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Executive Summary
JW Marriott is a famous hospitality company in the world, which holds 3% of the total hotel market in the world and 12% of the U.S. hotel market. The JW Marriott was founded by J. Willard Marriott, and it offers comfortable luxurious, connectivity with extensive rooms that foster meaningful connection with the customers. The brand awareness of this company in the world is around 80%. It has large rooms and occupancies offering luxurious experiences to the customers. However, for the company, it has been becoming an issue for the company to maintain its operations due to labour shortage issues. The labour shortage is found to impact customer experiences and customer satisfaction. The report has analysed that JW Marriott has been facing pressure on the business due to the utility costs to retain employees with the hotel company. From the evaluation of the challenge, it is found that the company is required to hire more than 10,000 staff in the current employment scenario in order to be competitive in the market and serve customers due to rising market demand. 
The findings state that labour shortage has a direct impact on the productivity and performance of the organisation. The consultancy report has examined the STEEPLED, SOAR, and TOWS framework as a means to evaluate the potential challenges that the company is facing. External factors such as economic crisis cost of living and inflation are impacting the customer's behaviours as they can impact the sales performance of the company. Furthermore, political factor is considered to be effective for the hotel company, as it promotes sustainable business in the travel and hospitality industry. The report has analysed that the hospitality workforce has shown a decline among millennials and the rising Gen Z contribution to the industry. The report has found that economic events such as the rising cost of rooms and occupancies have impacted the hotel industry globally. These external factors have been seen to impact JW Marriott in fulfilling the demand of customers in a competitive environment. This economic issue has been linked to JW Marriott because consumers would want to pay for necessary items.  
The analysis from the STEEPLED states that, advanced technology like AI, virtual reality, blockchain, and augmented reality are transforming the scenario of the hospitality industry and have been facilitating the decrease of human needs. Thus, allowing the company to foster technology for strategic planning. The report has also perceived that the growing Gen Z group can be a dramatic target to retain new talents from this demographic segment. The SOAR analysis states that JW Marriott has certain strengths that has the capability to create a positive outcome for the business. The company is capable of retaining skilled employees to enhance its customer's experience. Thus, the aspiration to retain skilled employees is associated with a positive customer experience. It is very vital for a firm to have an adequate number of skilled employees as employees play a pivotal role in human function and customer interactions. Furthermore, investing has been evaluated to play a significant role in boosting performance. The analysis states that employee satisfaction is crucial to retain employees within the organisation as it is closely associated with reducing turnover intentions of employees. The analysis of TOWs states that the weakness of JW Marriott such as labour shortage can increase pressure on the existing employees, because of the lack of employees to perform.  Furthermore, these factors of JW Marriott are likely to impact future opportunities as they hinder effective services. Thus, these frameworks have become an important tool for this consultancy report to examine the different factors.
The consultancy report recommended JW Marriott with three effective strategies that can help the company in mitigating the current issue. Such as the integration of e-hr technology to recruit and retain employees from different backgrounds as well as has the potential to reduce HR and managerial costs. E-hr technology is considered to be cost-efficient, and it helps in cost reductions for recruitment and managerial activities. JW Marriott is also recommended to optimize digital and traditional onboarding experiences. It is analysed that an effective onboarding experience is beneficial to the company during the acquisition phase leading to positive effects. It can help in retaining Gen Z talents for JW Marriott. The other recommendation is to initiate employee referral programs within JW Marriott. This is suggested to the company to enable the current employees to find potential new talents, usually through a bonus or referral bonus. These strategies have been aimed at filling the gap of labour shortage within the company. An effective change management strategy to leverage these changes within the firm is fostering Lewis's change management model, which supports the practices of feedback for positive change with the contribution of employees.  
The conclusion segment of the consultancy report indulges its appreciation to contact this consultancy team to help JW Marriott to recognise the issues and evaluate effective strategies that are deemed necessary for JW Marriott to mitigate the problem of labour shortage. This collaborative approach with the company has enabled the team to find suitable strategies based on the broad evaluation through the use of dynamic frameworks. Thus, the consultancy team is thanking JW Marriott for its collaborative approach to investigating underlying issues. 
