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[bookmark: _Toc167144738][bookmark: _Toc167958743]Executive summary 
This expert report based on consultancy has evaluated the New York Marriott Downtown Hotel and has provided necessary suggestions to follow by employees and management to reduce the challenges faced by this organization. “Paragon Consultancy service” business has reviewed various operational issues and has targeted front office-related challenges to enhance the business success of this hotel. The problem or the issue at stake is the challenges faced by the front office department to manage a huge number of customers in this busy area of New York to ensure proper management and the best service. The reviews of customers are negative based on the acumen and capacity of front office employees to understand their claims and to mitigate effectively within a short period. However, it has been found that this organization is failing to resolve issues and conflict through the employees working in their front office during each stage of the “guest cycle”. As the stages of this cycle are pre-arrival, arrival, occupancy, and departure, the employees need to take proper steps in each stage to ensure effective management of various activities such as payments, bookings, billings, luggage management, etc. The main issue at stake is the lack of resources and capability of staff in the front office to reduce lead time, affecting the handling of payments, reducing waiting time for customers in the queue, and providing the best service during and while they checkout from the hotel. 
The main findings of this report show that this hotel is facing various challenges during the pre-arrival stage where front office employees are not capable of managing the high demand of booking on time. The overbooking and tight schedule are reducing the effectiveness of front office staff as they are not skilled enough to handle employees efficiently through, they have enough experience in this industry.  The communication process between the employees and the guest is not effective as the guest needs to stand in line and wait for the response which can be delayed due to the pressure of work. Moreover, the approach of work of these staff is negatively influencing the experience of customers during this stage as they are going to book rooms in this hotel based on effective communication. The staff are not competitive enough to manage the orders through digital technologies which can reduce the bad impression of guest during their experience. After arriving in the hotel customers face problems regarding long wait and lack of efficient service by employees of this organization as this is a very busy place. The waiting time and crowded areas of this hotel are reducing the mental peace of customers who are traveling here and there with a busy schedule. The time-consuming technology is also affecting the staff as they have to spend time processing each order and handing over luggage to the employees. Moreover, the finding of this report shows that staff is not capable enough to communicate with other departments of this organization to serve the requests of customers and provide efficient housekeeping services. It has been found that this organization is not capable of reducing the complaints about maintenance due to the lack of collaboration of staff and order of activities in this industry. Customers of this hotel are also facing challenges during their departure as the staff is not efficient enough to provide quick service to pay the rest of the cost and to check out easily without waiting at the counter. 
The analysis of this study shows that political issues have a huge impact on this organization besides the economic situation of the UK. As the social environment of the USA is very good in the present moment it is influencing the business to adopt new technology to process more orders. The legal environment of the USA is very strong which is helping the organization to operate efficiently by focusing on environmental issues. Moreover, the strengths, and opportunities are reducing the weaknesses and threats for this hotel in this industry. The TOWS analysis shows the possible action that can be taken by this organization to achieve a competitive advantage over others.  
The recommendations of this study show that this organization needs to have effective technologies, workforce, and working process to provide efficient service to the customers regarding reservation, likings, luggage services, effective payment options, etc. 
The management of this organization needs to take corrective actions which are described at the end of this study to have an effective workforce that is diversified and capable of reducing any challenges during the “Guest Cycle” of customers. 

[bookmark: _Toc167144739][bookmark: _Toc167958744]Introduction 
“Paragon Consultancy Service” is a private consultancy firm which is working as a business consultant by meeting with company owners and managers to guide them in improving their organization. This organization was established in 2015 and is based in London and provides various consultancy services to customers from all around the UK. I am a professional organizational consultant and owner of this company and I have been approached by the “New York Marriott Downtown” hotel to help them with consultancy service on a specific issue in the hotel they are experiencing. I have reviewed the activities of the hotel. The New York Marriott Downtown Hotel has been operating successfully in the busy area of New York for a long time with the best service despite some challenges and negative reviews from customers (Abass and Zohry, 2022). This organization has approached me to consult on their hotels regarding various issues they are facing while operating in the hospitality industry of the USA. I have taken a detailed view of the location, nearby attractions, facilities, conference rooms, and other services from this hotel. I have surfed the website of this organization and used reviews of customers which shows that customers are not satisfied with the performance of the front office. 
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Figure 1: Review of a customer
Source: (Marriott, 2024)

