· Technology Investment: Allocate funds for employee training and upgrading communication technology.
· Training Programmes: Invest in leadership and communication training for management and employees.
· Mechanisms for Feedback: Allocate funding for creating and managing continuous feedback systems.
· The New York Marriott Marquis can create a transparent workplace that will boost employee engagement and satisfaction by carefully implementing these techniques for better communication and change management. Regular review and adaptation will be necessary to guarantee the long-term viability of these communication advances. (fastercapital, 2023)
Strategies for Change Management:
· Communication Plan: Create a thorough communication plan to introduce and clarify staff changes. Clearly state the advantages and anticipated results.
· Implement training initiatives to inform staff members about new guidelines, practices, and prospects for advancement.
· Feedback Mechanisms: Set up feedback channels so that you may monitor employee attitudes over time and modify your plans as necessary.
· Measuring Success: Employee Satisfaction Surveys: To assess the effects of improvements that have been implemented, regularly conduct employee satisfaction surveys.
· Turnover Rates: Track changes in personnel retention over time by monitoring turnover rates.
· Operational Efficiency measures: Monitor measures related to operational efficiency, such as guest happiness and service responsiveness, to assess the influence on overall performance. (Tucci, 2023)
Possible Advantages:
· Enhanced Career Growth Opportunities, Work-Life Balance, and Better Communication Can All Contribute to Increased Employee Morale and Job Satisfaction.
· Enhanced Operational Efficiency: Improved service quality and operational efficiency directly correlate with a happy and motivated team.
· Positive Visitor Experiences: Contented staff members are more likely to deliver outstanding customer service, which leads to happy visitors.
· Cost Savings: Reducing employee attrition can save money on hiring, onboarding, and training expenses. (Tucci, 2023)
Regarding Costs:
· Investing in Training: Set aside funds for courses to improve staff members' competencies.
· Budget for Recognition and Rewards: Set aside money for performance-based rewards and employee recognition initiatives.
· Communication Tools: Invest in efficient communication tools and platforms to ensure smooth information flow. (fastercapital, 2023)
Review and Measurement:
· Create a schedule for periodic reviews to evaluate the success of strategies that have been put into action.
· To gauge success, use key performance indicators (KPIs) such as operational metrics, employee satisfaction ratings, and attrition rates. (rhythmsystems, 2023)
By adopting change management practices and executing these recommendations, the New York Marriott Marquis can strive to foster a healthy work environment, enhance employee engagement, and secure sustained success in the fiercely competitive hospitality sector.(Anon., n.d.)






Action Plan
	Number
	1

	Problem
	Breakdown in communication that results in employee unhappiness

	Solution
	Improve management openness, have frequent town hall meetings, and modernise internal communication channels.

	Outcome
	enhanced job satisfaction, better staff morale, and a constructive change in company culture

	Time scale
	Six months

	End date
	01/08/24

	Cost
	$25 thousand for each location



Explanation 
This action plan format helps the client understand the step-by-step approach, the expected outcomes, the time frame for implementation, and the associated costs. Adjustments and customisations can be made based on specific client needs and the unique context of the Marriott Marquis situation.
Problem Statement: Clearly express the problem detected; in this example, the communication breakdown is causing discontent among Marriott Marquis employees.
Solution: Describe the suggested course of action, including the steps that will be taken, such as improving management transparency, holding town hall meetings, and modernising communication channels.
Desired Outcome: Indicate the anticipated outcomes or advantages of implementing the solution. This could entail raising job satisfaction, boosting staff morale, and bringing about a constructive change in company culture.
Timeline: Give a reasonable timetable for putting the suggested ideas into practice. It is advised that the action plan, in this instance, should yield observable benefits in less than six months.
Cost: Determine how much the suggested solution will cost. This could involve setting aside money for training initiatives and technological advancements. (Anne, 2023)














