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1. [bookmark: _Toc131164227]Executive Summary
Marriott International is leading the global lodging facilities with over 6500 properties in more than 172 countries. Marriott International has an excellent reputation among its customers for excellent facilities and customer care. Marriott International's business was threatened by the COVID-19 pandemic, as the social distancing cost huge losses for Marriott International. Also, the recession in the world after the pandemic is removing millions of people from jobs that become destructive for the business of Marriott International. With the growing trend of personalised care having revolutionised customer care, Marriott International needs to adopt personalised care for the customers to stay in the game of providing hospitality services. 
2. [bookmark: _Toc131164228]Introduction 
The world is changing with the evolution of technology; many businesses are now integrated to provide extended customer care. Customer care is based on providing more information about the product with reviews to help the customer choose from many options. For instance, in the textile sector, retail technology has supported the development of business by providing more information to customers on a product and accessibility to a large number of customers for the business (Mukthar et al., 2022). Recently, many businesses have been affected by the COVID-19 pandemic, and the mandatory requirement of social distancing has changed the modulus of Operandi for many businesses (Donthu & Gustafsson, 2020). For instance, digital health records with the deployment of technologies have provided an opportunity for businesses in the health sector to grow (Pérez Sust et al., 2020). The business model of operation for many businesses are changed significantly, such as the hospitality industry, and social distancing created a hurdle for their businesses. Besides, the pandemic challenged the business community and provided to pave the way forward and adopted a new model as an opportunity for business. 
3. [bookmark: _Toc131164229]Strategic Analysis
In strategic analysis, the core requirement is to analyse the internal and external analysis of Marriott Hotels. 
Firstly, the internal analysis can be performed using certain analysis methods such as SWOT analysis, stakeholders influence, and corporate culture to understand Marriott's strategic positioning based on internal factors. Secondly, the external analysis can be performed using analysis such as the PESTLE analysis for the analysis of the impact of external factors in the strategy. 
3.1 [bookmark: _Toc131164230]SWOT Analysis
The SWOT analysis provides the key factors that the company considers for making a strategy for future business (Elkhwesky et al., 2022).
Strengths: Firstly, Marriott has a global presence with more than 127 countries worldwide. Marriott has global acceptance with world-class services offered to customers. Secondly, Marriott is one of the market leaders of the world in the hospitality industry, with more than 6500 properties across the globe. Thirdly, Marriott International has an excellent reputation in the hospitalisation industry. Marriott ranked 151 in the year 2019; its ranking is constantly increasing with every passing year (Touryalai, 2019). Fourthly, Marriott has strategic partnerships with key players in various sectors that help Marriott to compete in the hospitality industry. Fifthly, Marriott has a history of the acquisition of highly profitable brands all over the globe, such as Ritz Carlton, Bulgari hotel, etc. Sixthly, Marriott provides excellent customer care and facilities that allow the business to develop and secure loyal customers. Also, Marriott has one of the largest loyalty programs for their customers. Seventhly, Marriott provides a clean environment, punctuality in services to customers, and highly trained staff with etiquette. Also, Marriott has a merit system with a staff evaluation system to follow a code of conduct for business success. Lastly, Marriot International is using highly innovative technology to provide superior services to customers; Marriot is ranked the 21st most innovative company.  
Weakness: Firstly, Marriott was developed as a family business, so the future of the business relies on the decisions made by the single family. Secondly, the data of the reservation of customers was hacked in 2018; customers avoid services that have weak personal data protection (Hebert et al., 2022). Thirdly, Marriott Hotel 2017 rescued only hotel guests from St. Thomas after the natural disaster of Hurricane Irma, which caused negative sentiments among the public. Fourthly, Marriott was fined $600,000 for blocking the personal WIFI of the customers showing security concerns as an issue. The brand's reputation is hurt by the decisions like these against invading customers' personal space (Marriott International fined $600,000 for blocking guests' wi-fi, 2019). Lastly, Marriott International always maintained high standards and a code of conduct among employees. Although Marriott International fired an employee in 2018 for liking a controversial tweet that offended China (Marriott employee Roy Jones hit 'like.' then China got mad, 2018). 