After reviewing various feedbacks from customers I have that this organization is facing problems regarding the inefficient front office management and lack of necessary technology to collaborate with others in this hotel (Ahmad and Scott, 2013). As I have targeted to create a report for this hotel, I have responded to various issues and have found the front office management issues can be the best way to increase the efficiency of this hotel. Then I evaluated the entire lifecycle of the customers in this hotel and found that guests face various issues during their stay in the four stages of the “Guest Cycle” of this organization (Ahmad and Muhammad Arif, 2016). I have determined the site of this company which is situated in downtown New York to understand how to reduce the challenges of front office management in their busy area. The rationale for taking these issues is that it has a huge impact on the satisfaction of customers and the overall profitability of this organization in the competitive market landscape. I have selected the issue of “front office” as it creates the first impression of customers in this organization and can determine the overall satisfaction during their visit (Akgunduz, Alkan and Adan Gök, 2021). The hotel has excellent capacity to provide spacious rooms in the lower Manhattan of New York and has been operating for more than 15 years on this site. There are 506 guest rooms in this 38-story building which can enhance the sustainability of proper solutions being provided. This hotel is situated at 85 West Street, Albany St, New York, NY 10006, United States which is surrounded by various local attractions (Marriott, 2024). The nearby attractions are the 9/11 Memorial & Museum, One World Observatory, Borth Cove Yacht Harbor, and other attractions of New York. I have decided to focus on the front office of this organization and plan to conduct PESTLE, SWOT, and TWOS analysis to understand the capabilities of this organization. This consulting report is concerned with providing expert solutions for the front office and its challenges during the “Guest Cycle” of this hotel to find the best way to enhance the acumen of this organization. The rest of this study is concerned with analyzing the challenges faced by customers in this hotel while communicating with front office officials during the four stages of their stay. After evaluating the challenges, and opportunities of this organization, recommendations have been generated and secondary data has been used to support the suggestions. The action plan has been provided for the management to take proper care for reducing the challenges they are facing based on the findings of this report. Finally, this study has been concluded by discussing the main findings and the way of enhancing sustainable business in the hospitality industry of the USA. 
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Figure 2: New York Marriott Downtown
Source: (Marriott, 2024)


[bookmark: _Toc167144740][bookmark: _Toc167958745]Analysis 
The New York Marriott Downtown hotel is facing challenges to manage the “Guest Cycle” which includes pre-arrival, arrival, occupancy, and departure through their front office (Akram et al., 2021). This issue has been identified by the hotel and needs to provide a proper solution regarding its impact on the hotel, relevant causes, and support with PESTLE, SWOT, and TOWS analysis. The “Guest Cycle” of a hotel includes four factors which are pre-arrival, arrival, occupancy, and departure (Artto et al., 2011). It needs to be managed by the front office of a hotel which is concerned with contacting guests at the reception area and collaborating with the sales, marketing, and service departments of a hotel in the hospitality industry. The analysis of managing the “Guest Cycle” challenges is provided below based on the front office department in the New York Marriott Downtown (Barreto and Mayya, 2022).  
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Figure 3: Guest Cycle
Source: (Barreto and Mayya, 2022)
	
[bookmark: _Toc167144741][bookmark: _Toc167958746]Guest Cycle challenges
The front office of “The New York Marriott Downtown” hotel has been facing the following challenges: 
Pre-arrival challenges
As New York is a very busy tourist destination in the world, this hotel faces a high demand for bookings from people all over the world (Bharti and Sharma, 2023). First, the complexity and volume of reservations in a bustling city like New York are leading to overbookings and scheduling conflicts, making it difficult for the front office of this hotel to handle them efficiently. Guests expect seamless communication and personalized services before they arrive, and any delay impacts their experience negatively (Bolton et al., 2018). Handling early check-ins and room preferences is complex and requires good cross-communication between the front office and other departments. The online booking and reservation systems of this hotel are not wholly compatible with the property management system. Guests need to be communicated to on a timely and personal basis by the front office of this hotel before their arrival (Buhalis and Cheng, 2019). 
 