Conclusion 
In conclusion, a thorough analysis of the New York Marriott Marquis' employee satisfaction and retention rates has uncovered severe issues that require quick resolution. The hotel, widely recognised for its outstanding facilities, faces challenges related to a sharp decrease in worker satisfaction and a concerning rise in attrition rates. The worrisome turnover trend has been exacerbated by the challenges of running a sizable, global hotel chain such as Marriott, as well as by problems like subpar management techniques, a lack of possibilities for professional growth, and low job satisfaction. This complex issue endangers operational effectiveness and financial success, the staff's safety, and the visitor experience's calibre. To effectively handle these obstacles, management must prioritise timely and thorough solutions.
Beyond the hotel's internal operations, the high staff turnover rate impacts the level of service clients receive and drives up operating expenses. Given the severity of the matter, our investigation has concentrated on obtaining insightful data via employee surveys and feedback and in-depth interviews to fully understand employees' views regarding working conditions, satisfaction levels, and concerns. Furthermore, an extensive analysis of turnover rates will reveal past patterns and help develop focused improvement initiatives. Moreover, the investigation has shown various underlying explanations for the problems, from a lack of staff to the effects of the COVID-19 pandemic. The hotel's strategic location, first-rate amenities, and stellar reputation worldwide lay the groundwork for success, yet overcoming the obstacles will take a comprehensive and well-thought-out strategy.
The New York Marriott Marquis's management must quickly solve the issues and implement workable solutions to guarantee the hotel's long-term prosperity.
The hotel can develop a more stable and driven team by increasing overall job satisfaction, offering opportunities for career advancement, and cultivating a positive work atmosphere. In the long run, this will help reduce costs while improving service quality. Maintaining success in the fast-paced and cutthroat hospitality sector requires a dedication to employee well-being and the suggestions made in this. 
Recommendations have been provided to address specific aspects of the problem, focusing on communication enhancement, change management practices, training programs, and initiatives to improve work-life balance and employee recognition. These strategies aim to create a transparent and supportive work environment, provide employees career growth opportunities, and foster a positive culture. Implementing these recommendations will require a commitment to ongoing assessment, adaptation, and resource investment.
Finally, by implementing these changes, The New York Marriott Marquis may raise staff morale, increase operational effectiveness, and improve the overall visitor experience. The suggested approaches tackle pressing issues while establishing the groundwork for sustained prosperity in the fiercely competitive hotel sector. Prioritising staff well-being and satisfaction is crucial to preserving a competitive edge and ensuring the hotel's long-term success in the dynamic and changing hotel industry.
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LLC. Tripodvisor performs checks on reviews as part of our ndlustry-leading trust &
safety standords. Reod our (zansparency repor (o learn more.

1(y Helptul (1) Share

at New York Marriott Marquis.
Responded 1 week ogo.

o Response from Teom Marriott, Guest Services / Front Office  aas

Dear Valued Guest, We appreciate your loyalty to our brand.
We are truly sorry for not providing the exceptional service
and appreciation the guest has come to expect from our
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« See all 542 hotels in New York City -
o st oo oo St  crskacaiy

G raydé8 wrote areview 19 Jon - S ; Taste the World in

Qnew jersey « 79 contributions + 96 helpful votes

00000
Tourist trap that doesn't care

Here's a guide on where to
discover global gastronomy in.

Here now. We have a king suite with a connecting roof . It's 410
and no one has cleaned the connecting room. Odd since the
suite is ready. So we are stuck in the room on a one day trip
waiting. I'm @ Gold elite member and they usually prioritize the

room. Front desk there was one nice but when returning got a not Read now
50 nice clerk. This will teach us to stay at the Ritz or St Regis as we

normally do. The room is furnished cheaply and bathroom is

unusually smallfor a suit. Nice view but that's it not worth the $.

Sad property
Read more v

Date of stay: January 2024

This review s the subjective opinion of @ Tripadisor member and notof Tripadvisor
LLC Tripaavisor performs checks on reviews as port of our indlustry-leading trust &
sofety stondords. Read our ransparency report to lear more.

(vepta (1) share

Response from Team Marriott, Guest Services / Front Office  was
at New York Marriott Marquis.

Responded 1 week ogo.
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Hotels are no closer to solving their staffing problem as they enter the summer vacation season. Share
Earlier this week, CEOs of five of the world’s major hotel brands gathered at the annual
at the New York Marriott

Marquis in New York City to TAGS
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850 Workers Fired at Non-union Marriott Marquis in

Share &

December 23, 2020 11:19 AM

On December 11th, the Marriott Marquis, the largest non-union hotel in New York City, terminated
over 850 employees, most after many years of service with the hotel. Most of them will be replaced
by subcontracted workers.

For decades, the employees of that hotel were paid more and got better benefits than any other non-
union Marriott employees. Many of the workers at the Marquis assumed this would last forever, and
that they didn't need the protection of a union contract. In fact, their special favored position within
Marriott relied entirely on the Company's union-avoidance strategy to keep HTC from organizing the
shop. For 35 years, Marriott used its renowned marketing talents to make many of the Marquis
workers believe the Company was matching or exceeding union wages and benefits. Marriott paid a
few pennies more on workers’ base hourly wage, but thousands of dollars per year less by not paying
all the extra wage items HTC members get (like time and a quarter pay when they work less than a
full work week). The Company also saved millions by short-changing employees on benefits,

Last week's mass termination signaled that Marriott now has a new strategy, calculated to
dramatically lower labor costs and boost profits by subcontracting out the work of the hundreds of
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The hospitality industry has suffered major labor shortages, as of earlier this year,
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The hospitality giant has responded to COVID-19 through the prism of its core
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