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Executive Summary

Following the rebranding of the Food and Beverage Department at the Cardiff Marriott Hotel by Browns, this study provides an in-depth evaluation of the department's operations. The investigation was carried out with the assistance of several instruments and methods, including SWOT analysis, PESTLE analysis, and TOWS matrix analysis. According to the research, the operations of the department are plagued by several significant problems, such as high personnel turnover, inadequate satisfaction of customers, and an absence of innovative thinking. To address these concerns, the paper makes a variety of suggestions and recommendations for potential remedies. These include the implementation of a thorough training program for staff, the introduction of novel menu items and offers to attract customers, the upgrading of the payment system, and the implementation of a system of benefit package options for employees. In addition, the research provides recommendations about the implementation of team-building exercises as well as frequent staff feedback meetings to enhance communication and cultivate a pleasant atmosphere in the workplace. The study has prepared a comprehensive action plan to put these changes into effect, complete with specified timelines and budgets. The plan describes the problem, the solution, the expected outcome, the time scale, the completion date, and the budget for each issue that was identified. The report concludes that, in general, even though the rebranding of the Food and Beverage Department has resulted in a few difficulties, it also provides a one-of-a-kind opportunity for the department to improve its operations and increase the level of satisfaction it provides to its customers. The goals of the analysis, as well as the answers and recommendations that have been given, are to address the significant challenges that have been discovered and to put the department on a road that will lead to increased success and profitability. The action plan lays out a clear road map for putting these changes into effect, and with the assistance of management, staff, and other stakeholders, the department will be able to realize its goals and maintain its high level of service to customers and visitors. According to the findings of the analysis, the Food and Beverages department of the Cardiff Marriott Hotel is dealing with several difficulties that are having a detrimental effect on the performance of the business. There is a high employee turnover rate, menus that are out of current, quality control issues with the cuisine, and a lack of marketing methods to attract clients some of these concerns. The report suggests implementing several changes to address these issues. These changes include improving staff training programs, introducing a new menu with a focus on locally sourced ingredients and dietary restrictions, updating the restaurant's decor and ambience, developing an effective marketing strategy, and engaging with customers via social media. In addition, the report suggests the establishment of a program of incentives and rewards to motivate employees and encourage them to provide excellent customer service, the creation of opportunities for team-building and cross-training, and the introduction of a QR-code scan and pay system for the payment of the bill to improve the speed of service. All of these things are intended to motivate and encourage employees to provide excellent customer service. The hotel's ability to bring in new customers, keep the ones it already has, and bring in more money depends on its implementation of these changes. According to the findings of the survey, it is vital to maintain a balance between the positive and negative aspects of the operation, as well as to take into consideration the most recent trends in the market and the expectations of consumers.
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[bookmark: _Toc128169110]Introduction