Arrival challenges
During the arrival phase, the front office often of this hotel is dealing with a high volume of check-ins and check-outs, especially during peak seasons. This results in long wait times and crowded lobbies, diminishing the guest experience (Bowen and Morosan, 2018). Preparing confirmations and pre-arrival information manually has become very time-consuming and added pressure on the front office workers. This results in long waiting times as this hotel receives a large volume of guests during peak check-in times. 
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Figure 4: Front office
Source:
Occupancy challenges
While guests are occupying their rooms, the front office of this hotel is coordinating with various services such as housekeeping, maintenance, and special requests. Managing these services effectively requires excellent coordination and communication, which has become challenging with a large number of guests (Burnes, 2014). The lapse in service is leading to dissatisfaction and complaints. Needless to say, the speed and volume of international travelers have multiplied the difficulties. Numerous guest requests for room service, and maintenance requirements, have overwhelmed the staff, especially the front office staff because it is understaffed (Buttrick, 2013). 

Departure challenges
Finally, the departure process also presents challenges to the front office of New York Downtown Marriott, such as managing express check-outs, handling billing discrepancies, and ensuring timely transportation for guests (C. Harris and Daunt, 2013). A smooth departure has become crucial for leaving a lasting positive impression, and hiccups are tarnishing the overall experience. It becomes hard to collect feedback from the guests upon departure to help improve the delivery of services without having a systematic approach in this hotel (Cavagnaro, Düweke and Melissen, 2018). 
These challenges can be addressed through some combination of technology improvement, staff training, and process re-engineering. With an efficient Property Management System, investing in people in the service and development, and ensuring effective communication between the different departments (Chen and Chen, 2021). This would greatly facilitate improvement in the guest cycle process at New York Downtown Marriott. These challenges highlight the need for efficient systems and well-trained staff to manage the guest cycle effectively and ensure a high level of guest satisfaction through the front office of this hotel (Camillis, Raggi and Petti, 2010).
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Figure 5: PESTLE analysis
Source: (Chen and Chen, 2021)

Political: The hospitality industry of the USA is subject to various regulations, including health and safety standards, labor laws, and zoning laws. The New York Downtown Marriott needs to comply with these regulations to operate smoothly. Government policies on tourism are directly impacting this hotel (Claveria, Monte and Torra, 2015). Initiatives to promote tourism in New York City are leading to increased bookings and higher revenue. The overall political climate in the United States and New York is affecting this hotel's operations. Political instability or changes in government policies can also influence business operations and profitability (Cook, 2014).
Economic:  The economic situation in the United States and globally affects consumer spending on travel and leisure. Economic downturns can lead to reduced occupancy rates. Fluctuations in exchange rates can impact international travel (Cruz, Hodari and Raub, 2024). A strong U.S. dollar can make it more expensive for foreign tourists to visit, potentially reducing international bookings. High employment rates in New York can affect the availability of staff and labor costs for the hotel. Competitive wages are essential to attract and retain quality employees.

Social: Travel behavior patterns have now changed, and characteristics towards peer-to-peer short-term renting like Airbnb have been putting pressure on hotel occupancy rates. This hotel needs to be capable of accommodating the changed preferences and expectations of contemporary travelers (Gal, Yagil and Luria, 2021). The diversity of the population in New York City is impacting services and amenities to be offered to tourists Proximity to cultural and social events in New York City can be a major driver of the demand for hotel rooms. Hosting conferences, conventions, and local events has an impact on the level of hotel occupancy rates.
Technological: New York Downtown Marriott needs to use online booking sites and mobile apps to attract e-customers. Being tech-savvy, technology is making the experience of its customers better because the hotel has smart rooms, free high-speed internet, and customers can check in/out online (Gangwar and Reddy, 2023). Technology in the form of social media, digital marketing, and reviews shall be tools used to attract customers. The way used may increase the visibility and reputation of the hotel. 
Legal: The basic requirement is to comply with labor law, which governs the minimum wage, working hours, employee benefits, etc., to be provided to employees. The set legal fines may be imposed for non-compliance, which taints the reputation of the hotel. Health and safety regulations have to be complied with in the post-COVID-19 era (George, 2021). Cleanliness and safety determine customer confidence and trust. Legal issues are ensuring adequate protection of the hotel's brand and trademarks against unauthorized use.

