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Marriott International is one of the biggest hospitality chains in the world. The company has a worldwide reputation. But presently the customer is experiencing several issues. For example, several customers have complained that the company does not properly handle customers' complaints. Their email is not checked (Alhelalat, 2015). This problem is the result of the failure of integration. However, customers are satisfied enough with food & beverages and home services. Most of the customers are happy with the frontline customer services (Whitney, 2010). The company data management statement is very weak. Several times, the company lost the personal information of the customers. Their customers also claimed that customers must wait in a queue. The company also has problems with their apps and website (Riley, 2012). These problems include account errors, status disappearance and other technical problems. The company provides excellent personalized services to customers. Another important issue is pricing. Customers complained that their pricing in terms of points and reservations is not commensurate. 
This research has found five types of problems. These are the main problems of the company. The first problem is poor customer service. Several customers have complained that the company does not properly handle customers’ problems. They claimed that their emails remained unanswered. The problem has occurred due to a lack of necessary staff (Victoriano et al, 2005). The second problem is that the company has a poor data management system. The company mainly targets high-profile customers. The company collects various important personal information of the customers. For this reason, the company should properly protect customers’ problems. But in 2018, a hacker group hacked 400 million customers’ information (Gwebu & Barrows, 2020).  And again in 2020, the company lost 5.2 million customers' information. The third problem is about IT problem. Customers who have been around a while and have dealt with all the merger-related concerns are also facing this difficulty. Numerous issues affect customers. For instance, they neglect to look for hotels. Additionally, customers complain about erroneous prices appearing on the search page. Customers can have trouble finishing cash bookings and point transactions. On the other hand, customers have to wait for a long time to get feedback from their quarries. And finally, customers have raised their pricing concerns. 



This research has identified several issues of Marriott International. The first issue is poor customer service. According to this research, some customers claimed that their problems are not listened to properly. And the emails are unanswered. The most disadvantage of this notion is that customers will be more unsatisfied. According to research, the percentage of dissatisfaction goes to 79% if the company does not listen to the customer’s complaints or does nothing. But if a company listens to a customer’s complaint and explains what happen then a percentage of percentage comes down to only 20% (Ferguson & Johnston, 2011). For this reason, it is a very serious problem for the company. There is a high possibility of the customers going elsewhere. And the second problem is more devastating for the company’s image. The research has found that the company has a weak data management system. High-profile customers are the main customers of the company. And they are very concerned about the privacy of their personal information (Arbore & Busacca, 2009). But the company has failed to protect their personal information. The hackers stole information from the company two times in 2018 and 2020. This malpractice must be avoided.  Firstly, customers will switch to the competitors. Secondly, they can sue the company. Finally, hackers can misuse customers’ personal information and can harm the customers financially. Another crucial problem is in the apps and website of the company. It is a very annoying problem for the company. Every customer expects smooth functionality from the company’s apps and website. These problems are the major problem for Marriott International.  
The research has found several ways to improve its performance. This recommendation will be very effective in solving the above-mentioned problems. Firstly, the company should train their staff and teach them how to handle customers’ problems. Secondly, the company must strengthen its data security system. The company can use more cyber security tools including Wireshark, Kali Linux, Metasploit, John the Ripper, etc. (Sun et al, 2018). Thirdly the company should encrypt its payment information. Fourthly, the company should develop a separate team to handle customer complaints. They will answer the queries from emails (Von et al, 2013). Fifthly, the company needs to increase call center staff. Sixthly, the company should improve the performance of its Apps and website. Both apps and websites should be user-friendly. And finally, a special IT team will be required to consciously monitor all IT-related problems (Chiang et al, 2005). Though implementing these strategies will cost the company a lot, the company will benefit in the long run. It will help the company to increase the company’s operational efficiency as well as its image. 