The purpose of this report is to give a complete analysis of the Food and Beverages Department of the Cardiff Marriott Hotel, finding difficulties and proposing solutions to improve the department's operational efficiency. The hospitality industry is extremely cutthroat, and the Food and Beverage Department is one of the most important factors in drawing in new customers and keeping the ones you already have. The takeover of the department by Browns resulted in significant changes, including the loss of benefits and perks for the employees, a decrease in staff retention, and the need for rebranding, all of which are discussed in detail in the report. The report's primary focus is on the effects of the takeover. A general introduction to the Cardiff Marriott Hotel and its food and beverage department is provided at the beginning of the report. After that, it outlines the primary challenges that the division must overcome, such as the high personnel turnover, the unfavourable reviews, and the environmental problems. This paper provides an in-depth analysis of these issues as well as recommendations for how they can be resolved. Among the proposals are improvements to be made to the staff training program, the introduction of a benefits package, enhancements to the hotel's environmental performance, and the incorporation of new technologies (Belás and Bartoš, 2019). According to the findings of the report, the proposed remedies would be able to improve the Food and Beverages Department’s operations as well as address the problems that have been highlighted. For these solutions to be successfully implemented, the hotel’s management, employees, and patrons will all need to work together and provide their support. This paper lays out a strategy for improving the operations of the department, strengthening the reputation of the hotel, and increasing the level of happiness experienced by customers. 
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[bookmark: _Toc128169112]Cardiff Marriot Hotel and the Current Issues it is Facing
The Cardiff Marriott Hotel is a sprawling establishment that can be found right in the middle of the city. It provides guests with luxurious accommodations, spaces for holding meetings and events, as well as a variety of amenities, such as a fitness centre and a restaurant.
However, as detailed in the scenario, once the hotel was acquired by Browns and rebranded, it began to experience problems in its Food and Beverages Department. These problems were caused by several factors (Cooper et al., 2017). As a consequence of the high staff turnover rate and the subsequent drop in morale, many workers either handed in their resignations or agreed to have their employment contracts replaced by new ones signed with Browns (Cheng and Chien, 2005). In addition, the Food and Beverage Department now has to contend with increased rivalry from neighbouring restaurants, each of which provides a unique style of cuisine in addition to various meal offers.
The hotel might want to consider putting into action a few different measures to address these difficulties. For instance, if an employer were to provide employees with competitive benefits and incentives, this may assist the employer to retain staff while also improving employee morale. Both the quality of the service and the turnover rate of employees could be improved by providing regular training opportunities for employees (Grönroos, 2007). To solve the issue of competition, the hotel can consider surveying eateries in the surrounding region that are in direct competition with its own, and then coming up with special menu items or deal packages to entice customers (Gnoth, 2002). Customers may experience improved speed and ease when making payments if a system that scans and processes QR codes is implemented.
Overall, the Cardiff Marriott Hotel has the potential to be a successful hotel, but it will need to address the challenges outlined in the scenario to remain competitive and retain both employees and customers.
[bookmark: _Toc128169113]

PESTLE Analysis

	Political Factors
	The political considerations that could have an impact on the Cardiff Marriott Hotel include rules imposed by the government on aspects of the hospitality business that are relevant to that sector, such as labour laws and taxation policies (Kandampully, 2013). Alterations in the policies of the government regarding travel and tourism may also affect the amount of business that is brought in by the hotel.


	Economic Factors
	Alterations in the general economic climate, such as recessions or economic downturns, which could lead to decreased demand for hotel stays, are examples of economic factors that have the potential to have an impact on the Cardiff Marriott Hotel (Kim and Han, 2010). Additionally, fluctuations in currency exchange rates may affect the revenue of the hotel, particularly if the hotel caters to a large number of guests from other countries.

	Social Factors
	Alterations in customer behaviour and tastes, such as an expanding desire for sustainable and environmentally friendly hotels, are examples of the kind of social factors that have the potential to affect the Cardiff Marriott Hotel (Lee and Hsieh, 2010). Alterations in family structures or an ageing population, for example, are two examples of demographic alterations that might have an effect on the types of customers that a hotel caters to.

	Technological Factors
	The rising usage of mobile devices and social media for trip planning and booking are two examples of technological developments that could have an impact on the Cardiff Marriott Hotel (Paraskevas and Altinay, 2012). In addition, the hotel may need to make investments in new technology to improve the experiences of its guests. Some examples of these technologies include mobile check-in and keyless room entrance.

	Legal Factors 
	Laws and regulations concerning employment and labour, health and safety, and data privacy are some of the legal considerations that have the potential to have an impact on the Cardiff Marriott Hotel (Zeithaml et al., 2018). To avoid potential legal complications and to safeguard its reputation, the hotel must ensure that certain regulations are followed.

	Environmental Factors
	The growing number of issues regarding sustainability and the environment is one of the environmental elements that might affect the Cardiff Marriott Hotel. To maintain its position as a competitive player in the industry and to attract environmentally sensitive visitors, the hotel may need to adopt environmentally friendly business practices and cut its carbon footprint (Kandampully, 2015).



Figure 1: PESTLE Analysis.