Environmental: An increase in sensitivity to environmental issues by consumers of this hotel has to be seen to be practicing sustainability, which means a reduction in waste, energy consumption, and water usage. The severe weather has a direct effect on travel plans and more broadly on hotel operations. Hotel operators need to develop contingency plans. Green certification of the hotel will make it more attractive to environmentally sensitive travelers and be competitive (Gert Noordzij, 2014).
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The SWOT analysis of New York Marriott Downtown is provided below: 
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Figure 6: SWOT analysis
Source: (Ghani et al., 2022)

	Strengths
	Weaknesses

	· Best location
· Huge reputation
· Best services
· Good staffs
	· Dependent on hospitality
· Intense competition
· Very price sensitive

	Opportunities
	Threats

	· Sustainability
· Partnerships
· Future growth

	· Economic crisis
· Global pandemic
· Competitive rivalry
· Changes in regulation



Strengths: New York Marriott Downtown can have effective business as this organization has a huge reputation in this area and it is situated in a very good location. The service is good besides some unexpected issues and staff are experienced in this industry (Gjerald and Øgaard, 2010).

Weaknesses: This organization is dependent only on tourism which can reduce the printability if the tourists start travelling less. This business has to face huge rivalry in New York as other hotels are trying to achieve sustainable competitive advantage. Moreover, the customers are price-sensitive (Han et al., 2021).

Opportunities: This hotel has the opportunity to achieve sustainability by operating based on collaborations with various partners. Moreover, it has a huge scope in the future due to the growth of New York City (Harris, Snell and Harrison, 2022).

Threats: This hotel can face various issues such as pandemics, economic issues, and future competition from new entrants (Hoda, Noble and Marshall, 2011).


[bookmark: _Toc167144744][bookmark: _Toc167958749]TOWS analysis
The TOWS analysis of New York Marriott Downtown is provided below: 
	TWOS
	Strengths
	Weakness

	Opportunities
	S/O
· Use of a good location for collaboration
· Increase the use of online services by the reputation
· Increasing sustainability

	W/P
· Explore various market segments
· Integrate updated technology
· Increasing marketing programs

	Threats
	S/T
· Using efficient operation to reduce cost
· Use the best staff to reduce competition
· Increase security
	W/T
· Forecasting economic crisis
· Enhance the efficiency of the business by review
· Increase loyalty of customers



Strengths-opportunities (SO): This organization can enhance business success by using its strengths such as location, service, and sustainability to garner opportunities in the future (How and Lee, 2020). 
Strengths-Threats (ST): This hotel has the capability to use its strengths such as experienced staff, best operational efficiency, and security issues to reduce threats in the future (Hu, Trivedi and Teichert, 2022).  
Weaknesses-Opportunities (WO): It can reduce its weaknesses by using opportunities such as the latest technological development, diversification, and digital marketing efforts (Hussien and La Lopa, 2018). 

Weaknesses-Threats (WT): This hotel can use weaknesses to predict future threats and plan for economic issues, and increased compliances in New York (Jayawardena and Gamachchi Vithanage, 2022). 

Finally, it has been found that this hotel can become successful in operating in the UK by using its strengths to reduce limitations and use opportunities to reduce threats. It can be said that this hotel can enhance its “Guest Cycle” with the help of front office management successfully in the future. 


[bookmark: _Toc167144745][bookmark: _Toc167958750]Recommendations and Change Management 
Recommendations have been generated based on the challenge of the “Guest Cycle” of the New York Marriott Downtown Hotel and have been supported by secondary findings. Moreover, these recommendations also include the way to implement changes, manage change through various ways, change in staff duties, and way of seamless change within this organization. These are discussed below: 
Manage reservation 
New York Marriott Downtown needs to manage the reservations of customers with the help of technology to reduce pressure on the front office department. This organization can take orders through the help of PMS (property management system) which can help to provide accurate bookings successfully (Kansakar, Munir and Shabani, 2019). This change needs to be managed by integrating this technology into the business process and providing training to the employees to understand the way of managing bookings and providing efficient management of guests in this hotel. The staff will have to respond to the customers innovatively as they are going to take the reservation online based on various codes and the activities will be completely different than the traditional process (Kruja et al., 2015). 

Emphasis on the preference of guest
This hotel needs to provide various types of services based on their preferences which need to be updated in their PMS. As customers are very sensitive to the services of hotels, they need to be addressed with proper likings and taste. The front office department needs to provide services based on the urgency of the customers during the pre-booking duration (Kumar, 2021). This change needs to be adapted by this organization by using expediencies employees and staff who can provide efficient service to the customers which will increase the rate of bookings.  The working hours of the staff need to be scheduled in a way which will ensure proper and efficient management of orders by customers without getting annoyed in the front office (Lamest and Brady, 2019).   



