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[bookmark: _Toc158392914]Executive Summary
This report focuses on business consultancy in regard to strategy development in the context of issues faced by a chosen hospitality company. The chosen hospitality company in this case is Marriott Marquis San Diego Marina in California, United States (US). 
Identified problem 
Summarising the problem faced by the business, it can be stated that the hotel and the Marriott Group as a whole are undergoing an economic downturn as its revenue has declined after the COVID-19 pandemic, leading to the closure of many properties. This is a huge issue as the operational functions of the chosen hotel are being affected and there is the possibility of further negative consequences if these problems are not dealt with promptly. 
Findings
The report has conducted an in-depth analysis of the environment of the company, which has helped the business to identify factors and forces that are driving the problems plaguing the company or can potentially compound them. In this regard, several analytical tools like STEEPLED, SOAR, and TOWS have been used. In terms of external factors, the findings include declining households in the US, high inflation, decreasing unemployment rate, rapid advancement of technology, environmental sustainability perceptions, global conflict and declining political stability, legal restrictions, and people between the ages 25 to 40 years having the most share of hospitality business sales alongside higher income groups. In regard to strengths and opportunities, the findings revealed the company's global presence reputation, strategic partnerships, and the potential for digital transformation and sustainability opportunities. 
Analysis
The findings show that the external factors in the market are not in favour of the company's operations. Based on the findings, the report has analysed that the main issues that the company is facing are in relation to the economic downturn which is affecting its revenue generation. Additional problems that the company is facing is in regard to increasing competition in the market due to new technologies and the need to be prepared with the newest technologies in the market. Other than this, there is also the challenge of increasing focus on sustainability and the environmental impact of business activities (Kim, Lee and Fairhurst, 2017). Lastly, the issue of maintaining relevancy and brand reputation is a challenge.
Recommendations to the client 
After the analysis, some recommendations have been provided for the Marriott Marquis San Diego Marina. The recommendations have been found from STEEPLED, SOAR and TOWS analyses, thus providing comprehensive insights into the internal and external environment. Fierce competition was identified from analyses and it has been recommended that keeping an update on changing customer preferences and trends will be beneficial. It was furthermore, witnessed that enhanced customer loyalty will help to gain a competitive advantage, where the cost was 2000 US Dollars. The next recommendation has been provided for mitigating data protection and cybersecurity issues. The utilisation of Blockchain technology has been recommended as it will help Marriott Marquis San Diego Marina to achieve transparency and traceability in transactions and enhance security and no need for third-party involvement. 
The implementation cost of blockchain technology in the organisation was estimated at around 50,000 US Dollars. In order to reduce negative publicity of the brand, responsible and sustainable tourism has been recommended to the brand. The organisation might follow ethical operations, and implement energy efficient power and sustainable food menus and room rates. It has also been witnessed that Marriott International is focused on environmental sustainability and works towards its development. For sustaining within an economic downturn, which is the primary business issue, keeping a strong focus on marketing initiatives and customer loyalty programs have been recommended. For this, it has been recommended to shift the budget and marketing strategy according to changing consumer habits. Finally, yield management has been recommended to the brand for producing the best revenue. 
Conclusion
In conclusion, it has been witnessed that an overview of the study along with the findings has been provided. There have been wider discussions on the internal and external environment of Marriott Marquis San Diego Marina through STEEPLED, SOAR and TOWS analyses. Furthermore, recommendations have been provided based on the different analyses with the aim to mitigate the issues present. The business environment is highly volatile where organisations face numerous issues, and the COVID-19 pandemic has brought challenges, especially to the hospitality industry. It has been witnessed that there has been a significant drop in revenue for Marriott International. 
Some of the results found from different analyses were based on political, economic, social and technological aspects. The economy of the US was highly impacted where prices of energy, fuel, and other essentials like food are high. The global presence of Marriott is one of its strengths along with effective strategic partnerships. It has been also found that the organisation aspires to develop environmental, social and governance aspects. Data protection was one of the issues for the brand, along with greenwashing and whitewashing. Furthermore, with the recommended activities and action plan, Marriott Marquis San Diego Marina might be benefitted. 