The hospitality business has huge potential in the future. People are becoming individualistic travel oriented. With the increasing population of the world, the number of travelers is increasing (Kansakar et al, 2019). According to WTO (World Tourism Organization), almost 25 million people travel each year. And the number is increasing gradually. Besides, almost 40.86 tourists came to the UK in 2019. And due to COVID-19, the number decreased in 2020 and 2021 (Ntounis et al, 2022). But with the increasing demand, the number of competitors is also rising.  To cope with this extreme completion, a Company must improve its service quality. Otherwise, customers will move elsewhere. Marriott International has a significant number of strong competitors. For this reason, the company must improve its customer service (Helms & Mayo, 2008). Not only customer services but also other related services should also be improved. In this research, some crucial aspects of the operational management of Marriott International have been discussed including noteworthy issues faced by the company, main problems, and solutions to the problems. And an estimation of the required money to implement the strategy has also been discussed. These will be very beneficial for Marriott International. 
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This report aims to explore several important aspects of Marriott International. The company is one of the biggest hospitality companies in the world. The hospitality industry is booming all over the world. People are being more travel oriented. However, the company has been facing several problems over the past few years. To carry out this research, secondary data will be used. In this report, firstly, the scope of Marriott International will be described.  In this part, PESTLE analysis and SWOT analysis will be executed. These two analyses are done to screen the internal and external environment of a company. SWOT analysis includes four elements such as strength, weakness, opportunity, and threat (GURL, 2017). And PESTLE analysis includes political factors, environmental factors, social factors, technological factors, legal factors, and economic factors. There are several reasons for using SWOT analysis. For example, this tool helps to identify a company’s strengths and weaknesses. Thus, a business organization can sharpen its strength and can overcome its weakness. Besides this tool helps to figure out the opportunities and threats for the company (Benzaghta et al, 2021). All business organizations want to grow in the future. For this reason, the company should know the potential opportunities. And can be cautious about potential threats. This will help the company to be safe and sound from the upcoming threats. On the other hand, PESTLE analysis will help the company to make strategic business planning, workforce planning, marketing planning and operational development. 
The PESTLE analysis tool is very simple and very easy to implement. It will help the company to understand a wider business environment. It will encourage strategic thinking development (Perera & Rashain, 2017). With the help of this tool, the company will be able to anticipate potential threats. It will also help the company to figure out business opportunities. For these reasons, PESTLE analysis and SWOT tools will be used. 
Secondly, various issues faced by the company will be explored. These issues include customer services, IT problems, market expansion, data management systems and personalized services. The company is popular for its excellent customer service. But customers are experiencing several problems related to apps and websites (Wernick & Glinow, 2012). Thirdly, the findings of the research will be analyzed. Then an action plan will be added. And finally, several recommendations will be suggested to improve the company's performance. 
The reports will address five types of problems that are faced by the company. The first one is poor customer service. The second one is poor data management. The third one is the IT issue (Hormby et al, 2010). Then comes a long hold time and finally, price-related problems will be addressed. It is expected that this report will be very effective for the company in improving their performance. 
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Among the largest hotel chains in the world is Marriott International. The business started its journey in 1997. The company’s main market is in North America. The headquarters of the company is located in Bethesda, Maryland. The current CEO of the company is Anthony Capuano. Three segments have been established for the entire company: Asia Pacific, North America Limited Service, and North America Full Service (Hormby et al, 2010). The business is known for offering its clients top-notch services all around the world. The company now operates in 139 countries throughout the world and has a portfolio of 30 brands (Zhang et al, 2015). The most renounced brands of the company are The Ritz Carlton, JW Marriot, W Hotels, The Luxury Collection and   EDITION. The company offers five types of brands for the customers including luxury, premium, select, longer stays and collection. The luxury category includes The Ritz-Carlton, ST Regis, JW Marriot, etc (Hormby et al, 2010). The premium category includes Marriott Hotels, Sheraton, Marriott Vacation Club, Delta Hotels, etc. The Select Service includes Courtyard Hotels, Four Points, SpringHill Suits, etc. The longer stays category includes Marriott Executive Apartments, Residence Inn and TownePlace Suites. And the collection category includes Autograph Collection Hotels, Design Hotels and Tribute Portfolio. 
The company has more than 8000 properties in these hotels in 139 countries in the world. Besides, the company has nearly 14, 23, 044 rooms. Currently, the company has almost 1,21,000 employees who are working in various countries to serve customers (Neill & Mattila, 2010). The company has a well-diversified workforce. This company recruits employees from worldwide. At present, the company is facing extreme completion. The main competitors of the company are Wyndham, Choice Hotels, Hilton, Accor, Intercontinental and Best Western. There was a recent press release in The Economics of Time of Marriott International. These stated that the company has made a contract with BeeKay Group to launch 5 new hotels in West Bengal and Jharkhand (Neves, 2022). It is undoubtedly an initiative. India is a very potential country for the company. This year, the company has won 2 awards. One is for being the best place to work and the other is for having the best company outlook for 2022 (Dhir, 2019). In the previous periods, the company got various awards. Thus, the company has a worldwide reputation. 
However, the company has several problems also. The company should solve this as soon as possible. For example, the company’s data management system is very weak (Mau, 2019). On the other hand, sometimes, customers face problems with Marriott Bonvoy App. It is expected that this recommendation will help the company to solve its problems. 
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	Political Factors
	Economic
Factors
	