Overall, the Cardiff Marriott Hotel will need to carefully monitor and respond to changes in these various factors to remain competitive and successful in the hospitality industry.
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SWOT Analysis

	Strengths
One of the strengths of the Food and Beverages Department is the hotel’s prestigious brand name and reputation, which can help to attract guests who are seeking high-end accommodations and dining experiences (Mill and Morrison, 2012). The hotel’s location in the heart of Cardiff city centre is also a strength, providing convenient access to shopping, entertainment, and cultural attractions (Kotler et al., 2014). The department’s experienced and knowledgeable staff is another strength, which can help to ensure that guests have a positive and memorable dining experience.
	Weaknesses
One of the weaknesses of the department is the recent transition to new ownership and rebranding, which has resulted in some employee turnover and potential confusion among guests about the hotel’s offerings. The limited menu options and lack of variety compared to nearby competitors is other weaknesses (Buttrick, 2009). The department’s reliance on the Marriott brand name may also be a weakness, as guests may have high expectations for the quality of service and cuisine.

	Opportunities
One opportunity for the Food and Beverages Department is to introduce new and innovative menu options, including food from different chefs and package offers that are not currently available in the area (Burnes, 2014). The department can also leverage technology to provide convenient payment options, such as QR-code scan and pay (Noordzife, 2014). Additionally, the department can offer team-building activities and training programs to improve staff performance and reduce turnover.
	Threats
The primary threat to the Food and Beverages Department is competition from nearby restaurants and eateries that offer a wide variety of cuisine options (Whittington et al, 2020). The department will need to work hard to stand out and attract guests who are looking for a unique and high-end dining experience. Additionally, changes in the overall economic climate and travel restrictions due to the COVID-19 pandemic could impact the number of guests that the hotel receives, which could in turn impact the department’s revenue (Baron and Armstrong, 2007). Finally, any negative reviews or publicity related to the department’s service or cuisine could also be a threat to the department’s reputation and future success.