[bookmark: _Toc158392915]Introduction 
In today's volatile and competitive business environment, companies are often faced with issues outside of their scope of control. This includes the hospitality industry as well, which was particularly affected by the recent COVID-19 pandemic. Business consultancy is one of the foremost remedies available to companies to deal with such problems. It serves to provide expert guidance and advice to organisations with the purpose of solving complex business problems and achieving business goals (CGI, 2024). As a professional Organisational Consultant at Ernst & Young Global Limited (EY) – a UK-based multinational professional services, accounting, and consultancy firm, this report will focus on the issue that the client – Marriott Marquis San Diego Marina Hotel is facing, with the purpose of offering strategic guidance for the company (Forbes, 2024). It is located in downtown San Diego, California, United States (US), and is one of its luxury coastal properties with waterfront views and a host of other facilities and amenities (Marriott International Inc., 2024).  
To provide a brief outline of the company’s issue, the hotel alongside numerous others that are part of the extensive portfolio of properties owned by Marriott International Inc., has reportedly struggled with the issues caused by the recent pandemic. The group reported a 23% drop in global revenue per available room (RevPAR) in 2020. The RevPAR in the North American region that the client business is a part of, slipped by around 20% in the same year. This has affected the bottom line of the business and the Group as a whole, in light of the forced closures of many of its global properties (Hospitality Network Management, 2020). Even with the pandemic having resided, some of its negative effects still persist, and alongside many other factors in the company's business environment, the Operations function/department at the company is faced with multifaceted issues to sustain profitable growth and stakeholder satisfaction. This is important, as without an effective strategy, the problems may intensify and ultimately hinder performance. As such, this calls for an in-depth analysis of the company's external and internal environment to come up with an effective strategic response to the company's problems. 
In this context, the report will provide an outline of the analysis conducted on the company’s external and internal environment. To this end, the report will make use of a number of analytical frameworks, including STEEPLED analysis, SOAR analysis, and TOWS analysis. STEEPLED analysis is a tool to help companies evaluate their external environment, with the aim of developing a business strategy to achieve organisational goals and/or solve business problems. The tool focuses on several factors which are grouped into Social, Technological, Economic, Environmental, Political, Legal, Ethical, and Demographic categories, and is evidently a step up from the more widely-used PESTLE and STEEPLE analysis tools, as it covers more aspects of the external environment (Business Documents UK, 2024). 
Moving on, SOAR analysis, which stands for “Strengths, Opportunities, Aspirations, and Results”, is a strategic planning tool that combines data about a company’s current internal situation/position to identify opportunities that align with the company’s strengths and enables creation of business strategic plan towards achieving business goals (Think Insights, 2024). Lastly, TOWS analysis, which is an abbreviation for Threats, Opportunities, Weaknesses, and Strengths, goes beyond the conventional SWOT analysis, to help with the formulation of strategies to deal with the opportunities and threats, by taking from the strengths and weaknesses of the concerned business (Kulshrestha and Puri, 2017). Using the findings from the analysis, the report will devise recommendations to solve the issues faced by the business and also outline a change management plan to help with the implementation of the recommendations, followed by an overall action plan. 



[bookmark: _Toc158392916]Analysis
[bookmark: _Toc158390853][bookmark: _Toc158391499][bookmark: _Toc158392917]Identification of issue 
[bookmark: _Hlk158386680]The impact of the COVID-19 pandemic has been vicious for businesses of all sizes and industries. Not only big brands were affected, but small and medium-sized enterprises had to pay a lot of consequences as well. The effect of COVID-19 on the hospitality industry is significant as it distorted supply chains and revenue, forced organisations to shut down due to social distancing and the impact on the travel ecosystem was critical (Deloitte, 2020). Around 25% of Marriott hotels were temporarily closed amidst the COVID-19 pandemic. The organisation noticed that there was a 23% drop in revenue per available room by April 2020, and it was expected to drop by 60% in all locations. It was furthermore witnessed that 16% of hotels were closed in North America, 79% in Europe, 54% in the Middle East and 69% in Africa (Hotel Management Network, 2020). 
[bookmark: _Hlk158386753]Other than closing down hotels temporarily, the hotel also planned to lay off corporate general and administrative costs. This will include the salaries of senior executives and requesting franchisees and owners to reduce cash outlays. From this aspect, it can be seen that increasing and managing revenue has been a critical aspect for Marriott and the same aspect has been with other brands as well. Furthermore, total employment in the leisure and hospitality industry dropped from 16.2 million in March to 8.71 million in April 2020 (USA Facts, 2023). Along with this, the revenue losses in the hotel industry of the United States of America are almost 30 billion US Dollars between March and May of 2020 (Ozdemir et al., 2021). 
[bookmark: _Toc158392918]STEEPLED Analysis
To better analyse and appreciate the issues facing the company, assessing the external factors that can affect the company's operations is imperative. To this end, here is a STEEPLED analysis of the hospitality and hotel industry in the US. 
	Factors
	Description