Opportunity: Firstly, the diverse services offered by Marriott for secure satisfaction among the customers. Digital and advanced technology services would be helpful for business and achieving customer satisfaction. Secondly, Marriott can change the outlook to a youth-friendly and advanced tech hotel for the millennials and Generation Z that are emerging as potential customers (Jiagui et al., 2023). As the requirements for the Millennials and Generation Z are more advanced as compared to the previous generations. Thirdly, the increase in requirements for high-end services in the developing environment provides an opportunity for Marriott to acquire more highly profitable hotels for business expansion. Fourthly, Marriott can offer diverse services like the provision of tourism and other attractions, including hospitality, to the customers (Vatankhah et al., 2023). 
Threats: Firstly, the global pandemic has affected the hospitality business as a whole and affected the profit of Marriott as well. Marriott has lost 92% of its profit due to the COVID-19 pandemic. Such conditions viruses can reduce the business of the hotel and reduce the profits (Garber, 2020). Secondly, the services and facilities are required to be updated regularly. Otherwise, the competition can gain a substantial advantage and reduce Marriott's profits. Thirdly, the recession in the world is affecting many businesses' growth, including the hospitality business. The recession conditions affect individuals' jobs and reduce the affordability of hospitality services for the public. Fourthly, the increasing international political issues among countries have increased terrorism worldwide. Therefore, the risk of a terror attack increases (Panteleiev, 2023). 
3.2 [bookmark: _Toc131164231]PESTLE Analysis
In the hospitality industry, there are many dimensions, such as accommodation and food are the primary dimension. Also, the secondary dimension consists of travel, tourism, entertainment services, etc. Recently, Marriot International has suffered due to external conditions such as the COVID-19 pandemic and recession issues. Also, tackling the issues becomes more challenging (Beatrix & Irawan, 2022). 
Political: Governments can influence the businesses such as the hospitality business by enforcing regulations related to business, health, real estate, taxation, etc. Marriott International is affected by governments' regulation worldwide, especially during the covid-19 pandemic. The regulations of the social distancing of protecting the public's health have affected the Marriott International business. Political instability and international politics cause different terrorist elements in different parts of the world. Marriott hotels can be affected by the threat of terrorist attacks on the hotel. Especially in case of military conflict or unstable security conditions can reduce the business of Marriott Hotel. Such as the recent conflict between Russia and Ukraine caused business disruption in the hospitality industry of Ukraine. Marriott's presence in a different part of the world can cause an all-time threat to business in different parts of the world, especially in case of global recession and instability in countries leading to a loss in profit for Marriot (Farooq, 2020).    
Economical:  the economic condition of the countries where the hospitality industry is operating plays a vital role in the growth of the business. The increase in the economic activities in the country helps the hospitality business, while many people visit the country and utilise the hospitality industry services. Firstly, the services provided by the tourism of a Particular Country can help the hospitality industry as a value-added service and, intern the other business also grow. Marriott Hotel provides the accommodation and food primary facilities with the provision of tour packages that add to the value of the business. Secondly, the hospitality industry contributes to economic growth by offering jobs to locals in the hospitality industry. The hospitality industry represents 9% of UK employment, as per statistical data. Marriott jobs opening will increase with grooming economic activities in the country. Thirdly, the recession in the world is reducing jobs in the market and reducing profits in the hospitality industry. Such a financial crisis have adversely affected Marriott's business; with people getting jobless, they avoid dining out or staying outside for accommodation during visit or leisure. Similarly, the COVID-19 pandemic has affected jobs throughout the world and reduced the Marriott hotel business (Rahman, 2023). 