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[bookmark: _Toc159323283]Introduction
An effective business consultancy can help in maintaining competencies and adapting to the vast market dynamics. This business consultancy report aims to provide effective strategies and suggestions that the company can leverage in order to grow in the competitive market environment. Thus, drawing upon this, the client company is JW Marriott, which the consultancy report will revolve around. The consultancy will first address the potential challenges that the company has been facing in correspondence to the internal and external environment. 
JW Marriott is the largest luxury hotel chain in the world and has around 100 JW hotels across 35 countries and territories. The company offers comfortable, connectivity with an extensive focus on mind, spirit, and body to foster meaningful connection in the hotel experience. The hotel has been leading with consistent award-winning resorts and properties (Marriott, 2024). As reported, JW Marriott holds a 7 and frac 12% market share of U.S. hotel rooms and has 3% of the global $300 billion worldwide market (Marriott, 2024). The business customers of Marriot include the services of white collars and blue collars. It offers services for leisure, travel, events, sports, weekends, theatres, and so forth (Marriott, 2024). 
The company was founded by J. Willard Marriott and his wife in the year in 1957 in Virginia, and its brand awareness is leading by 80% in the global market (Statista, 2024). JW Marriott has a direct distribution channel and most of its customers book their holidays directly with the brand. This model has enabled the brand to connect with customers more directly. The brand also offers a Free view TV, Free WIFI connection, beverage facilities, and blackout curtains with comfortable duvets, resorts, and beds, (Statista, 2024). However, organisational challenges can impact the performance of the land in many ways. A fundamental step in addressing the organisational issues is a challenging process of clarifying and diagnosing the competing values that hinder because of the issues and problems that are being raised (Trinidad, 2021). Thus, this challenging process will be evaluated in the report for the company JW Marriott to stay competent in the market. 
In order to analyse and recognise the fundamental challenges that the company has been facing, it will use different frameworks and tools to gather a deeper insight into the strategic direction for business sustainability. The consultancy report will optimise STEEPLED, TOWS, and SOAR analysis. In the STEEPLED analysis, the eight environmental factors that stand acronym to the external and internal influencers impact the form such as social, economic, social, political, legislative, ecological, ethical, and demographic (Petersen and Bartel, 2020). The SOAR analysis stands for understanding the company’s strengths, opportunities, aspirations, and results. This tool is used to capture the expectations and desires so an effective strategy can be created to boost performance (Muhardi et al. 2020). Furthermore, the TOWS matrix tools can help the organisations in making strategic decisions by boosting the existing strength and opportunities of the organizations in the market (Fitriani, 2022). Thus, it can be stated that these tools will be optimised for the brand to evaluate the challenges that the company has been facing as well as get a deeper insight into the factors that can help the brand in gaining opportunities in the market. On this note, effective recommendations and change management processes will be undermined for the company to prosper effective solutions to enhance the market scenario. An action plan for JW Marriott will be involved so as to align the strategy with the company’s operation and determine certain factors to implement in the organisation. 
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[bookmark: _Toc159323285]Challenges faced by the company
Drawing upon the challenges the company has been facing some organisational challenges such as labour shortage. As reported, the company claimed to face organizational challenges due to the shortage of skilled labour putting pressure on many of the hotels of JW Marriott. The company has been facing various vacancies and has been facing issues in retaining employees. The company has been facing a 10,000-employee shortage since the Covid-19 pandemic during high hotel bookings (PYMNTS, 2021). This has been posing a risk to the company’s performance in general. As there has been a stronger demand for travel and leisure activities across the globe, Marriott has been facing a shortage of employees to assist with the potential services for quests (Chipkin, 2022). Labour shortage in the hotel company can have a negative impact on the services. Skilled labour shortage can impact the productivity and overall performance of the company (Horbach and Rammer, 2020). As reported, the company Marriott which has been operating more than 7,300 hotels around the globe, was seen to furlough more than a thousand workers and reduce 17% headcount, is now actively trying to hire talent as the market demand has risen (PYMNTS, 2021). Thus, it can be viewed that JW Marriot has been facing vital issues impacting the performance and future scope to meet the growing demand in the hotel industry.
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	Factors 
	Discussion 