	Social

	The Annual Social and Economic Supplement (ASEC) finds that the median household income in 2022 was $74,580, which is a 2% decrease from 2021, and a 5% decrease from 2019 – a year before the start of the pandemic (Guzman and Kollar, 2023). Based on this, it can be inferred that the lower income levels following the pandemic negatively affected and will continue affecting the spending power of US citizens, which in turn, can be implied to influence sales in the hotel industry, and in association, sales at Marriott Marquis San Diego Marina. 

	Technological

	In recent years, the hotel/hospitality industry has witnessed rapid advancement and implementation of new technologies in business activities, such as big data, robotics, artificial intelligence (AI) virtual reality, and so on (Barten, 2024). These technologies enable hotel/hospitality businesses like Marriot to enhance their value proposition, customer experience, and operational efficiency but also increase customer expectations and competition. 

	Economic

	The high global and national inflation rate in the US (3.35% in December 2023), particularly the high prices of energy, fuel, and other essentials like food and hospitality-related products, means that hotel/hospitality businesses like Marriott are having to deal with increased operational costs (YCharts, 2023; Farrugia, 2023). However, the reduced levels of unemployment in 2022, which is 43% lower compared to the previous year, show that unemployment has decreased in the industry, which is good news for the company (Farrugia, 2023). 

	Environmental

	Like all other industries, the hospitality industry is also affected by public opinion and government pressure regarding the environmental impact of business activities. As such, the lack of environmental sustainability measures by a business may potentially hurt its brand image, reputation, and sales (Hospitality Net, 2022).  According to Rajak (2023), the three key areas of negative environmental impact in the hotel/hospitality industry are water, waste, and energy. Given this, the company will have to focus on these aspects to ensure positive public opinion and smooth operations. 

	Political

	Global political events like the Russia-Ukraine war and the ongoing conflict in the Middle East centred around Israel and Gaza, have resulted in a significant negative impact on global trade and economy, and disrupted supply chains across the world. This is likely to have some level of negative impact on hospitality businesses in the US. On the other hand, the political stability in the US is -0.04, which is significantly lower than pre-pandemic levels (The Global Economy, 2024). This can also affect inbound and domestic travel in the US, resulting in lower hospitality business activity and sales (Shah and Gedamkar, 2022).  

	Legal

	In regard to legal factors, hospitality businesses need to be aware of and comply with consumer, data and privacy, intellectual property challenges, and franchising scrutiny.  Additionally, new privacy policies and laws in the US are likely to affect business practices regardless of the industry, and hospitality businesses need to ensure compliance to protect themselves from lawsuits and a public debacle (Antoniolli et al., 2023). 

	Ethical

	Hospitality businesses need to ensure that they are ethically responsible, in which context, customer satisfaction comes first and foremost (Serra-Cantallops et al., 2018). This includes ensuring good consumer experience, accessibility, and data privacy. Other than this, regulatory compliance, environmental responsibility, and community involvement are also included among the ethical responsibilities that the company will have to uphold (Chen and Liu, 2022).