	Social Factors
	Technical Factors
	Legal Factors
	Environmental
Factors

	-Worldwide presence 

-Select Stable Countries
	-Currency Fluctuation 
Down 
-Pressure on consumers
-Tax  
	
	-Brand association 
-High incomed customers
	-Third-party service providers
-Data protection system

	-Health and safety laws
-Environmental laws 

	-Focuses on sustainability 
- Committed to reducing foods waste


Table 1: PESTLE Analysis of Marriott International (Hasek, 2015)
Political Factors: Marriott International has a worldwide presence. The company is now operating its business activities in 139 countries in the world. Still, there are many places to occupy. For this reason, the company always expands its business activities. The company chooses politically stable countries to expand its business. For example, in 2017, the company expanded to Finland, New Zealand, Lithuania and Mali. And this year the company has signed to launch hotels in India. 
Economic Factors: The Company is highly impacted by the fluctuation of the local currencies. Constant currency fluctuation makes it difficult to estimate assets. On the other hand, the living cost of customers is increasing all over the world (Hasek, 2015). For this reason, there is economic ongoing pressure on consumers.  The local country also imposes a high tax on the company. 
Social Factors: The nature of the consumers is changing. People are being more travel oriented. The number of companies is rising proportionately. A study shows that the brands of the company have a high association in the mind of the customers. There are almost 120 million members of Marriott Bonvoy Members. The company mainly targets high-incomed people.  
Technical Factors: The Company let the customers taste the latest technology. All the rooms are decorated with advanced technology. The company uses various technology like CCTV, speech recognition lock, Biometric, etc. to enhance customer safety and security (Bilgihand et al, 2011).   Sometimes, the company uses third-party service providers to book tickets. But the company has poor data management systems. For example, in 2018. The company’s data management system was hacked and almost 500 million guests’ personal information was revealed including credit card numbers. 
Legal Factors: The Company strictly follows the rules and regulations of the government. The company is very health conscious of the customers. The company strictly maintains hygiene in the kitchen. But due to poor data management systems, the company was subjected to lawsuits. The company maintained high safety standards during the COVID-19 period. 

Environmental Factors: The Company is environmentally conscious. The company tries to obey all environmental-related laws. Due to the commitment to building a sustainable world, the company has decided to eliminate all plastic usage. The company trained its employees to eliminate waste. The company is committed to reducing 50% of food waste by 2025 (Mishal et al, 2017)

SWOT Analysis
	Strength

· Worldwide presence 
· Market leader
· Good Reputation 
· Loyal customer 

	Weakness

· Poor data protection system
· Negative Publicity 
· Civil lawsuit
· Poor positioning 

	Opportunity

· Emerging economies
· Demographic shipment 
· Diversity offering 
· Expansion of related sources


	Threat

· Global pandemic
· Extreme competition 
· Trade tension 
· Risk of terrorism 


Table 2: SWOT Analysis of Marriott International (Mishal et al, 2020)
Strength
The main strength of Marriott International is to have a worldwide presence. Currently, the company is operating in 139 countries in the world. And the company is further trying to expand. The company is the market leader in the world hospitality industry. It has 30 renowned brands.  The company has excellent loyal customers (Hasek, 2015). The company has a worldwide reputation. For this reason, it becomes very easy to launch new hotels in a new place. Loyal customers play an important role in word of mouth,  
Weakness 
The main weakness of the company is its’ poor data management system. In 2018, the company’s database management system was hacked, and the company lost the personal data of 500 million customers including phone numbers, passports and email (Mishal et al, 2020). Thus, the company has negative publicity. Some customers are not happy with their customer responses. The company should overcome its weaknesses by turning these weaknesses into strengths. 