Social: Social attributes contributes a lot to the hospitality business, as social values and culture are required to be adhered to by the hospitality business, such as Marriott hotels. Some societies commonly use the dining out option or going to a travel destination, while other societies consider it a luxury. So the hospitality business has to make necessary amendments to the business preferences of different countries. Firstly, the culture of the utilisation of fast food has been growing in all countries. Therefore, the amount of outlets for providing fast food is increasing. Marriott Hotel is adopting the changing trend of adding more fast food options. Secondly, the trend of hiring private accommodation is increasing that leading to the opportunity for making new ventures for the Marriott Hotel. Thirdly, cultural perceptions about a specific job are important. Therefore, Marriott hotel has adopted management policies as per the location of the branch. Fourthly, people like to associate themselves with famous brands to avail best services in society. Marriott Hotel provides the best loyalty program with customer care for customers that attract more people to associate themselves with Marriott.
Technological: Technology has many benefits for the hospitality industry, like making the work of the employees easier by providing online services for booking hotels, etc. However, hotels are utilizing the technology to automate the task required for customer services. Also, social media and mobile apps are making the booking of hotels easier with an eye on offers. Marriot Hotel has dedicated apps and a website for booking, as well as information about the packages and facilities offered at the hotel. The increase in third-party booking apps and websites poses challenges as they usually provide offers that make profit cuts for Marriott hotels. In order to cope with the challenge, Marriott Hotel should reduce operational costs and increase social media campaigns to use the booking app of Marriott Hotel through a loyalty program. Hence, technology is playing a significant role in facilitating the hospitality industry and customers. 
Legal: There are certain requirements of the country to follow while operating the hotel in a particular country, encompassing legal factors. Such requirements are related to taxation, regulations, food hygiene, etc. These rules vary from country to country. In the UK, the health and safety regulations in hotels should be adapted. The personal information of the customers is to be protected. Marriott Hotel's previous incident of data loss of the customers caused a loss of reputation of the hotel. Therefore, proactive provisions should be taken to ensure customers' data security. 
Environmental: The importance of environmental factors is increasing day by day. The hospitality industry should reduce the impact on the environment by reducing resource utilisation and adapting the conservation of resources using efficient solutions. The wastage of raw materials from such hotels is more. Therefore the process of recycling should be adopted. Marriott Hotel faces many challenges related to environmental factors but makes proactive decisions to cope with challenges. For instance, the Marriott Hotel reduced plastic straw utilisation across the world in 2019 (Abhijeet Pratap, 2023). 
Marriott Hotel is working under a strong legal and political environment that supports the operation of the hotel. Besides, the business is dependent on the economic conditions and the impact of recession or covid-19 conditions. Utilizing the technology and making environmentally friendly measures will help to maintain the reputation. Marriott Hotel should adapt to the changes to compete with the competition in the hospitality industry. 
3.3 [bookmark: _Toc131164232]Corporate Culture
The corporate culture is based on the practices followed by the staff of the hotel; the staff and management are responsible for creating a culture in the hotel that may boost the business (Giffen et al., 2023). Corporate culture is based on the values, beliefs, and Behaviour used by the internal stakeholders, such as the management and staff of the hotel. Marriott Hotel's quality of services and customer feedback is based on the services provided by the internal stakeholders (Gencer et al., 2021). The management and staff should be trained to put the customers the highest priority and provide quality services. Also, the employees should be provided support to carry out the task with motivation and incentives. Marriott Hotel has an extensive training program for the staff and management; the emphasis is on employee satisfaction and development (Dawson et al., 2023). The Marriott Hotel conducts regular sessions with employees for feedback and improvement in services procedure. Also, regular training programs are conducted to improve the services. The corporate culture at Marriott Hotel placed a significant role in the development of the business as the hotel uses customer-centric principles for the services and business development. The corporate culture helps to compete with the competition and make loyal customers through excellent services. Hence, the hotel culture helps to make a reputation in the hospitality market (Gray et al., 2000). 
3.4 [bookmark: _Toc131164233]Stakeholders Influence
The Marriott Hotel has many stakeholders that affect the business; the stakeholders play a significant role in the development and growth of the business as stakeholders are the groups that have an interest in the operation of the business and its financial development. The stakeholders of the Marriott Hotel include customers, employees, investors, government bodies, suppliers, and the local community (Alsheyab et al., 2023).