	Social 
	Online hotel booking trends among the consumers and have been growing rapidly accounting to reach a revenue of around 475 billion U.S. dollars in 2022. There has been a growing demand for online booking after the pandemic. Online booking in the hotel market is expected to be one trillion U.S. dollars by 2030 (Statista, 2023). 

	Technological
	Guests in the travel and tourism industry are looking for digital experiences and self-service in other parts of their lives such as ordering online or banking. Moreover, they are comfortable in using the hotel services that have technological advances. Around 74% are comfortable with using hotels with AI and data technology, and 68% are comfortable with metaverses, to tailor services such as foods, discounts, pre-scanning, suggestions, and so forth. Thus, from this technological demand, many hotels are increasingly adopting this digital model to meet advanced expectations (SPA EXECUTIVE, 2022). 

	Economical 
	The inflation rate for hotels and restaurants in the global market is creating pressure on the consumers as well as the hotel owners. The inflation in the hospitality industry is leading to high expenses in beverages, foods, and other supplies (Aschim, 2023). 

	Environmental
	International Environmental Law was enforced as a framework to protect the environment. The Law is intended to look over air quality, water protection, oceans, climate change, and nature (American bar, 2024)

	Political 
	UNWTO promotes sustainable, responsible, and universally swifter accessibility tourism across the globe and achieving the SDGs. This government support can have a positive impact on the global hospitality industry (UN, 2024). 

	Legal 
	Employers are required to publish a health and safety policy within the firm. The firms are required to integrate a compulsory insurance policy for employees’ ill health and accidents at the workplace under Occupational Safety and Health (OSH). It informs both general and specific rights and obligations (ILO, 2024).

	Ethical 
	The UNSGD goals support ethical and sustainable practices within the hospitality industry. UNWTO 2030 Tourism Roadmap for Inclusive Growth is enforced to promote sustainable tourism (TourismSDGs, 2024). This is done by navigating the environmental agenda such as reduction in emissions, single-use plastic ban, poverty, and so forth. 

	Demographics
	The hospitality workforce has been changing, with declining millennials and the rising contribution of Gen Z in the hospitality industry resembling the rise of young employees (Russell, 2021).


Table 1: STEEPLED analysis for JW Marriott
(Source: self-created)
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Figure 2: Online booking trend in the global market
(Source: Statista, 2023)
Analysis
From the STEEPLED analysis, it can be viewed that online hotel booking has emerged across the globe and consumers highly prefer online services. However, drawing upon the potential challenges, it can be stated that JW Marriott can be impacted by factors such as economic and political factors. Considering the economic factors, consumers are highly affected by the rising cost and inflation, which can impact the company’s sales performance, as they would want to save their money for necessary things.  According to the perspective of Rondinelli and Zizza (2020), economic crises like inflation and high cost of living have impacted the consumer’s purchasing behaviour and have been negative in response to spending for things that do not count as necessary items. Thus, this will impact JW Marriott as it can impact the performance of the hotel. Furthermore, political support from the government can help the company to retain talents as a result of sustainable and employability initiatives derived from SDGs goals.  It has been found that more than 40% of employers were facing issues in retaining highly skilled labourers for the business to operate successfully (Tiwasing, 2021). Thus, this can have a negative impact on the firm. However, the growing technological needs within the industry can help the company to capture wider opportunities to mitigate the existing issues and retain more customer base. As opined by Li et al. (2021), the emergence of advanced technology like AI, blockchain, virtual reality, and augmented reality has been transforming the landscape of the hospitality industry and has been seen to decrease human needs consequently affecting customer experiences and behaviours. Thus, technology can be optimised by JW Marriott to mitigate potential issues by incorporating it into its strategic planning. Thus, along with these factors, other factors such as environmental, ethical, and legal factors can help the company to measure the key performance. From the demographical sector, it can be perceived that the rise of Gen Z employees can be beneficial as it can target this demographic segment to retain new talents within the organisation.
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	Strength 
· Luxurious rooms and services (JW, 2024).
· Strong presence in the global market 
· Brand awareness (Statista, 2023). 
· Committed to sustainability (Marriott, 2023)
	Opportunities
· Boost sales performance and team well-being (Marriott, 2019)
· Hire a skilled workforce from diverse backgrounds (Marriott, 2019).
· Optimise technology for better performance.
· Ethical and responsible practices (Marriott, 2023).
· Boost customer experience.


	Aspirations 
· Excellent customer service 
· Skilled workforce
· Employee satisfaction and career development opportunities (Greatplacetowork, 2023).
· Invest in digital technologies.
	Results 
· Boost brand value through superior customer experience. 
· Quality accommodation services. 
· Enhanced employee performance.