Figure 2: SWOT Analysis.
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[bookmark: _Toc128169115]How to Improve the Condition
Based on the PESTLE and SWOT analysis, there are several areas in which the Cardiff Marriott Hotel Food and Beverages Department can be improved:
Staff training: Given the high employee turnover rate that the Food and Beverages Department suffers, it is essential to provide frequent training to increase the skills and knowledge of the people working in the department (Brierley, 2006). This will not only help in retaining the current staff members, but it will also ensure that the guests receive great service, which will result in positive feedback and continuous patronage. This is a win-win situation.
Incentives for staff: By providing incentives to staff members that are dependent on their performance, it is possible to encourage employees to work at a higher level and provide superior service to clients. In addition, this strategy can be used to motivate employees to work more efficiently (Fisman and Sullivan, 2014). This can take the form of monetary advantages or non-monetary rewards such as recognition or progress, for example. Both of these are examples of possible forms of reward.
Variety in food and package offers: The Food and Beverage Department of the hotel needs to come up with a wide variety of food options and attractive package offers to entice guests to dine in the hotel because there is a lot of competition in the area with several restaurants offering different kinds of food (Johnson, 2005). To entice guests to dine in the hotel, the Food and Beverage Department of the hotel needs to come up with a wide variety of food options and attractive package offers (Whittington and Molloy, 2005). To be successful in this endeavour, the department will need to exercise its creative side.
Introduction of QR-code scan and pay: If there is a requirement to boost the speed of service and give guests an uninterrupted payment process, one option that can be considered is the utilization of QR-code scan and pay (Smith, 2010). This is something that can be considered if there is a need.
Benefits packages for staff: When it comes to retaining personnel and providing the highest possible quality of service to consumers, one option that can be explored is the development of a system of rewards packages (Jones and Smith, 2019). This could include retirement plans, health benefits, and other perks that are intended to make employees feel appreciated in their positions of responsibility.
Refurbishment: If there are environmental problems within the hotel, such as outdated furnishings or equipment, one option to investigate is refurbishment (International Tourism Partnership, 2021). This will assist enhance the hotel’s appearance as well as its functionality.
By implementing these improvements, the Cardiff Marriott Hotel Food and Beverages Department can overcome the challenges identified in the PESTLE analysis and ensure that the guests have a memorable experience, leading to positive reviews and repeat business.
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Critical Issues Need to be Considered
After analyzing the Cardiff Marriott Hotel Food and Beverages Department, several issues have been identified that require attention to improve even after the improvements suggested are implemented.
High Staff Turnover
Because Browns recently purchased the department and renamed it, there has been a significant amount of worker turnover, which is one of the most significant problems (World Travel and Tourism Council, 2022). A significant number of workers left their positions at Marriott to find work elsewhere, while others accepted new job contracts with Browns even though they would no longer receive their Marriott employee perks and, in some cases, would be paid less. This has led to the loss of staff members who were both experienced and trained, which has the potential to hurt the level of service that is provided to clients (Grönroos and Ravald, 2011). To solve this problem, frequent training can be provided to workers to improve their skills and cut down on employee turnover. In addition, incentives can be provided to personnel depending on their performance to incentivize them to continue working there and provide the highest possible level of customer care clients (Kandampully, 2013).
High Competition
Another problem that has been recognized is the intense level of rivalry that exists in the region, as a result of the large number of restaurants that offer a diverse selection of certain dishes. Because of this, it is difficult for Brown to get new customers and keep its existing ones (Kimes, 2011). To circumvent this challenge, Browns can devise a diverse selection of cuisine and package deals, to encourage customers to spend their money within the hotel rather than elsewhere (Lashley, 2013). To find areas in which Browns can develop and differentiate itself from other restaurants in the area, a comparative analysis with those establishments’ competitors can be carried out.
Inadequate communication: The takeover by Browns and subsequent rebranding of the Food and Beverages department has caused significant disruptions to operations and employee morale. However, there seems to be a lack of clear communication from the management regarding the changes and the implications for the employees (Pechlaner and Bachinger, 2016). This has led to confusion, frustration, and resentment among the staff, as well as decreased motivation and productivity (Sigala, 2016). Therefore, improving communication channels and providing regular updates and feedback to the staff could help to mitigate these issues.
Inconsistent quality of service: Some reviews and feedback from guests have highlighted inconsistencies in the quality of service provided by the hotel, especially in the Food and Beverages department. While some guests have reported excellent experiences, others have expressed disappointment with the slow service, unresponsive staff, and overall lack of attention to detail (Wood and Brotherton, 2014). This could be due to several factors, such as inadequate staff training, high turnover rates, or poor management practices (Yuksel, Yuksel, and Bilim, 2010). To address this issue, the hotel could consider investing in more comprehensive staff training programs, implementing stricter quality control measures, and providing better incentives and rewards for staff who consistently provide excellent service.
Limited menu options: While the hotel is located in a highly competitive area with many restaurants offering diverse cuisines, some guests have expressed dissatisfaction with the limited menu options offered by the Food and Beverages department (Barsky and Nash, 2002). This could be due to various reasons, such as the need to maintain Marriott’s brand standards, limited resources, or a lack of creativity among the chefs. To address this issue, the hotel could consider introducing more varied and innovative menu options, collaborating with local chefs or food suppliers, and conducting regular market research to stay up-to-date with evolving customer preferences and trends (Ben Aissa and Jarboui, 2018).
Inefficient payment processes: The use of traditional payment methods, such as cash or card payments, can be time-consuming and inefficient, leading to longer wait times and potential errors in processing (Choi and Chu, 2001). To address this issue, the hotel could consider implementing more modern and efficient payment processes, such as mobile payments, online payments, or QR-code scan and pay systems (Kim and Lee, 2012). This would not only improve the overall guest experience but also help to reduce wait times and increase staff productivity.
[bookmark: _Toc128169117]
Negative Sides of the Transformation
Loss of perks: As a result of the transition of some workers’ employment contracts from Marriott to Browns, they have experienced a reduction in their benefits package and, in some cases, a decrease in their base income (Li and Liu, 2018). This could result in the demotivation of the workers and have an effect on their morale, both of which can hurt the quality of service that is offered to the customers.
High competition: Browns may find it difficult to attract and keep customers due to the high concentration of other restaurants in the surrounding area (Nunkoo and Ramkissoon, 2011). This is especially true if they are unable to provide a distinguishing feature or an extensive menu of culinary options.
Refurbishment: Specific portions of the hotel may require renovation to handle any environmental concerns, maintain a high degree of quality and comfort for guests, and keep up with current trends (Oh and Jeong, 2007).
Client and revenue expectations: The renaming of the department in Browns has likely prompted high hopes for an increase in both the number of customers and the amount of revenue generated (Pizam and Ellis, 1999). If these expectations are not met, it may result in financial losses and have a bad influence on the hotel’s reputation.
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Positive Sides of the Transformation
Adding a QR code scan and pay system would speed up services and give customers a classy way to pay. This would help improve the payment process (So, King, and Sparks, 2014). This will increase patron happiness and shorten wait times, improving the effectiveness of the eating experience.
In addition, it is necessary to implement a benefits package system for restaurant and kitchen staff to encourage those employees to continue working at Browns and to provide the highest possible level of customer service to guests of the Marriott Hotel as well as customers who come from outside the hotel (Upadhyay, Singh, and Gupta, 2018). Both the retention rate of workers and the level of service provided to guests will improve as a result of this.
The transformation of the Food and Beverages department to Browns has brought some positive changes to the Cardiff Marriott Hotel. First and foremost, the rebranding has given the hotel a fresh and modern look, making it more appealing to younger generations. Browns have also brought a variety of new food and package offers to the table, such as Sunday lunch and 5 o’clock tea, which have increased the hotel’s revenue and attracted new customers (Baker, 2017). Additionally, the introduction of a QR code scan and pay system has made the payment process more efficient and elegant, improving the overall customer experience. Browns has also implemented a system of benefits packages for the restaurant and kitchen staff, which has motivated employees to provide excellent customer service and stay with the company. Overall, the transformation has brought new ideas, strategies, and initiatives to the hotel, which have helped to maintain its elite status and attract new customers.
To strengthen the interaction and knowledge of the members of the team, it is essential to participate in team-building activities (Chang and Huang, 2016). Collaboration and communication among the team will improve as a result of this change, which will ultimately benefit the guests. The Food and Beverages Department of the Cardiff Marriott Hotel is facing several challenges that need to be addressed to improve the business (Kim, Kim, and Kim, 2017). Even though certain problems, such as the high staff turnover rate, are problematic, other problems, such as the intense level of competitiveness in the region, present chances for progress. By finding solutions to these problems, the division will be able to improve customer happiness and retention while maintaining its position as a competitive player in the market.