Provide assistance with the luggage of guests
This organization needs to change the capability of its front office department to manage baggage for customers when they check in and check out from the hotel. This change needs to be implemented by designing a good change management process where employees of the front office will receive the luggage and hand it over to the employees who are concerned with providing baggage service from the front to the end of hotel rooms. The escort guest needs to be ready beside the front office then the staff will hand over the customers to the escort of the other employees. They will bear the language and will provide the best experience to the customers (Marneros, Papageorgiou and Efstathiades, 2020). To implement this change, this organization needs to hire more employees and train them to understand how to handle guests in the front office without creating chaos or an overhaul. Then the front office needs to have the capacity to communicate with these employees again during the checkout period when the reverse activities will be conducted based on luggage services (Martínez-Martínez et al., 2019). 

Ensure an effective Payment process
This hotel needs to create an environment in the front office that will ensure an easy way for payment as people will wait in the front office while paying for their bookings. This hotel needs to change its traditional payment system to a digital payment gateway which will increase the efficacy of taking payments and resolving payment failure for customers. During the “Guest Cycle” customers usually get annoyed when they have to deal with communications, cancellation fees, and front desk congestion (Mejia, Phelan and Aday, 2014). This hotel needs to have clear payment policies that will resolve conflict and ensure effective front-office operations. This change can be implemented by adapting change management practices where employees will take cash and a card at a time while an online payment gateway is operating (Zobnina and Rozhkov, 2018). This can be implemented by using effective employees who are good at mitigating risk related to payment and can respond to customers within a short time. This hotel can use Mackinsey’s 7-S model of change management for this purpose which will contribute towards a seamless transition (Melián-González and Bulchand-Gidumal, 2017). 

Enhance the check-in process
This hotel needs to train staff to welcome guests in the hotel in a warm and proper manner which can reduce the dissatisfaction of customers. During this process, the organization needs to use proper technological aspects to provide seamless service based on service kiosks or mobile apps. This organization needs to use its app to provide check-in information which can reduce the burden of the front office during the pick hour and can ensure proper management of each work. To implement this process, Lewis’s change management process can be followed by this organization which can ensure proper implementation in the hospitality industry of the USA. Moreover, various technological tools can be implemented in the hotel besides the front office which can increase the rate of self-check-in in the hotel and enhance better service for customers (Melissen et al., 2015). This change can be managed by integrating Artificial Intelligence into this hotel which will help people to review their bookings and get necessary information without standing in the queue of the front office (Zhang et al., 2015). As the front office of this organization is facing inefficiency while managing guests during the booking and check-in process, technological assistance can be implemented by following step-by-step change models (Melissen, van Ginneken and Wood, 2016).
Provide the best service to guests
Front office officials need to provide the best experience to the customers who are staying in this hotel by spending huge money. The front office is also responsible for forwarding any messages or complaints from guests to the room service employees and other relevant parties who are responsible for enhancing the best service for customers. Guests can have various complaints that need to be fulfilled instantly by collaborating with other employees of the hotel which need to have an agile and resilient workforce in this hotel. To implement this change and to create an effective workforce, this organization needs to recruit employees from various countries and various cultural backgrounds (Mo Kwon, Bae and Blum, 2013). As customers come to this hotel from each part of the world, the front office needs to be adorned with employees who can understand the language of the guest, their mentality, preferences, demands, wants, and non-verbal cues to enhance their satisfaction (Zhang, Joglekar and Verma, 2012). Moreover, this organization needs to provide seminars for their employees where they will be learning about guest inquiries, the psychology of customers, mentality of people to predict any demand before they ask for it (Mohammad, 2020). 

Customized service 
To reduce the number of dissatisfied customers of this hotel, it needs to provide personalized service to the customers with the help of the front office. As customers come to the front office which is the gateway for the hotel, their impression in their initial moment can enhance their experience. To increase the personalized service for customers, the management needs to follow various processes for the front office to understand each customer based on their previous records and to approach them based on their preferences (Nyangwe and Buhalis, 2017). To increase the personalized service to customers, this hotel needs to design the front office with more expert employees who will be able to understand the needs and requirements of each guest who is entering the hotel (Xiang et al., 2022). Moreover, then the staff from the front office need to communicate with the housing department and room service to ensure proper management of the facilities, local attractions, and service of the hotel (Özdemir, Çolak and Shmilli, 2018).  