Table 2: SOAR analysis for JW Marriott
(Source: self-created)
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Figure 3: Employee satisfaction at JW Marriott
(Source: Greatplacetowork, 2023)
Analysis
From the above SOAR analysis, it can be stated that JW Marriott has various strengths that can help the company achieve more positive outcomes. The brand offers luxurious rooms with various linked services to make customers comfortable and enjoy their stay (JW, 2024). The company has a strong presence in the market, resembling a brand awareness rate of 80% in the international market. Multiple sales channels are offered by the company, enabling the hotel to serve to guests the way they want to buy (Marriott, 2024). Thus, this highlights the brand’s strength in the global industry. Drawing upon opportunities, the company can attain opportunities such as hiring skilled talents from diverse backgrounds and fostering inclusivity for the brand to boost organisational performance (Marriott, 2019). As the company is committed to sustainable practices, ethical goals can also be gained. However, considering the aspirational factors, JW Marriott can retain skilled employees and enhance customer experiences. From the above analysis, the company is facing the issue of labour shortage, thus these aspirations can play an important role in attaining the goal. As opined by Prentice and Nguyen (2020), creating a positive customer experience has become a vital strategy to attain competitive advantage which involves multiple touchpoints such as customer journey and interactions. In this aspect, employees play an important role in human function leveraging positive interaction between customers and employees. Investing in digital technologies has become an important aspect of the current business environment in boosting overall operations in the hospitality industry (Chadee et al. 2021). Employee satisfaction will also be a potential aspirational factor for JW Marriott to retain skilled employees within the firm. As opined by Pertiwi and Supartha (2021), employee satisfaction is closely linked to reducing the employee’s behaviour and it can help in reducing turnover intentions. Thus, by enabling satisfaction among employees, JW Marriott can retain skilled employees for superior performance. Drawing upon results, based on the strengths, and aspirations, the company can build brand value in the international market and provide quality accommodation services with the best employee performance. According to Pei et al. (2020), enhanced customer experience has become a main source of sustainable competitive advantage for organisations. Thus, there is a link between the staff service and customer experience as it has a positive impact on customer satisfaction. Therefore, if the aspirational factors are accomplished the company can experience the results. 
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	Threat 
· Customer turnover.
· Increased pressure on the existing workforce.
	Opportunity 
· International expansion (News, 2023)
· Employee benefits 


	Weakness 
· Shortage of employees
· Impacted by inflation leading to price rises (Thomas, 2022).
	The weakness of JW Marriott can lead to increased pressure on the existing employees, because of the lack of employees to perform.  Furthermore, as the company claims to offer affordable stays to customers, the inflation in the hotel charges can lead to customer turnover intention. 
	The weak areas of JW Marriott can impact future opportunities as it will be unable to offer effective services. 

	Strength 
· Good location (News, 2023).
· Online booking (Marriot, 2024).
· Team wellbeing

	The strength can help the company to mitigate the potential threats through leveraging services that are important to customers such as seamless online booking and adequate location. 
	However, the strength can be in achieving opportunities in the vast competitive market and expanding its business in the new international markets. Furthermore, it will help in providing employee benefits for the well-being of the customers in the market. 