	Demographics
	In terms of demographics, people between the age of 25-34 years and 35-44 years are the biggest users of hotel accommodations, making up for 24.2% and 25.9% (over 50% combined) of all consumers. In terms of gender, 52.2% of hotel users are male, while 47.8% are female. Lastly, income-wise, high-income demographics make up 43.7% of the overall hotel user consumer base (Statista, 2024). The company will have to take these into consideration in their strategy. 


Table 1: STEEPLED Analysis of the external environment of Marriott Marquis San Diego Marina
(Source: Created by the learner)
[bookmark: _Toc158390855][bookmark: _Toc158391501][bookmark: _Toc158392919]SOAR
	Strengths
	[bookmark: _Hlk158387292][bookmark: _Hlk158387375][bookmark: _Hlk158387317]The global presence of the brand is one of its strengths which helps with increasing revenue and gaining more opportunities. Marriott International is highly present in Asia and North America with 124 and 338 establishments respectively, and other than that, South America, Europe, the Middle East, the Caribbean, Central America and Africa are other regions (Marriott International, 2024). The reputation of the hotel and market leadership are other significant strengths. Also, the strategic partnerships of the brand in different sectors have provided the company with a competitive advantage. Some of the significant partnerships are, Bonvoy, Singapore Airlines, MGM Resorts, Rakuten, HDFC bank, Uber, Mercedes and more. The design of the Marriott Marquis San Diego Marina has been rated very good for the brand (Tripadvisor, 2023). 

	Opportunities
	[bookmark: _Hlk158387413]Keeping a close watch on changing customer behaviour and expectations can be beneficial in taking advantage of the opportunities. The significance of digitalisation in businesses has been increasing, which can also provide a wide range of managerial and operational benefits to organisations. Some of the technological aspects are touchless payments, self-check-outs and check-ins, VR and AR and more (Hotelogix, 2022). Providing personalised service can be a necessary aspect for differentiating Marriott International from its competitors. In the post-Covid world, adapting to resilient strategies and contingency plans might be helpful for the hotel industry. Adhering to cleaning certifications can be beneficial for establishments in the hotel industry after the COVID-19 pandemic.

	Aspirations
	Supporting guests, owners, associates and communities has always been a priority for Marriott Marquis San Diego Marina. After the impacts of COVID-19, the hotel brand has stepped up to support communities through funding, transporting vaccines in 100 countries around the world and more initiatives (Marriott International, 2022). Environmental sustainability is also fostered within the organisation as they are ambitious of meeting net zero. Human rights awareness is important for the organisation and it continues to develop environmental, social and governance aspects through different activities and initiatives. Be is a new brand from Marriott International, which aims at empowering and growing the global workforce (Marriott International News Center, 2023). 

	Results
	The success of Marriott International can be determined by increased responsibilities towards the environment, societies and governance aspects. Helping employees just like the guests, aligning them to organisational purpose and prioritising their well-being are necessary aspects of Marriott (Gibbons, 2020). Creating a seamless customer journey across all services and platforms and supporting underrepresented groups like Hispanic, Black and Native American are some of the success criteria of Marriott International ((Marriott International News Center, 2022). Climate Change actions are also fostered within the organisation. The tangible success criteria of the brand are powerful loyalty programs, a brand portfolio, dedicated associates and global room distribution.


Table 2: SOAR Analysis
(Created by the learner)
[bookmark: _Toc158390856][bookmark: _Toc158391502][bookmark: _Toc158392920]TOWS
	
	Opportunities
· Expanding to emerging markets might be helpful for the hospitality industry as it will create urbanisation, potential rising disposable incomes and more (Dattagupta and Pazarbasioglu, 2021). 
· Leveraging technology and innovation and providing personalised services (Lau, 2020).
· Sustainable and responsible tourism.
· Focusing on changing customer needs and preferences
	Threats
· With a large number of hotels and restaurants, the hospitality sector has become highly competitive (Khatumdi, 2023). 
· Economic downturns due to the global pandemic and then the Russia-Ukraine war.
· Regulatory compliance and changes might impact costs and operations in the organisation. 
· Cybersecurity threats have increased by 38% globally as recorded in 2022 and it is escalated by ransomware gangs and agile hackers (Anderson, 2023). 