Opportunity
People are being more travel-oriented day to day. The population is rising all over the world. Thus, the potential customers of the company are rising. On the other hand, developing countries are being developed countries. Customers’ incomes are rising. The tendency towards getting personalized services is increasing (Neves, 2022). For this reason, there is an opportunity to provide diversified personalized services. And the company can link their business with various related services including real estate, catering and Airbnb. 

Threat
The global pandemic is the most threat to the hospitality company. For example, due to the COVID-19 pandemic, the company was badly impacted. Most of the hotels are forced to close. 663 employees are laid off.  Besides, the company is facing extreme competition from all over the world. Another big threat is terrorism at the company. The company has already experienced several terrorist attacks. For example, in 2008, Islamabad Marriott Hotel was attacked by terrorists. 
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There are some issues with Marriott International. The company has both positive and negative sides. All the issues are analyzed below. The company should solve the negative issues as soon as possible to improve its operation. 
1. Customer Service
Marriott International is very famous for its excellent customer service. The company provides luxury hospitality experiences for customers. For this reason, customers expect excellent customer service from the company.   But recently customers have been unsatisfied with the customer services of the company. The personalized services the company offers have indeed made the company unique. But some issues give pain to the customers. As the company has a worldwide presence, the company has many customers. They have failed to integrate all the accounts properly. Sometimes, the emails the company sends to their customers contain inaccurate information. It has also been found that customers are not responding properly. Many customers complained that their emails were unanswered (Buthcher & Kennedy, 2019).  For any time, type of business organization, customers expect a quick response. It is their right. For this reason, this is a very serious issue, and the company must address it properly. 
2. Market Expansion 
Currently, the company has a presence in 139 countries in the world. But there are many unoccupied places in the world for the company. The company always wants to expand its business activities.  From the SWOT analysis, it has been found that the company has huge potential to expand its business. In 2017, the company launched new hotels in New Zealand, France and Lithuania (Li, 2010). To choose a country the company considers political stability. For this reason, these countries are selected. On the other hand, recently the company has made a sign to BeeKay Group of India to launch new five hotels there. These hotels are supposed to open in 2026. It is a good decision for the company. India’s economy is booming day to day. For this reason, the company will undoubtedly benefit from this expansion. 

3. Data Management System 
It is the most serious problem for the company. This is an era of information technology. Technology has made our life so easy. Marriott International know the value of technology. The company always lets the customers taste the latest technology. But the company has a poor data management system (Kansakar, 2019). In 20128, a hacker group hacked into the company’s data management system and stole the personal information of nearly 500 million customers. It is a great threat to the company. There was very credential information including contact number, National ID card, Passport and email addresses. In 2020, another data breach occurred of 5.2 million guests. The company has a problem not only in the data management system but also in the reservation system. A customer complained that his reservation suddenly disappeared. A customer reported that in August 2018, he made multiple reservations and they disappeared. This is a sign of the poor data management system of the company. 
4. Long Hold Times 
Another issue is that the company requires much time to address customers’ problems. No one in the world likes to stand in a queue for a long time in hotels or airports. Customers claimed that their emails are unanswered, and their social media account remains silent. For example, recently a customer of the company stated that he had a platinum status from The Ritz Carlton. But he suddenly found that his platinum status had disappeared (Alonso & Shabani, 2019). And he had to waste too much time addressing his issue. According to him, spent 25 minutes to have an agent, another 30 minutes to research the problem, and 2 hours and 30 minutes to get the person who provided incorrect information. And another 30 minutes to know what happened. This is not a good experience for the customer. For this reason, the company should pay heed to this matter. Otherwise, the company will lose its customers. 
5. Marriott Bonvoy Program
The company provides exceptional rewards programs for customers. With a variety of locations spread across different nations, the company offers customers points. The company’s reward program is praised by all. It is because it offers many advantages for the customers. Besides, it is considered one of the top loyalty services of hospitality companies. Marriott Bonvoy points encourage customers to stay at the hotel again in the future (Jainchill, 2021). On the other hand, the program's fixed prize chart is one of its best qualities. The Marriott Bonvoy rewards program is very simple and stable. The company does not change its rewards policy easily compared to other reward programs like the Hilton Honors. This reward program gives the customers a clear and comprehensive overview of the number of points needed for each resort, perk and hotel (Mest, 2019). The visitors understand its functions easily and can upgrade or turn free stay.  
The Marriott rewards program is very effective in upholding and protecting its elite-level status. To obtain Marriott Bonvoy status the customers must stay in their hotels and should climb several tiers. Then they can enjoy its benefits. But there are some negative aspects of the Marriott Bonvoy Program. For example, there is no guarantee that a customer will get room for points (Hwang, 2019). The number of rooms in the hotels for reward points can be limited by the policy. And this matter is very frustrating for the customers. Another problem is that one’s point can expire. 
 