Table 3: TWOS matrix for JW Marriott
(Source: self-created)
Analysis 
From the TOWS analysis, it can be viewed how the weaknesses and strengths can lead to certain threats and opportunities for JW Marriott. It can be stated that the weakness is a shortage of employees as inflation surges leading to a price rise of hotel rooms. However, this weakness can lead to customer turnover and increased pressure on the existing workforce. As opined by Arnieyantie et al. (2022), lack of labour in the organisation can lead to pressure and workload, which impacts the health and well-being of the existing employees, which in turn impacts the overall productivity of the employee. Drawing upon the strength, good location, team wellbeing, and online booking facilities are its strengths. The strength can help JW Marriott to mitigate potential threats by boosting its services. The strength can also help in capturing opportunities in the market. For instance, employee wellbeing and benefits can retain employees. As opined by Benraiss-Noailles and Viot (202), the economic and psychological needs provided to the employees can help the managers to retain employees as it, directly and indirectly, impacts the employee's behaviours. Thus, the analysis reflects how JW Marriott can gain benefits through its strengths. 
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Leveraging digital and traditional onboarding experiences
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Figure 4: Success level of onboarding programs 
(Source: UKnowva, 2022) 
Potential benefits 
JW Marriott can focus on the digital onboarding experiences of the employees as a strategy to attract and retain employees for mitigating the issue. As opined by Hildebrand and Bergner (2021), an effective onboarding experience in the acquisition phase has been seen to positively affect the behavioural and perceptual outcomes of potential employees. It generates a greater willingness of the talents to follow the brand with more trust. In addition, to reduce the cost and time associated with recruiting new talents, the firm can optimise the onboarding process in order to ensure hiring talents quickly as possible. According to the research of Mendes et al. (2023), the potential benefits of onboarding experiences are such as better process and management, more production, and increased capability. It has the capability to decrease pressure for daily operations as well as increase team motivation and reduce team overload. Onboarding experiences are considered to help the brands in minimizing risk exposure and team security. 
Impacts/success rates be reviewed and measured
An effective onboarding experience is related to retention rates. It is found that employees tend to be 2.6 times more likely to be satisfied because of good boarding experiences and it correlates to employee engagement (Linkedin, 2023). It is also associated with long-term commitment of the employees resembling 18 times more commitment among the employees. However, it is found that around 47% of the companies face infrastructure issues during onboarding. Thus, this highlights the need for technological onboarding methods in order to ensure new talent embraces the work (Linkedin, 2023). Drawing upon JW Marriott, the company can measure the success rate through employee satisfaction rate and new hiring rate. An effective onboarding will help in attracting new talents, especially Gen Z employees. According to the perspective of Petrilli et al. (2022), to make an effective boarding experience, the culture of continuous feedback is related to proactivity. It is found that Gen Z has a high attitude toward feedback, and they prefer real-time feedback which helps them understand their real priorities. The impact rate can be measured from some of the areas such as new employee satisfaction rate, turnover rate, training completion rate, as well as engagement rates. These KPIs can be used to measure the effectiveness of onboarding experiences (Holliday, 2023).
Costs associated
The approach of the combined onboarding process can cost around $1007.06 per new hire and it can include face-to-face mentorships, e-trainings, and comprehensive introduction to the firms for new talents.
Employing e-HR technology  
Potential benefits 
JW Marriott is recommended to employ e-HR technology in order to ensure effective recruitment. According to the interpretation of Baykal (2020), e-HR refers to human resource transactions with the use of Information technology. With the optimisation of internet-based technology human resource management can function with ease and optimise information for the organisation. It can help the firm in managing performance management, recruitment, wage management as well as career management. Furthermore, HR technology or recruitment software programs allow the business to resume screening, and automate job postings, and candidate communication. These technologies allow the firms to save time and resources while ensuring timely communication in the recruitment process (Batool et al. 2021). As elaborated by Silva et al. (2021), online recruitment is an effective method to draw candidates to the market expansively because the internet has become very comprehensive. These management tools are likely to increase as it is a fast, safe method and effective, and create a database for organisations of future vacancies. Thus, leveraging this technology in the recruitment system in JW Marriott can recruit and retain effective workers while communicating with potential employees.
Impacts/success rates be reviewed and measured
The success and impact rate of using e-HR technology can be measured through KPIs such as measuring employee satisfaction, and the process of catering to the expectations and needs of the employee. Employee performance improvement and HR-related related costs should be used as KPIs for this strategy.  Effective KPI for e-HR technology can be measured through a share of early talents, executive reporting, and so forth. 	
Costs associated
As opined by Nurshabrina and Adrianti (2020), e-HR technology for the management of recruitment and employees has shown cost efficiency and it has helped in cost reductions as well as improved overall efficiency. Furthermore, the payback period, or the potential time required to cover the investment is around 1 to three years. In addition, it can also better control the cost associated with managerial issues. The e-HR technology such as Human Resource information systems offers one-stop-shop solutions for the HR process ranging from recruiting and planning to succession planning and talent retention. The expected motley fees can be around $ 35 to $ 99 on average, and it can cost up to $4.91 to  $8 per employee in a month (Laurinavicius, 2024). Thus, it can be stated that JW Marriott can invest in this strategy to improve its performance through effective recruitment and acquisition. 