	Strengths
· High global presence and brand portfolio with operations in more than 127 countries. 
· Impeccable reputation all around the world with 13th rank among the world’s most admired companies (Fortune, 2022).
· A strong loyalty program is a success criterion for Marriott Marquis San Diego Marina.  
	SO Strategies
· Marriott might consider using its reputation and portfolio to expand into emerging economies.
· Expanding into emerging countries will help to leverage reputation and portfolio.
· Focusing on changing needs and preferences will furthermore improve customer loyalty and base. 
· Sustainable and responsible tourism will also help to enhance brand awareness and recognition (Sugiri and Mahyuni, 2019).  
	ST Strategies
· Developing an effective competitive advantage by staying up to date with changing trends can enhance reputation (FasterCapital, 2023).
· Complying with the changing laws and regulations will develop Marriott’s reputation. 
· Working on technologies to avoid cybersecurity threats can be beneficial to developing the reputation of the brand. 
· Focusing on loyalty programs and marketing initiatives can help in surviving economic downturns.

	Weaknesses
· The data protection aspect of Marriott International is an issue, as in 2018, one of its reservation systems was compromised with millions of customer records, passport numbers and credit card information (Fruhlinger, 2020). 
· Criminal investigations in the hotel have put Marriott’s image in peril, along with whitewashing incidents (Mirror Review, 2023). 
· Human trafficking in the organisation’s supply chain.
	WO Strategies
· Leveraging blockchain technology and security systems can be advantageous in tackling data protection issues (Zubaydi, Varga and Molnár, 2023).
· Adhering to sustainable and responsible tourism will help the brand effectively remove acquisitions on greenwashing and whitewashing. 

	WT Strategies
· The data protection issue of Marriott can be reduced by effective adaptation of new technology. 
· Aligning to changing regulations and laws can help to reduce human rights breaches, whitewashing and greenwashing. 
· Effective yield management can be beneficial in tackling economic downturns and quickly responding to changing market conditions (Site Minder, 2023). 


Table 3: TOWS Matrix
(Created by the learner)