[bookmark: _Toc128169119]Findings and Results
The findings from the analysis can be described in a table. The table is given below:
	Findings
	Description

	Staff Turnover and Training
	The transition of the Food and Beverage Department to Browns has resulted in a substantial amount of personnel turnover as a direct consequence of the modification of the employment contract and the elimination of the benefits that Marriott employees previously enjoyed. This has led to a loss of experienced staff as well as an increase in the expenditures associated with training new employees (Liu, Gu, and Ryan, 2016). Browns may make this scenario significantly better by instituting regular training programs designed to increase the staff’s skills and cut down on employee turnover rates. It is also possible to provide incentives for staff members based on their performance to encourage them to remain employed and provide the highest possible level of service to customers (Ren and Guo, 2019).

	Competing with Nearby Restaurants
	As a result of its location on Mill Lane, the Cardiff Marriott Hotel is close to some restaurants that provide a diverse range of cuisines (Sigala, 2018). To get customers to dine within the hotel rather than go out to eat, Browns needs to come up with a wide choice of culinary options as well as attractive package deals (Song and Li, 2018). It is possible to carry out a comparative analysis with other restaurants that are in the same industry as Browns, such as IVY Asia, Cote Brasserie, Wagamama, Giovanni’s Restaurant, Le Monde Restaurant, Ask Italian Restaurant, Zizi Restaurant, etc., to determine how Browns can differentiate themselves from their competitors and provide customers with experiences that are truly one of a kind.

	QR-Code Payment
	The use of a scan-and-pay system, sometimes known as a QR code, has the potential to both hasten and improve payment procedures (Yoo and Gretzel, 2019). Customers can make payments through their mobile devices by just scanning a code, eliminating the requirement for cash or credit cards in the transaction (Zhang, Xu, and Zhang, 2018). This technology has the potential to increase customer happiness while simultaneously reducing wait times.