Firstly, the customers are the main stakeholders in the hospitality business, including the Marriott Hotel. Customers have a stronger influence on the hospitality business, and the satisfaction of customers is essential for the success of the Marriott Hotel (Chang et al., 2023). Marriott Hotel provides excellent customer care for the satisfaction and loyalty of the customers. In addition, the appreciation of the current customers helps to attract new customers. Secondly, employees are the key stakeholders and have the most value for providing the service that is required in the hospitality business. Marriott Hotel has employed people with various skills in different departments to provide services to customers. Marriott Hotel provides a good package, including training and incentives to employees in an excellent environment to develop their skills through experience and add value to the business. Thirdly, investors are the main source of financial inflow for the business; the stakeholder, such as investors, expect constant financial performance from the hotel to gain profit from the investment. The hospitality industry has a competitive environment that makes the Marriott Hotel make decisions as per the market requirement and development of business with taking investors on board. Fourthly, government bodies are stakeholders that impose regulations and laws on the operation of the hotel in a certain country. These regulations include safety, taxation, health laws, employment, personal data security, etc. Marriott Hotel is compliant with all the rules and regulations of the country to make legal work in the country and avoid penalties from government bodies. Fifthly, suppliers are focal sources for the provision of essential items for the hospitality industry, such as food, clothes, and services related to maintenance and upgradation. Marriott Hotel works with reputable suppliers so that they can ensure high-quality products and services are provided to the customers (González-De-la-Rosa et al., 2023). Lastly, the local community is impacted by the business that is being developed in the neighborhood. The local community gets jobs as a result s of the business. Also, the economy of the local community increase with business operation in the vicinity and contribution to local events and charity. Marriott Hotel has the responsibility to contribute to the local community in the form of economic contributions and provide a pollution-free environment for the local community (Satchapappichit et al., 2023). 
Hence, the stakeholders that are affecting the business of Marriott Hotel are diverse. Complex operation processes with the stakeholders make it difficult to handle the stakeholders, although the business of hospitality is based on the people and for the people. Therefore, the business utilises the services of the stakeholders to provide better services for the people. Marriott hotels must have a good relationship with stakeholders with reputed products and services (Currie et al., 2009).
4. [bookmark: _Toc131164234]Critical Evaluation of Strategic Options
Personalised care is not an altogether different concept but an improvement of the existing customer care. The employees providing customer care in the hospitality industry need to make extra efforts to provide personalised service to customers. Personalised care is crucial for the hospitality business that provides excellent services that customers always remember and become loyal customers. Marriott hotels have provided exceptional care for the customers as per the following provisions. 
Firstly, Marriott Hotel has made efforts to record the information related to the customers and their booking using the guest profile system; the system not only records the data of bookings and facilities utilised but also records the preferences of the guest based on their experience at the hotel. Marriott hotels have one of the best-trained staff in the hospitality industry and provide polite and intuitive suggestions and record the customer's requirements. So the customers, when visiting again, get the same required personal care, such as the required amenities in the room with temperature setting usually required by the guest (Sauer-Zavala et al., 2022).  
Secondly, the requirements of the customers are required to be fulfilled at a small interval of time, and with the best possible product and services, Marriott Hotel has highly trained staff that have all the skills required to provide the required services with personal care and attention for the customers. The staff always supports and interacts with customers to make their stay pleasant. Also, feedback is collected by the customer about their stay and suggestion for improvements; the feedback is collected to improve the standard of services. The feedback is not only collected at checkout but also at the various steps of facility utilisation, such as food, transport, etc. (Ozdemir et al., 2023).  
Thirdly, personalised services such as visits to the attraction are provided to the guest to have a splendid vacation or trip. These services include the bookings to the attraction with travel and food arrangements, also a guide can be provided to have informative experience for the customers. The Marriott Hotel provides various packages as per the customers' requirements to select from a range of options through customer care services.
Fourthly, the guest is provided with the application of the Marriott hotel for making the required reservations from the cell phone. Information technology has made it easier to provide personal care using applications on a mobile phone that record the requests of the customer and even the minute details. The requirements, when provided to the customers on the next stay, make them feel personalised experience from the Marriott hotel (Neuhofer et al., 2015). 