Incentivizing employee referral initiatives
Potential benefits 
JW Marriott is recommended to incentivize employee referral initiatives while incorporating rewards and incentives to find new talents through referrals. According to Mujtaba (2022), an employee referral program is an effective recruitment strategy that enables the company to capture qualified talents. In this process, employers tend to offer incentives to the current existing employees who recommend new workers and create awareness about new job roles. If the candidate is hired and works with the company, it can save a certain amount of time, and the employee who made the referral in turn receives intrinsic or extrinsic rewards. Referral programs in the company can be very effective to expand without fostering extra burden on the hiring or recruiting managers. This recommendation is beneficial to JW Marriott because employee referrals are 4 times more likely to be retained. Around 82% of the employees are seen to rate this referral strategy as the most effective sourcing option in order to yield a Return on Investment (ROI) (Stafiej, 2023). When the companies launch referral programs, they establish a systematic method of using the professional networks of employees to seek new talents. Thus, once the employee initiates recommendations, the employers can get incentives as soon as the referee candidate is hired. These provide opportunities for the organisation to connect with newer employers through the existing employees, Furthermore, it is seen to boost the organisational culture, as it offers inclusivity (Dhillon et al.2021). Thus, drawing upon, JW Marriott, the company can effectively optimise this strategy an effective initiative to retain and attract talents without much effort or costs. 
Impacts/success rates can be reviewed and measured
Some of the crucial metrics that are required to pay attention by the firms are providing proper training to the existing employees while delivering referral policy and educating them on its importance to the company. This also tends to increase employee motivation to keep engaged with the company due to the incentives and other perks. Employees should be updated with the positions vacant through a proper announcement such as an intranet, email, or in meeting discussions (Stratologon, 2023). The KPIs can be indicated by the number of sign-ups, which will signify interest in the program, user activity to connect with the company, and the number of applications (Friebel et al. 2023). The metrics that can be focussed on while considering referral programs are cost per hire and tenure of referrals to measure the length of hire staying in the organisation (Shah, 2023). To calculate this, the company can measure the referral’s starting and ending date of the employees working.  It is found as per the data that 71% of workers consider cash as the best referral bonus whereas gift card rewards are also most popular for referral programs as they are easy to manage, and 35% of organisations offer gift cards with numerous choices. Cash bonuses can range from around $200 to $2500 which basically depends on the level of seniority. The average referral bonus can also range between $1000 and $2500. In this respect, the main goal of the incentive referral is to make the employees feel appreciated and rewarded (Shah, 2023).  Thus, JW Marriott can offer cash rewards or gift cards to the customers as per the budgets of the company. 
Costs associated
A distinctive feature of this referral process is that there is a difference in action costs between uptake stages and referral. The action costs such as nonmonetary or monetary costs are levied when the tasks or request is completed. However, this cost of referral tends to be low cost and low effort, where the employees simply send the offers or job emails to friends or relatives (Gershon et al. 2020).
Change management strategy
[image: ]
Figure 5: Lewin's Change Management Model 
(Source: Burnes, 2020)
JW Marriott can leverage Lwein’s change management model to effectively manage the change.  According to the perspective of Ratana et al. (2020), these change management steps include “unfreeze”, “change” and “refreeze”. The first stage involves preparing and demonstrating to the organisation the necessary changes, which involves changing the existing status quo in order to prepare for further development. This stage is usually a motivating event that highlights the need for change.  Drawing upon this stage, JW Marriott can involve employees to demonstrate the necessary changes. In this stage, the leaders of JW Marriott have to make informed decisions for the employees through effective communication throughout the organisation and prepare the employees for the change.  As opined by Qureshi et al. (2021), communication plays an important role in change management. This is because the firms are required to prepare for challenges by creating awareness and addressing the potential resistance.
The second stage is the changing stage. In this stage, the actually needed structure will be incorporated into the business practices. Lewin illustrates that this change model is based on an iterative change process with pays more importance to the series of feedback at each of the steps, which can help in aligning the practices with the human resources within the organisation and clear any kind of misunderstanding (Burnes, 2020).  In this stage, JW Marriott can incorporate the recommended strategies such as incorporating e-HR technology, referral programs, and traditional and digital boarding experiences. In this aspect, JW Marriott has to foster a feedback culture for effective change management and maintain a conversation with the employees to reduce the potential of employee resistance. According to the perspective of Nikolić et al. (2020), feedback as a two-way process increases the process of development between the manager and the employees to foster positive relationships. This is an effective tool to manage the ongoing changes within the firm as the employees would want to share their opinions and issues during the transitional period (Drouvelis and Paiardini, 2022). The third stage, which is the refreeze stage solidifies the change. It is a crucial period that enforces the new status quo. The goal is to ensure employees are cooperating with the new changes made within the firm. This is done by giving a chance to demonstrate new attitudes and behaviours to make a balance by setting new policies, and rules and creating a new culture as well as incorporating a system of appreciation for incorporating to the changes (Bhayangkara et al.2020). JW Marriott can appreciate employees by leveraging the strategy of appreciation. 
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	Number 
	Problem 
	Solution 
	Desired outcome
	Time scale 
	Completion date 
	Planned budget