6. 
Ongoing Account Errors 
There are some account error-related issues. These issues include showing inaccurate point balance, inaccurate status showing, and history. 
For example, a customer stated that he made a reservation at the Al Maha Resort in Dubai for three days of free food and activities. At that time, the company changed its terms regarding free food and activities. Later the customer found that his free foods and activities status is not active. He contacted me to make sure that he hadn't lost out on the three days of complimentary meals and activities. And the concerned team solved the problem as their back-end reservation system showed the original status. 
The company has already received numerous reports about that, but these issues are not fixed. The main source of the problem is that the company has failed to integrate properly their app and website. This has become very difficult for the company to provide complete functionality for its customers. Though it will be very difficult for the company to identify all the issues immediately, the IT team should meticulously check the recorded heritage Marriott and SPG account details before the merger. The IT team need access to the historical records and check these errors.
7. Marriott App/Website 
Customers are also not satisfied with the company’s app and website. Sometimes also found that they are unable to finalize a hotel reservation. This problem is not only faced by the new customers but also faced by loyal customers who have already managed all the merger-related issues. Customers face several problems. For example, they fail to search for a hotel. The customers also experience inaccurate prices showing on the search page (Kim, 2011). Sometimes customers are unable to complete cash bookings and points. The company should work as soon as possible to solve their problem. The IT team can examine the inaccurate information display rate of their website. There is enormous importance of the Apps and websites of the company. A customer will always want to visit a simple and effective website so that he can make a quick reservation. If they get hassles from the website, there will be a high chance of moving elsewhere. In this highly competitive business environment, these issues are very sensitive. No one wants to waste time. One-click option has decreased the switching cost of the customers. For these reasons, to maintain customer loyalty, the company must solve all its technical problems. 
 

8. Personalized Services    
Marriott International is very popular for its personalized service-providing strategy. And this strategy has contributed a lot to increasing customer loyalty. Customers are impressed by their personalized services. The company has trained its employees on how to provide personalized customer services. The company uses information technology to enhance their customer service. The company cares a lot for its customers. For example, a customer named Mary participated in Marriott's rewards program. 
She was going to have a trip three weeks away. But she could make a unique request through live chat and could share her demands with a representative in Marriott's customer engagement department. She would require two firm pillows and would have to leave her bags at the front desk.  She was prepared when the agent logged her request. Then, the day before she was scheduled to check in, opened the Marriott Mobile app. She added some additional requests. For example, dry cleaning would be required as soon as she entered her room. She checked into her Marriott hotel, and the front desk agent was aware of all her demands and ready to accommodate them. Mary was very pleased with their services.  The company stores all the personal information including name, address, preferences, likings, purposes, disliking, etc., of the customers (Leung & Law, 2011). When a customer revisits their hotel, their system instantly recognizes him and shows all the information related to his previous visit. Thus, the company provides excellent customer service to the customers. 
9. Incorrect Pricing on Point Advance Reservation
And the last issue is pricing related. It is considered one of the most annoying issues of the company.  This issue is experienced by those consumers who have used Marriott's Points booking option to lock in lower award rates for the rooms.  Sometimes, customers discover that their reservations now reflect higher prices than the previous one.  The company should solve this problem very quickly. Based on the date the reservation was made, this should also be a simple adjustment.  But it has also been found that due to conflicting data many customers have trouble getting their reservations accurately repriced (Toma, Gradinaru, 2018). This is a very pathetic issue for the customers as well as the company. In some cases, it has been also found that if any mistake is found, it appears that many Marriott employees lack the authority to resolve it. Thus, the customers become sufferers for a long time. However, this problem also needs to be solved as soon as possible. 
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This research has identified five types of issues. The company should solve these issues as soon as possible. These issues are described below. 
	Problem Areas
	Description