The above-mentioned options are already utilised in the Marriott hotel for the personalised care of the customers. However, a new era of personalised care has emerged with the evolution of technology using artificial intelligence in different segments of life, including the hospitality industry. Research has been conducted to include a new concept of hyper-personalisation care for customers using technological tools. The different areas that are focused on hyper-personalisation care are as under (The care of one hyper-personalization of Customer Care - McKinsey & Company, n.d.)
4.1 White Glove services 
The modern age uses the proactive approach for the facilities provided to the customers instead of waiting for the customers' requests. The services can only be possible by using the previous experience data of the customers. So the customers' requirements and issues are already solved by using the previous information, and customers feel personalised care from the hotel. The process will be further improved with the addition of artificial intelligence tools to predict the required services for the customer related to bookings, food, visits, etc. This helps the customer to suggest further requirements during the visits. The data of customers are processed in the analytics to check the suggestions with the software support. In addition, customer feedback plays an important role in the provision of improved and personalised services to customers (Buhalis et al., 2019). 
4.2 Omni-Channel Communication
By 2025, modern technology will support companies in the hospitality business in making personalised care based on the information based on the experience of customers to automatically provide required services. So the database collecting the information will have all the experience details, such as the requirements, with an interactive and suggestive platform that provides options to the customers for the next visit requirements. The requirement and utilisation of artificial intelligence will make the experience more pleasant with further development of the relationship between hotels and customers (Lombarts, 2022). 
4.3 Digital Enablement
Digital technology will be sued to support humans in the service industry, and the requirements of the people for service will always be there. The processing power of the technology using advanced algorithms can allow the hotel management to decide the requirements at run-time. The technology has provided services in different languages for the customers to use the platform more easily as per their requirements. The translation tools provide a personalised experience for the clients that are staying in the Marriott hotel. So the staff handling the customers can provide better service to the customers, while the software will confirm all the arrangements that are as per the requirements of the customers. Although automatic replies using software or robots can be helpful, it poses challenges for the Marriott Hotel to understand the functionality and utilise the right software tool for the problem of providing personalised care for the customers (Mercan et al., 2020). 
4.4 Contact centre
The contact centres are already in operation to provide customised care for customers, although the task and requirements for the contact service are increasing in every field of life, including the hospitality industry. The communication skills of the people involved in the contact service should be complemented with the technology skills to provide the required services; the communication skills alone are getting obsolete for the contact centre. In addition, frequent training for the contact centre employees is required to maintain the service level required for customers. 
5. [bookmark: _Toc131164235]Conclusion and Recommendations
The provision of the latest technologies as well as personalised services for customers, attracts customers to the hospitality business. Marriot Hotel needs to improve the technology-based information gathering and recording of personalised information about the customers to provide top-class customer care. The change in the strategy by offering personalised customer care will generate customer loyalty.
The Marriott Hotel can take certain measures to overcome weaknesses and capitalise on opportunities. Recommendation for the Marriott hotel Wales is as follows. Firstly, improve the hotel's facilities by using high-tech technology for customer satisfaction. Also, provides a competitive advantage over the competition. Secondly, the emphasis on environmental issues becomes serious. Therefore, eco-friendly measures should be taken to reduce carbon emissions to form sustainable solutions. In addition, Marriott hotel wales will get an advantage over the competition. Thirdly, it is a need of the moment to provide personalised services to customers. Therefore, innovative technologies should be used to offer customers personalised customer care. Fourthly, information is spread through digital media further and quickly; therefore, using digital media for the marketing of the business to reach out to many customers. Lastly, brand loyalty plays a significant role in business success, therefore, providing various offers and packages for customer benefits and providing superior personal customer care. 
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7. [bookmark: _Toc131164237]Appendices
Marriott International is a giant in the hospitality industry; Marriott has been doing business for 88 years. Marriott International offers hotels and resorts that provide world-class facilities and care for customers. Marriott's mission is to provide excellent lodging facilities for customers across the world. Marriott International has developed a reputation for servicing customers using employees who have ethical values and are eager to serve the customers. Marriott hotel has one of the best management in the hospitality industry that can lead the employees to better serve customers. 
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