	1
	Labour shortage 
	e-HR technology and referral programs
	Boosting employer branding to attract new talents in different departments and swifter recruiting process.
	7 months 
	11/10/2024
	$150,000 

	2
	Employee retaining issue 
	Digital and traditional onboarding experience
	Enhanced productivity, flexible working, and employee satisfaction as well as creation of a feedback culture.
	6 months 
	15/9/2024
	$25,000


Table 4: Action plan for JW Marriott
(Source: self-created)
Analysis
The action plan for JW Marriott was developed, which highlights the problem faced by the firm in the business. However, the first issue is recommended with e-HR technology as well as incentive referral programs with the firm. The desired outcome for the company is attracting talents to the firm and a swifter recruiting process. As opined by Monteiro et al. (2020), employer branding through referrals is a concept to boost awareness and reputation as an employer and the potential values that employees can derive. It is essential for the firm to stand out from its main competitors and retain and attract skilful talents. This initiative is assumed to take 7 months and a total planned budget of $150,000 to accomplish the desired outcome. 
The second issue is the retaining issue, which can be reduced by leveraging digital and traditional onboarding experiences. In order to accomplish this the desired outcome would be a positive feedback culture where employees can effectively communicate with their management thus allowing them to feel valued and heard. As opined by Foundjem et al. (2021), an effective onboarding strategy can help the organisation in improving productivity as well as boost employee confidence. This can help the company to retain employees for longer periods. Thus, this initiative will take a time period of around 6 months and the considered budget for this project is $25,000. Thus. this action plan will help in achieving the desired outcome for JW Marriott.
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From the brief findings of the consultancy report, it has been found that JW Marriott has been facing issues that have been impacting its performance in the global level. Furthermore, from the external and internal environmental factors analysis, it can be seen that the company has faced issues of labour shortage. It is found that economic factors have impacted the performance of the company. For instance, enabled the company to experience a shortage of talent and the employer is facing significant issues in retaining talent to operate the hotel business effectively. It has been found that the company has certain strengths that can help the company in retaining diverse talents from the market to the company. It is found in the report that JW Marriott’s weakness of shortage of labour can result in increasing pressure on the existing employees, leading them to workload. Thus, it has become vital for the firm to mitigate the issue in order to manage the operations while maintaining employee satisfaction. The company has been recommended to implement strategies such as integrating e-hr technologies to recruit and retain employees for the firm. It is considered suitable and beneficial for JW Marriott. Furthermore, the company is also recommended to optimise digital and traditional onboarding experiences so as to acquire new talents, especially Gen Z talents. It is found that an effective feedback culture is essential for the talents as well as it can help in maintaining the change process within the organisation. The company is also recommended to initiate employee referral programs to attract potential employees through referrals. This is suggested to help the company in acquiring talents to fill the gap of labour shortage. It is found that employee satisfaction is correlated to employee behaviour and it can assist in reducing turnover intentions. The action plan has also been curated for the company to foster an effective plan to improve the areas of development recognised in the overall report. It is grateful to collaborate with JW Marriott to recognise the underlying issues and their adverse impact on customer service. The report has tried to evaluate effective strategies, which have the potential to help the company to fill the gaps and create a competitive advantage within the global hotel and hospitality industry. This particular project is aimed at creating a directional path for JW Marriott in resolving the issue of labour shortage and its adverse impact on customer service as a hospitality company. 
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