[bookmark: _Toc158392921]Recommendations and Change Management 
[bookmark: _Toc158390858][bookmark: _Toc158391504][bookmark: _Toc158392922]Recommendations
From the above STEEPLED, SOAR and TOWS analysis, a comprehensive understanding can be made about what issues the hotel is facing furthermore, here are some of the recommendations that might be helpful:
· Fierce competition was one of the threats identified and therefore, developing effective strategies is required by Marriott Marquis San Diego Marina. Keeping an update on the changing customer trends and preferences can be an effective competitive advantage. Some of the consumer preferences towards the hospitality industry are making various payment options, healthy and good experiences, focusing on food packaging and restaurant ambience, effective hygiene factors and polite staff behaviour (Chaudhary, 2022). These aspects can provide enhanced customer loyalty, along with a competitive advantage for Marriott Marquis San Diego Marina. In order to do so, there are certain costs for the hotel for developing the ambience of restaurants will be a minimum of 2000 US Dollars, considering the size of Marriott Marquis San Diego Marina.
· Issues with protecting data and cybersecurity were identified in both threats and weaknesses. Furthermore, it was identified that leveraging technology is an excellent opportunity for businesses. Blockchain technology can be an effective aspect of strengthening cybersecurity systems in an organisation. With blockchain technology, security and identity management can be decentralised and records will be immutable (Chintawar and Sampath, 2023). Furthermore, cryptographic algorithms in Blockchain will help to secure data and transactions through hashes and digital signatures. Marriott Marquis San Diego Marina will be able to achieve transparency and traceability in transactions, enhanced security in access and identity management and no need for third-party involvement. The cost of blockchain technology is dependent upon the complication in adaptation, and the average cost might be around 50,000 US Dollars. 
· Negative publicity of the brand was one of the issues recognised from the TOWS analysis, where the organisation has been accused of greenwashing and whitewashing as well. On the other hand, SOAR analysis revealed that the organisation is focused on environmental sustainability. Therefore, adhering to responsible and sustainable tourism might be helpful for the brand. Removing the use of single-use plastics, focusing on water saving and management, using local products and following ethical operations in terms of vendors, logistics, transportation and other areas can be beneficial (United Nations, 2022). Furthermore, implementing energy-efficient power, sustainable room rates and food menus and integrating climate technology solutions can be effective as well (Climate Trade, 2023). Implementation of cost for energy-efficient power systems can be around 20 cents per kWh or kilowatt per hour. 
· Economic downturn was the primary aspect as it was witnessed that revenue was falling with the emergence of the COVID-19 pandemic. Therefore, it is recommended that keeping a strong focus on marketing initiatives and customer loyalty programs can help Marriott Marquis San Diego Marina survive economic downturns. In order to do so, the marketing strategy and budget can be shifted in accordance with the changing consumer habits (Werve, 2023). Furthermore, marketing to loyalty members is usually easier and cheaper as their data on favourites, interests, contact information, purchases and more are already present. 59% of customers are prepared to buy from brands they are loyal to (Marigold, 2024). Based on the project, marketing costs might go up to 5000 to 8000 US Dollars per month. 
· In all the discussions, adapting to changes was mentioned and similarly, the prices need to be aligned effectively. Yield management is a dynamic hotel pricing strategy that aims to produce the best revenue from a set of rooms (Blanes, 2023). In this strategy, no fixed pricing strategy is followed, which means that there is no fixed number of rooms to sell, inventory is perishable and people are willing to pay different prices at varying conditions. As a result, Marriott Marquis San Diego Marina will need to go through their data to check the variance in pricing and a yield management system can be effective as well. Yield management can carry out complicated data, calculations and numbers easily and efficiently. 
[bookmark: _Toc158392923]Change management 
Definition and types
The ability to change is an important aspect and success criterion for businesses as it facilitates growth and development. From a report from Gartner, it has been witnessed that 34% of businesses only make a clear success through organisational change management (Gartner, 2024). Change management can be defined as a structured process for implementing and planning alternate or new ways of operating in an organisation (Miranda, Bottorff and Watts, 2022). While implementing a change, there might be numerous challenges and this is again depending on the size of an organisation. In order to manage change effectively it is necessary to remove the barriers and resistance to change, otherwise, the alterations will be ineffective. The report from Gartner also revealed that the workforce plays an important part in transformational change and not executives. 
Furthermore, keeping a keen focus on them will be necessary for Marriott Marquis San Diego Marina. Some of the popular change management models are, Lewin’s model, Kotter’s change management theory, Nudge theory, McKinsey’s 7s model and ADKAR change management model. From all these, models, Kotter’s 8-step change management model will be taken. This change management model is based on creating an atmosphere of change, involving and engaging members, implementing the plans and then sustaining it (Tahir, 2019). One of the reasons for choosing this model is that it provides 8 clear steps towards managing change in an organisation, where leadership is involved. This model also discusses removing resistances and obstacles and therefore, this is relevant for big organisations.  
Application 
Applying Kotter's Change Management Model, a step-by-step strategy to effectively implement the recommended strategies that have been identified has been outlined below. 