	Benefits Package for Staff
	It is possible to institute a benefits package program for the staff working in the Restaurant and Kitchen to encourage employees to continue working at Browns and provide the highest possible level of customer service to patrons staying at the Marriott Hotel as well as those who come from outside the hotel (Zhao et al., 2019). This can include employee discounts on hotel services, healthcare benefits, insurance, and retirement plans, as well as retirement programs (Al Mamun et al., 2020). Browns can save money on the expense of employing new employees and on the cost of training them if they offer benefits packages to their current workforce.

	Rebranding and Revenue
	Following the renaming of the Food and Beverages Department to Browns, expectations have been raised over the department’s ability to grow income and bring in a greater number of customers (Kimes, 2019). Browns can differentiate themselves from other restaurants in the neighbourhood by utilizing their new brand to attract new customers and provide experiences that are unique to their establishment (Lee et al., 2021). The hotel can promote its new brand through social media, digital advertising, and other marketing channels to generate income and attract new guests.



Figure 3: Findings.
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TOWS Analysis

A TOWS analysis is a strategic planning tool used to evaluate the internal strengths and weaknesses of an organization, as well as external opportunities and threats (Paraskevas, 2020). By analyzing these four factors, organizations can develop strategies that leverage strengths to take advantage of opportunities, while also addressing weaknesses and mitigating threats.

	SO (Strengths-Opportunities)
The Marriott Hotel is renowned for its high-end rooms, great customer service, and highly-trained staff members. Because of its convenient position in the heart of the city, the hotel is a popular choice among travellers looking for lodging (Grönroos, 2007). Browns
has generated a new brand image as a result of the recent change in the Food and Beverages Department. This new brand image may be utilized to bring in new consumers as well as keep the ones they already have (Kandampully, 2013). In addition, the hotel features an extensive selection of services, including a fitness centre and meeting rooms, which may be utilized in a variety of ways to entice people to stay there for a variety of reasons.
	WO (Weaknesses-Opportunities)
The Marriott Hotel has an opportunity to capitalize on its brand image to bring in new customers and continue serving the ones it already has (Cooper et al., 2017). The Food and Beverages Department can experiment with new cuisines and create attractive package deals to entice guests who are interested in sampling a variety of foods (Gnoth, 2002). The hotel may also provide financial incentives to its workers to retain them and inspire them to provide superior service to guests.




	ST (Strengths-Threats)
The hotel management can develop a strong marketing strategy in order to cover a possible vulnerability to the risk of suffering reputational harm as a result of unfavorable reviews posted on travel review sites and social media platforms and to increase guest satisfaction and loyalty.
The rivalry from nearby establishments that also provide luxury accommodations and fine dining poses the greatest risk to the Marriott Hotel (Siu and Ma, 2019).
To combat this competition, the Cardiff Marriott Hotel can create promotional packages for accommodation and food to attract customers and increase occupancy in the hotel. In addition, the ongoing COVID-19 epidemic has resulted in a fall in the tourism industry, which may affect the occupancy rates of the hotel (Wong and Au, 2020).

	WT (Weaknesses- Threats)
The Marriott Hotel’s location, services and facilities are significant to attract elite guest and to keep their spending inside the hotel. 
The Food and Beverage Department recently underwent a rebranding, which resulted in a significant variety of the menu (Belás and Bartoš, 2019). This rebranding may have an positive impact on the quality of service that is provided to guests.
Another strategy to improve is that there is no sustainable environmental policy, which may discourage tourists who are concerned about their impact on the environment (Cheng and Chien, 2005).



Figure 4: TOWS analysis.
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The Action plan will describe how improvements will be implemented and the estimation of a planned budget for each solution. It also describes the desired outcome as well. 
The financial cost proposals in the Action Plan are expected presumptions and are based on assumptions in line with current market conditions, inflation and indices of economic change.