	

Data Management System 


	The most serious and devastating problem of the company has been found in its data management system. This issue is very sensitive for the customers as well as the company. Marriott International Normally uses MICROS OPERA Property Management System (PMS) (Dominici & Guzzo, 2010). The hospitality companies collect various personal information of the customers including contact numbers, passport numbers, credit card numbers etc. Even they have lots of information about high-profile customers. Any leakage of the personal information of the customers causes serious losses to the customers. But the company has failed multiple times to protect its customers’ valuable information.
For example, a hacking group broke into the business's data management system in 2012 and stole the personal data of close to 500 million clients. It poses a significant danger to the company. Due to the presence of very sensitive information, such as contact information, email addresses, and national ID cards and passports (Nasution & Mavondo, 2008). Another data breach involving 5.2 million visitors happened in 2020. The company has issues with both the reservation system and the data management system. A client claimed that his reservation had mysteriously vanished. A consumer claimed that he made several reservations in August 2018 and they all vanished. This is a symptom of the company's subpar data management system.




	
Customer Service

	According to YouGov data, Marriott International’s customer service is at the top position. Though the company has a worldwide reputation for giving excellent customer service to the customers, there are some drawbacks. And the company must solve these issues hurriedly. Otherwise, the company has lost customer loyalty (Groth & Grandey, 2012). For instance, several problems cause discomfort for the clients. The company has a large customer base because of its global presence. They haven't fully integrated all of the accounts of the customers. Sometimes, the company sends its clients erroneous information in their emails. Thus, customers become exhausted. Many clients expressed dissatisfaction regarding their responses (Grandey, 2012). They claimed that their communications were ignored. Customers normally expect speedy responses from all business entities, regardless of the time. However, this is a highly important issue, and the organization needs to appropriately handle this issue. 
The research also found that poor customer increases customer switching. As global completion is rising very rapidly, the company should pay special attention to improving their customers’ services. 


	Long Hold Times
	Another important issue is that the business takes a long time to resolve customers' issues. And this matter is very pathetic (McGuire et al, 2010). In hotels or airports, no one likes to wait in line for a very long time. Customers complained that their social media accounts are silent and that their emails go unanswered. The customer does not enjoy this experience. The company should take note of this issue as a result. Otherwise, the business risks losing its patrons. A study has found that if a business organization listens to a customer’s complaint carefully and assures the next time this will happen, customer dissatisfaction decreases by 60% (Kokkinou & Cranage, 2013). Marriott International should be very responsive. And the company must ensure that customer problems will be handled promptly. 


	IT Problems 
	The company must improve its App and Website. Sometimes, customers have to face lots of problems with their website and App. 
There are some account-related problems. These problems include inaccurately displaying the point balance, the status, and the history. Despite many reports to the company, these problems have not yet been resolved. The primary cause of the issue is that the company's app and website were not properly integrated (Arcuri et al, 2020). As a result, it is now extremely difficult for the company to give its clients full functioning. Although it will be very challenging for the business to find every problem right away, the IT staff should thoroughly review the recorded heritage Marriott and SPG account information before merging (Shabani & Munir, 2020). The IT team may need to check these issues by gaining access to previous records. Because of this problem, customers are getting negative impressions. And if this problem is unsolved, the customers may switch elsewhere. Thus, the company can lose its market share. 