1. The first step, as proposed by the change model, is to bring attention to the issues that are affecting the company's performance as well as drive home the significance and potential consequences if not resolved promptly. This will provide the people at the company with a purpose and a compelling vision and help gain support from the stakeholders, from the investors to the staff. This can be achieved through a variety of ways, such as stakeholder meetings and company-wide newsletters, which outline the findings from the analysis in a concise manner to deliver the importance of the issue and, the potential consequences of delaying response (Lewis, 2019). 
2. The second step is to form a coalition of people with decision-making power and influence who support the change. Having a group of influential people backing the strategy will send a powerful message that will make it easy to gain support. It will help if key members from different functional areas of the company are selected, as it will help provide different expertise and perspectives to enable the above-identified recommended strategies. Given that the strategies will call for the involvement of different departments, including research, technology, sustainability, and marketing, a diverse team will make the process easier. 
3. Creating a vision for change will enable better understanding and gaining acceptance from the stakeholders. It is necessary to make the vision clear, which means pointing out the changes planned and the desired outcomes. To this end, the strategic recommendations and their implications need to be communicated, A logical strategic plan will go a long way in accomplishing that, which needs to be developed and illustrated to the stakeholders to get their support. 
4. Subsequently, the vision needs to be communicated across the company. However, this does not only mean that the vision and objectives are to be delivered through a newsletter or verbal communication. This may create misunderstandings and gaps in communication, to reduce which, the company's ability to effectively demonstrate the behaviour that they want to achieve. Possibly the use of visuals can help in this aspect, which can be used to further demonstrate the differences/changes between the current and the visualised future state. It will also help if the communication can answer and ease the concerns and uncertainty felt by the staff (Johnson, 2017). 
5. In continuation of the above point, the concerns of the staff and uncertainties can result in resistance to change. This can cause a hindrance to the change process, requiring more time and resources to be expended to effectively implement the change, or even lead to failure. To this end, it is necessary to remove the potential obstacles to the change plans beforehand. This can be achieved by assessing the commitment of the people directly involved in the change process and reinforcing it if necessary. Also, assessing the resources and capabilities of the organisation is required to ensure that there will be no problems in regard to the lack of resources or incapability of the people involved in the change (Karaxha, 2019).  
To this end, shoring up resources and training the staff in the required skillsets and knowledge areas can help with these problems. For instance, the strategy of integrating blockchain technology and other security systems into business operations will require finances and capable staff who can operate the technologies effectively. Similarly, the development of loyalty programs and marketing initiatives will require capable people with innovative ideas to help with diversification and create a competitive advantage. Moreover, there may be some who are opposed to the changes despite the previous steps, and identifying those will be necessary to remove their concerns or other causes of their opposition. Lastly, recognising and rewarding the people who support and are involved in the change is also vital to ensure continued commitment. 
6. The next step is to implement the recommended strategies, which will call for some changes to the structure or functional areas, as some roles will need to be changed or modified to help with the strategies. This includes some roles being modified to accommodate the operation and management of the new technologies. Similarly, the focus on sustainability and responsible tourism may require the establishment of a separate department focusing on these areas or the modification of the responsibilities of an existing department. It will be necessary to build momentum by commemorating any progress or milestones met. This will help motivate the people involved and will also be an effective way to deal with people who are sceptic regarding the change. 
7. However, while progress and incremental gains are important, these are not enough to sustain the change. The company will need to analyse what aspects of the strategies were implemented effectively and which faced barriers. As such, measuring the progress and success rates will be important. This can be achieved by setting key performance indicators (KPIs) for each strategic intervention/recommendation. KPIs are quantifiable measures/standards of performance which are set to assess performance for a specific objective, generally over a set period (Qlik, 2024). For instance, in relation to the plan of leveraging new technologies, a decrease in process times or an increase in customer satisfaction and reviews can be an indicator of the effective incorporation of technologies in the hotel's operations. On the other hand, sustainable and responsible tourism initiatives can be measured by setting KPIs like 50-60% removal of single use plastics from operations; reduction in energy usage by 5%; or increasing share of renewable energy usage across operations by 10%. On the other hand, strategies like aligning with market trends and the use of loyalty programs can be measured through analysis of competitors and repeat purchases among others. 
8. Embedding the change in the company culture will require the company leadership and staff to remain consistent talk about the change, and continue to recognise key contributions. Instilling core values of change in newly hired employees will also allow for instilling the change into the organisational culture (Olins, 2017; Hodges and Gill, 2014). 
[bookmark: _Toc158392924]Action Plan 
	No.
	Problem
	Solution
	Desired outcome
	Time
scale
	End
Date
	Planned
Budget