Monitor housekeeping and maintenance
Most of the customers of this hotel are providing negative reviews about housekeeping and maintenance during their stay in this hotel though they are providing good reviews for the other aspects of this hotel. As many guests are available all the time in this hotel, the front office needs to implement change regarding this matter which can reduce the challenges it is facing regarding “Guest Cycle”. This organization needs to modernize the logistical operation with the help of the front office department as it can help to reduce the inefficiency regarding the supply of matters that are sought by the guests. As guests are giving very little time to their orders and supply, the front office needs to predict the demand of customers and supply them within a short period to enhance business success (Peprah et al., 2019). This change can be implemented by following Lewis’ change management theory as this theory helps organizations to bring change and use it for operational efficiency (Wicks, Mead and Neeley, 2017). The front office needs to have proper logistical technology to understand the possible needs of customers regarding cleanliness, standard services, and requests for any service by customers. This can help to ensure the proper target of this organization and to provide service to each customer without long lead time and reducing any conflict among employees (Picot-Coupey, Huré and Piveteau, 2016). 

Efficient billing service
This hotel needs to develop an efficient billing and payment platform that can help front office employees calculate the bills of customers as per their service and stay in the hotel. The billing can be done automatically which can reduce any challenges regarding designing bills and payment by customers. As customers want accurate information on their billing to have a proper idea about the charge and the payment amount of each service, the front office employees need to enhance it by reducing the traditional billing system (Pizam, Okumus and Hutchinson, 2013).  An innovative billing system can help to provide notifications to the customers based on their orders and it can be calculated automatically to pay through cards or online payment without spending time in the front office (von Leipzig et al., 2017). This hotel needs to implement this change by linking the front office payment service with the laundry, spa, room service, and other services with the account of the guest which can be able to provide instant notifications and payment procedures to have effective operation during the “Guest Cycle” (Putra, Sihombing and Darmaputra, 2020). 

Conduct an effective checkout process 
This organization needs to provide the best checkout services to the customers as they need to enhance the experience of customers by providing the best service in the entire “gest cycle”. The traditional procedure of this organization needs to be changed slightly to provide innovative processes for customers regarding departure. This change needs to be implemented by this hotel by enhancing the capability of the front office to manage this entire process by using various strategies. The employees of the front office can provide a drop box for keys and digital receipts of customers which can reduce the manual operation for customers (Rahimian et al., 2021). As guest are always busy during their checkout process, the staff needs to be ready for the effective operation of luggage and provide necessary gifts to enhance their experience with this hotel. Moreover, the front office needs efficient employees for billing which will be provided to the customers for the rest of the payment they need to pay for their stay. This can be implemented by using effective technology and efficient employees in the front office (Sann and Lai, 2020).  



[bookmark: _Toc167144746][bookmark: _Toc167958751]Action Plan 
The New York Marriott Downtown needs to take some action to enhance the capabilities of its front office and to enhance business success based on the following action plan: 
	Number
	Problem
	Solution 
	Desired outcome
	Time scale
	Completion Date
	Planned Budget

	1
	Poor management of the front office
	This organization needs to provide training to the employees of the front office to become more effective during the check-in and check-out process. 
	This change will help the organization to have effective workforce to enhance the experience of customers (Septariani et al., 2020).
	3 months
	15/08/2024
	$15,000

	2
	Inefficient employees
	This hotel needs to recruit employees from diverse cultures which will help to create a team that can help to attain the customers’ demand.
	New employees from various cultural backgrounds need to be employed in the front office of this organization (Shapoval et al., 2021).
	6 months
	15/11/2024
	$20,000

	3
	Less effective technology
	This hotel needs to purchase the best technologies that can help to enhance business efficiency with automation and billing.
	Various technologies need to be purchased to automate the billing and payment procedure and help customers check in and check out properly (Sukru Cetinkaya, Ergul and Uysal, 2014).
	4 months
	15/09/2024
	$25,000

	4
	Lack of collaboration
	This organization needs to design a structured workforce which will encourage them to work together to enhance the experience of customers. 
	Front office employees need to be trained to communicate with proper authority which will help to reduce the issue faced by customers (Sultan and Mohamed, 2022).
	2 months
	15/07/2024
	$5,000

	5
	Lack of logistical capability
	This organization needs to provide necessary materials to the front office employees and other parties to have effective operation and fulfillment of the demand of customers of this hotel.
	The employees need to learn how to ask for necessary supplies beforehand by using various logistics forecasting technologies that need to be purchased and installed in this organization (Vlad, 2015).
	1 month
	15/06/2024
	$15,000



By using these actions this hotel can reduce the challenges faced by front office officials during the “Guest Cycle” process in the hospitality industry of the USA. 