	Incorrect Pricing on Point Advance Reservation

	And the last issue is price related issue. Price is the only marketing mix that earns money for a company. A product must be worth the price. Marriott International set a premium pricing strategy for its brands (Volckner, 2018). The company also uses bundle pricing. The company provides points to the customers and these points have significant value to get offers. But the customer claims that the company does not use an appropriate pricing strategy. For example, the customers who used Marriott's Points booking option to lock in cheaper award rates for the rooms encountered this issue. Customers occasionally found that their bookings had changed to reflect new, higher costs. The company has to find a speedy solution to this issue (Viglia & Dolnicar, 2020). However, it has also shown that many consumers struggle to have their reservations appropriately repriced as a result of contradicting data. For both the clients and the business, this is a very pitiful situation. The customers have also experienced a situation where staff have no authority to deal with a particular problem. 
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	Number 
	Problem
	Solution 
	Desired 
Outcome 
	Time 
Scale
	Completion 
	Budget

	1
	Poor Data Management System 

	Firstly, the company should train the staff. Secondly, the company should use cybersecurity tools and conduct routine penetration tests. The payment information should be encrypted, and the most secret information can be separated (Sing & Roehl, 2007). Finally, all the devices should be kept updated and backed up. 
	Customers' data will be protected. Hackers will not be able to steal customers’ personal information. The company’s image will not be harmed. Company reputation will enhance (Alshaikh, 2020). Thus, the market share will also increase. 
	2 months 
	31/01/2023

	£70,000

	2
	Customer Service

	Customer service improvement is a systematic process (Ro & Wong, 2012). The company should train the staff. The company can develop a special team to handle customer complaints. Internal communication should be enhanced.  
	Customer satisfaction will increase (Lo et al, 2010). Customer loyalty will increase. A positive image will be created. 
	1 month 
	28/02/2023
	£25,000

	3
	Long Hold Times
	The company should increase its call center staffs (Kandampully, 2006). The number of call centers can be also increased.  Besides, international communication should be increased. 
	Customers will get prompt service. Any complaints and queries will be addressed at the lowest time (Nickson, et al, 2005).  Thus, the service quality will increase. 
	2 months 
	30/04/2023
	£35,000

	4
	IT Problems
	The company should fix all the problems regarding apps and the website. The company can be trained and develop an IT team who will continuously monitor these issues and take necessary if need be (Kumar & Grosbois, 2008). 
	Customers will get user-friendly apps and websites. Their browsing experience will increase. 
	3 Month 
	30/07/2023
	£50,000


	5
	Incorrect Pricing on Point Advance Reservation

	The company should develop a clear policy regarding points and reservations (Ottenbacher & Gnoth, 2005). They should try to maintain a stable price. 
	Customers will not be confused reading prices. Their trustworthiness will increase (Ogut & Onur, 2012). 
	1 month 
	30/08/2023
	£10,000
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Though Marriott International provides excellent customer service to customers. But there are some drawbacks. The research has found several issues of the company and the company should solve them as soon as possible. These issues include poor data management, poor customer service, IT problems, long hold time and pricing issues. These are very serious problems for a company. The search also suggests some solutions to these problems. The company should implement these solutions to improve its business performance. These are summarized below. 
· The company should train their staff.
· They should use more cybersecurity tools and conduct routine penetration tests (Hassan & Shabani, 2015).
· Their payment information should be encrypted.
· A special team should be developed to handle customer complaints.
· The company should increase its call center staffs.
· An IT team should be developed to continuously monitor these issues.
· The company should fix all the problems regarding apps and websites.
· The company should develop a clear policy regarding points and reservations.
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This report aims to explore various important aspects of hotel management. In this report, various important aspects of Marriott International have been explored. Marriott International is one of the biggest hospitality companies in the world. This research has identified several issues faced by the company. The research also suggests some solutions to these issues. Firstly, their staff should be trained properly to handle customer complaints. Secondly, the company should use cybersecurity tools to enhance the security of the database. Thirdly, their payment information should be encrypted. It is because no one can read the payment information. Fourthly, the company can increase its call center staff. It is because the company has lots of customers. And the staff employed currently in this area are not enough to address all the customers’ problems. Fifthly, the company should develop a special IT team who will be responsible for monitoring IT-related issues. In the above sections, various negative issues are described regarding IT. The company has problems regarding their apps and website. And finally, the company should fix pricing issues regarding points and reservations. After implementing these strategies, it is expected that the service of the company will enhance greatly. And the customers of the company will be pleased also. It is also expected that this research will be very helpful for Marriott International to improve its performance. And a special thanks go to my client for hiring me. 
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