	1
	Lower sales and revenue from the operations leading
	Developing loyalty programs and marketing programs including destination and service promotion to attract tourists and ensure repeat purchases to generate more revenue and ensure survival through the economic downturn (Lavi, 2023).
	More number of domestic and international tourists travelling to the US and California, and more customers availing accommodation services from the hotel, leading to increased sales. 
	6 months
	10th August 2024
	$5,000-8000 per month to a total of approximately $30,000-$40,000 in total. 

	2
	Competition from other businesses and remaining relevant in the market 
	Developing competitive advantage by diversifying the value proposition of its accommodation service, by aligning with trends like sustainability, technology usage, and ensuring the health and wellbeing of the customers (Khatumdi, 2023). 
	Gaining better reviews than competitors and a larger share of the hospitality/hotel market in the area. 
	3 months
	10th May 2024
	$20,000

	3
	The rapid pace of technological advancement is increasing customer expectations in regard to experience and convenience
	Identifying the most suitable ongoing technological trends and purchasing and implementing the technology in different operational areas to improve customer experience and convenience in those areas. In this regard, the main technologies that have been identified include AI, augmented and virtual reality (AR and VR), robots, cloud, and blockchain technology (Hollander, 2023). 
	Improving consumer perception regarding the company and allowing for better reviews and customer loyalty.  
	6 months
	10th August 2024
	$50,000 Dollars

	4
	Increasing focus on sustainability and the impact of tourism and hospitality activities on the environment is leading to a shift to eco-friendly hospitality businesses 
	Adopting practices and strategies aimed at improving sustainability and environmental impact including the use of more renewable sources of energy in operations, reducing the usage of energy and energy conservation, reducing water wastage, and effective waste disposal (ClimateTrade, 2023). 
	Improved brand image and attracting customers who attach importance to sustainability and eco-friendly businesses. 
	6 months
	10th August 2024
	$25,000 


Table 4: Action Plan
(Source: Create by the learner)
[bookmark: _Toc158392925]Conclusion
The business environment is highly volatile and companies might face numerous issues that are not within their control the hospitality industry is one of the industries that is very susceptible to issues. The COVID-19 pandemic has brought issues to businesses in the hospitality industry, where it has been witnessed that there was a 23% drop in revenue per available room by April 2020, and it was expected to drop by 60% in all locations for Marriott International. In addition to this, it was also witnessed that there was a significant drop in North America, Europe, the Middle East and Africa.
In addition to this, Marriott also planned to lay off corporate general and reduce administrative costs. Therefore, these were some of the solutions that Marriott came up with after a significant drop in revenue. For effective analysis, STEEPLED, SOAR and TOWS analyses have been performed, which have provided effective insights into the internal and external business environment. Analysing the social dimension in STEEPLED analysis, it was seen that there has been decrement in median household income in the US and it might impact the purchasing power of Americans. Technological factors revealed that the implementation of new technologies and their rapid advancement are fostered by organisations. 
Prices of energy, fuel, and other essentials like food are high in the US, which might increase operational costs. Furthermore, ongoing conflicts due to Israel and Gaza and Russia-Ukraine war, are some of the findings from this analysis. SOAR analysis stated that the global presence of Marriott is one of its strengths, along with the designs and ambience of Marriott Marquis San Diego Marina. The strategic partnership is also a strength for Marriott International and Bonvoy, Singapore Airlines, MGM Resorts and Rakuten are some significant examples. Adapting to new technology and keeping close monitoring of changing customer behaviour and expectations can be beneficial. 
The organisation aspires to develop environmental, social and governance aspects by helping its people, guests, associates and communities. Furthermore, creating seamless customer experience, supporting underrepresented groups, loyalty programs and global room distribution are some of the success criteria for Marriott International. From the TOWS analysis, several weaknesses and threats of the organisation were revealed for which, strategies have been provided for mitigation. Data protection was one of the issues for the brand, along with greenwashing and whitewashing. Fierce competition, economic downturns, regulatory changes compliance and increasing cybersecurity threats are some of the threats in the hospitality industry. 
Staying updated with changing customers’ preferences and trends was one of the recommended ways to remain competitive. Leveraging blockchain technology will help Marriott International to tackle data protection issues and cyber threats. For removing acquisitions on greenwashing, the organisation can adhere to and promote sustainable and responsible tourism. Focusing on marketing and loyalty programs and yield management will help the organisation to survive economic downturns. Kotter’s change management model was adapted for implementing effective alterations. Finally, a big thanks to Marriott Marquis San Diego Marina for choosing E&Y for consultation and collaborating on this project. 
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