	Problem Number
	Problem Statement
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	High staff turnover due to contract change
	Implement periodic training for improving staff and offer incentives based on performance (Mill and Morrison, 2012).
	Increase employee retention rate
	Ongoing
	N/A
	£5,000 per year

	2
	Need to improve menu offerings and variety to compete with nearby restaurants
	Conduct market research to identify popular cuisine types and develop new menu offerings. Offer package deals to incentivize guests to eat at the hotel (Kotler et al., 2014).
	Increase guest spending on food and beverages within the hotel
	3 months
	May 31, 2023
	£10,000

	3
	Need to improve the payment process for guests
	Introduce a QR-code scan and pay system for payment processing (Kandampully, 2015).
	Increase efficiency and elegance in the payment process for guests
	1 month
	April 30, 2023
	£5,000

	4
	Need to motivate staff to offer better customer service
	Introduce benefits packages for restaurant and kitchen staff to incentivize better service (Zeithaml et al., 2018).
	Increase employee morale and motivation to provide exceptional service
	6 months
	August 31, 2023
	£8,000 per year

	5
	Need to improve team-building and collaboration among staff
	Plan and conduct regular team-building activities and events (Paraskevas and Altinay, 2012).
	Increase collaboration, communication, and job satisfaction among staff
	Ongoing
	N/A
	£2,000 per year

	6
	Need to address environmental concerns such as energy efficiency and waste reduction
	Implement energy-saving measures such as motion sensors, LED lighting, and recycling programs (Lee and Hsieh, 2010).
	Improve the hotel's environmental impact and reduce operational costs
	6 months
	August 31, 2023
	£15,000

	7
	Need to improve guest satisfaction with room cleanliness and maintenance
	Conduct regular inspections and provide additional training for housekeeping staff to improve cleanliness and maintenance standards (Kim and Han, 2010).
	Increase guest satisfaction and positive reviews of the hotel
	Ongoing
	N/A
	£3,000 per year



Figure 5: Action Plan.
Note: The budget amounts are for demonstration purposes only and may vary depending on the specific circumstances of the hotel.
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Based on the analysis and action plan, the following recommendations are provided for the Food and Beverage Department of the Cardiff Marriott Hotel:
· Create and carry out a comprehensive staff training program that covers a wide range of topics, such as understanding food and beverages, how to sell products, and how to provide excellent customer service.
· Motivate your workers by providing them with performance-based rewards and benefits packages. This will also help limit the amount of staff turnover.
· Carry out research to determine what new tendencies are emerging in the regional food and beverage business, and come up with fresh ideas for food and beverage offers as well as bundle packages.
· To improve the speed of services and to give a more refined payment experience, it is recommended that a scan-and-pay system using QR codes be implemented for the payment process.
· The members of the team will be able to engage and communicate with one another more effectively if you devise and carry out a series of activities designed to create teamwork.
· Renovate the food and beverage establishments so that the entire atmosphere is improved and the guests have a place that is cosier and more appealing to be.
· To obtain foods that are both fresh and able to be used sustainably, it is necessary to form ties with local suppliers and farmers.
· It would be beneficial to build cooperative marketing and promotional strategies with other Marriott hotels to appeal to a wider variety of clients.
· Regularly monitoring and analyzing consumer feedback and evaluations to locate problem areas, discover potential solutions, and put those solutions into action.
· Maintaining and improving the equipment and facilities in the kitchen on a routine basis will ensure that they are both effective and safe.


[bookmark: _Toc128169123]Conclusion

The Food and Beverage Department of the Cardiff Marriott Hotel has been analyzed, and the results have shown both positive and negative features of the department. The transformation of the division into Browns has resulted in several beneficial developments, including an enhanced reputation for the brand, the introduction of new menu items, and increased operational efficacy. However, as a consequence of the takeover, employee unhappiness, excessive turnover, and the requirement for more staff training have all arisen. To solve the problems that were discovered, a TOWS analysis was carried out, and a plan of action was prepared that included particular suggestions as well as dates for their execution. The action plan comprises a variety of different approaches, some of which are staff incentives, improvements to training programs, expanded menu options, and the introduction of payment methods that are based on technology. It is suggested that the Food and Beverage Department of the Cardiff Marriott Hotel should take the required steps to resolve the concerns that have been identified and put the action plan into implementation in a timely and efficient way. When this is done, the department can boost customer happiness, decrease personnel turnover, and keep the hotel's prestigious status intact. In the long run, this will result in increased revenue as well as a more successful running of the business.
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