[bookmark: _Toc167144747][bookmark: _Toc167958752]Conclusion 
This study has revealed the challenges faced by New York Marriott Downtown Hotel in this competitive market. The analysis from this assignment has shown that the front office managers of this organization are facing various issues while managing the orders of customers and increasing their satisfaction while staying in their organization. As a professional organizational consultant, I give thanks to the officials of this organization who have given me the chance to evaluate the issues faced by this organization and provide necessary recommendations to have a successful business in New York. I have collaborated with this hotel company and have found that this organization is facing problems regarding the “Guest Cycle” as the front office managers do not have the necessary experience in technology and effective ways of mitigating customers’ demand. The action plan for this organization has been provided based on the findings and recommendations formulated for this organization which needs to be followed by the management and employees to enhance business success. During the entire process, I have found that the guest is facing issues with this organization in all four stages of the “Guest Cycle” which are pre-booking, booking duration, stay, and checkout process. I have found that the employees of the front office are not from diverse backgrounds, and cultures which is reducing their acumen to understand various customers travelling to New York from different parts of the world. It has been found that this organization has not adorned the front office with proper equipment and technology that can help them to enhance business success. The collaboration and partnership among various departments was not in place which reduced the efficiency of this organization in this competitive hospitality industry of the USA. The guests used to spend time standing in the queue due to the inefficient management of employees and the lack of use of latest technology to finish each task properly. It has been found that the organization is not capable enough to provide room service and maintenance as per the demand of customers. From negative reviews of customers, it has been found that the front office is not able to coordinate each activity with others to provide a comprehensive service. Finally, the action plan has been provided based on the issues faced by this organization to recruit good employees, create an effective environment by integrating necessary technologies, provide the best training to the employees, and create the best logistic system within this organization. Finally, it can be said that this organization can enhance its profitability and efficiency to attain a sustainable competitive advantage despite the challenges, weaknesses, limitations, and future threats in the upcoming days.  
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Hello New York Marriott Downtown,

Terrible experience at your property.

| had made a reservation through united vacations package to
confirm the reservation,| had call the hotel reservation
departments it took me 5 minute by pressing various number to
reach a lady over the phone who mentions that she is not able to
find my reservation. She than advice me to contact hotel front
desk and hung up. Can't she transfer me to a hotel directly ?
Again after listening to various automated message | was
connected to Guest Service representatives at the hotel the
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Highway7HK wrote a review Aug 2023
London, United Kingdom = 147 contributions « 34 helpful votes

Ticket to Experience/Tour NYC

« Enhanced Internet Local/Long-
Distance/International Calls

@0000

Unprofessional front desk at New York Marriott Downtown

I booked New York Marriott Downtown with high expectations based on good reviews at
TripAdvisor generally, especially about the Concierge Lounge.

Unfortunately, | was treated badly after asking the Front Desk about certain details of the
Destination Fees. A young lady at the Front Desk became unfriendly and uncooperative. | later
found out she also deliberately gave me incorrect and harmful information. | could not
remember her name but the experience was not good and reflected badly on Marriott. Her male
“supervisor/manager” should know the name of this young lady because he was around and
Read more v

Date of stay: August 2023
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beeaed wrote a review Oct 2022 .o

Boston, Massachusetts + 31 contributions « 10 helpful votes

@0000

Dirty rooms, overburdened faci

es, inhospitable staff.

I am a 400+ night Marriott member. This is, without question, the worst Marriott property | have
stayed at. How? Let's count the ways.

Rooms: this room felt dirtier than one in a Motel 6. Stains on bedsheets. Roaches literally
crawling onto you while you're lounging on the bed (this we saw with our own eyes). Bedbugs, as
inferred from the telltale linear bite marks. When we reported these issues to the hotel after the
stay, they claimed to have done an inspection that revealed no pest issues. That is an amusing
finding given that we literally had to kill and flush a roach down the toilet during our stay.

Read more v

Date of stay: September 2022
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Worst hotel in the world.

WORST HOTEL IN THE WORLD!

If I could give less than 1star | would have given -100.

The worst hotel | stayed in. Very rude staff, very bad service, disgusting rooms, and thiefs. |
stayed in this hotel because it was the closest to where | had work, but it was my worst
experience.

My rooms was smelling weed and cigarettes, and | don’t smoke. When | complained about the
smell they wanted to charge me with smoking fees . Ironic. And the staff member who spoke to
me was the most disrespectful person I've seen in my life.

Read more v

Date of stay: April 2024
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Huge disappointment

The swimming pool is CLOSED. And not going to be reopened. | picked this hotel for the
swimming pool as | am here for a week. And even though | have paid for my room | had to pay a
further $600 deposit for the facility fee. The lift is very scary and hall are from a horror movie but
to be fair even though the furniture is a little dated the room is clean and | have a great view of
9/11 and the Oculus.

Read more v

Date of stay: April 2024
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1contribution

@O000
Rude staff & hidden fee

Booked my reservation through my employers online booking agency. There was no reference to
the bogus “destination charge” while booking. Checked-in and was told about the $75 fee for
the first time. | kindly explained that | will not be using any of the services like the bike they
provide for use in downtown Manhattan. Instead of accommodating me, the front desk was
extremely rude and essentially told me | was dumb. | have status with Marriott and frequently
pay the destination fee, especially when I’'m traveling for personal reasons and when | know in
advance there is a fee associated with the stay. This place really rubbed me the wrong way.
Rude staff at the front desk.

Read more v

Date of stay: February 2024
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John H wrote a review Nov 2023 .ee
Philadelphia, Pennsylvania « 89 contributions « 56 helpful votes

Uninspiring and Underwhelming

This hotel was a swing and a miss. There’s really nothing that stands out here. It’s dated, and the
junior suite isn’t really worth the SNA because you might end up on a lower floor (I was on the
16th, out of 38 | think) with an obstructed view instead of the WTC view. The destination fee was a
joke and gave me nothing of value... | spent the $25 on 3 overpriced drinks and a tiny $3.75
candy bar at the hotel store. The concierge lounge is closed on the weekends- lousy and
disappointing given New York City hotel rates that suggest high demand on the weekends. A
disappointment overall.

Read more v

Date of stay: November 2023
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Mako555 wrote a review Sep 2023 .o
Rome, Italy + 48 contributions « 31 helpful votes

Good location but some major issues

Quite nice location very close to WTC, with subway within walking distance. As titanium status
member i received better room and lounge upgrade. It means breakfast (quite poor) and non
alcoholic drinks. Evening alcoholic drinks has to be purchased anyway and was not free.
Strange policy. And no evening buffet except come cake. Room was well maintained and clean.
The worst experience was at the end of our 7 day stay. It appeared that we were charged for
something called “destination fee” over 70$ a day without any warning!!! For some additional
services like tickets to NYC attractions, city bike credit or dry cleaning!! And we never used any
of itll Maybe if we knew about this additional charge we would. Beware, because they will place
Read more v

Date of stay: September 2023
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Toronto, Canada - 14 contributions « 1 helpful vote

@0000
Horrible Stay

Horrible. | checked in the hotel, the front desk lady made a weird face. The vibe of the hotel is so
negative. The staff service is terrible. | was checked in in a room with wet paint and when | came
down to change room, she moved me to lower floor. The room was very unhygienic. Hairs in the
shower, stains on toilet seat and finding used empty water bottles in the room. | requested if my
room can be cleaned again to which no answer was provided. They said the manager will check
your room. | came back after 2 hours but it was still dirty. The alarm in the room start 4 in the
morning. Anyways during checkout the conversation was so limited. “Checking out?” “Room No”
| asked to store my luggage to which that lady said go over there and talk to bell desk guy. In the
Read more v

Date of stay: November 2022
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travlers wrote a review Feb 2023 .ee
Waiuku, New Zealand + 202 contributions « 113 helpful votes
00000
Think Twice
Location was great, walking distance to restaurants and shops. The rooms are okay, nothing
special, typical small rooms!
Upon check in the front desk clerk was cold and didn’t want to repeat anything. She was wearing

a mask so it was hard to understand her. She wore a rhinestone headband daily and acted like
she was the owner.

This hotel has the worst lounge of any hotels we stayed at! The staff was literally walking around
eating and watching television, seriously I've never heard employees complain so much

Read more v

Date of stay: December 2022
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