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Introduction: 

Since its inception, the hotel industry has grown and changed as a result of its unparalleled degree of customer service. Marriott UK, a well-known hotel brand around the world, has constantly lifted the bar for the greatest quality and comfort for its visitors. Even in the most illustrious organisation, though, change is constant. This report investigates the present issues confronting Marriott UK, with a focus on the advancement of AI and the impending retirement wave. These variables not only alter the hotel's operating dynamics, but they also have a substantial impact on its capacity to recruit and retain employees.

Overview of Marriott UK: 

Essentially, Marriott UK is Marriott UK, a wholly owned subsidiary of the prestigious Marriott International, is well known in the UK as a pioneer in the high-end hotel sector. Marriott UK's premium and luxury hotels range from contemporary urban hotels to scenic country inns, and each preserves the Marriott name's reputation for exceptional service (Jiang & Wen, 2020). To meet the diverse demands of its clients, the collection offers a diverse range of brands, including Marriott Hotels & Resorts, Sheraton, and Renaissance. Because of its cutting-edge facilities and qualified event planning services, the hotel is the ideal venue for organising conferences and gatherings of any kind. Marriott UK attracts guests and Marriott Bonvoy members by capitalising on its global connections (Mustafa, 2022). Aside from its luxury and service, the company's dedication to eco-friendly practises and technology advancements fits the necessities of the contemporary industry. 



PESTLE Analysis for Marriott UK:

Political Factors

The influence of politics on Marriott UK extends beyond a multitude of areas, including but not limited to immigration and employment legislation. The potential ramifications of Brexit on global free trade and human migration may be substantial (Khairy, 2019).

Economic Factors
The hotel business is susceptible to the negative impacts of economic conditions. The performance of Marriott UK is significantly impacted by macroeconomic variables, including consumer expenditure trends, inflation levels, and unemployment rates.


Social Factors
In order to maintain a competitive edge, Marriott UK must adapt its offerings of accommodations and services in response to evolving consumer tastes, demographic changes, and societal advancements. These characteristics encompass aspects such as environmental sustainability and the provision of services promoting physical and mental well-being (Kumar, 2021).

Technological Factors
The profound influence of artificial intelligence and other technological breakthroughs on Marriott UK cannot be overstated. The implementation of artificial intelligence (AI) is crucial in various industries, including data analytics and personalised service delivery, in order for organisations to maintain their competitiveness (Kumar, 2021).

Environmental Factors 
Environmental factors play a crucial role in contemporary society, with a growing emphasis on the adoption of sustainable practises. In order to adhere to the changing preferences of clients and the rules set by the government, Marriott UK is required to prioritise environmental stewardship, energy conservation, and waste reduction.

Legal Factors
By ensuring compliance with regulations such as health and safety standards and data privacy legislation, Marriott UK can mitigate the risk of encountering legal challenges that could have a detrimental impact on its business activities .

Ethical Factors
Ethical considerations, such as the sourcing of materials and the implementation of fair work practises, are increasingly assuming a prominent position in contemporary discourse. The integrity of Marriott UK is contingent upon the company's dedication to ethical business practises.

SWOT Analysis: 

	Strength
	Weakness

	- Strong brand recognition and reputation (Jackson Jr, 2023)
	- Vulnerability to economic downturns

	- Diverse portfolio catering to different segments
	- High competition in the UK's hospitality market

	- Robust loyalty program (Marriott Bonvoy)
	- Dependence on a skilled workforce (Sharma, 2023)

	- Established presence in key UK locations
	- Challenges in adapting to rapidly evolving technology

	- Commitment to sustainability and innovation
	

	
	

	Opportunities
	Threats

	- Expansion into emerging markets and underserved areas
	- Economic uncertainty affecting luxury travel spending

	- Diversification to meet evolving consumer preferences (Hao et al., 2020)
	- Increased competition from Airbnb and similar services

	- Leveraging AI for enhanced customer experiences
	- Regulatory changes and geopolitical factors (Khairy, 2019)

	- Addressing workforce challenges through planning
	- Environmental and sustainability regulations




Employee retention and turnover rate: 

1. Employee Retention Rate: Marriott is in the top 35% of similar-sized companies in terms of retaining quality employees. This suggests that Marriott is relatively successful in keeping its employees compared to other companies of similar size (Macro Trend, 2021).
2. Employees Not Leaving for Higher Pay: 40% of Marriott's employees would not leave the company even if they were offered a job with higher pay elsewhere. This indicates a strong sense of loyalty or job satisfaction among a significant portion of the workforce.
3. Employee Job Satisfaction: A majority of Marriott's employees (73%) are excited to go to work each day. This high level of enthusiasm suggests a positive work environment and job satisfaction among the majority of the workforce (Macro Trend, 2021).
4. Company Efforts in Retention: According to the data, 60% of Marriott's employees feel that the company is doing what it should to retain them. This suggests that the company has implemented strategies or policies that are positively perceived by a majority of its employees (Zhang et al., 2022).
5. Employees Considering New Employment: On the flip side, 40% of Marriott's employees may be considering new employment. While this percentage is not insignificant, it's essential to note that in the competitive job market, some level of turnover and job seeking behavior is typical (Tong-On et al., 2021).
6. Rapid Employee Growth: The most striking piece of information is the significant increase in the total number of employees from 2021 to 2022, which saw a 214.17% increase (Mustafa, 2022). This rapid growth could be attributed to various factors such as business expansion, mergers, acquisitions, or new ventures that required a substantial increase in the workforce.

Industry Example:

The utilisation of artificial intelligence (AI) for the enhancement of guest experiences within Marriott Hotels Marriott Hotels, a prominent global entity, has recognised the potential of artificial intelligence (AI) in enhancing the quality of customer service. The integration of AI-powered chatbots and virtual concierge services was implemented with the aim of enhancing efficiency and customization in addressing passenger enquiries, room service requests, and providing recommendations for local attractions (Prentice et al., 2020). As a result, there is an increase in employee productivity and an improvement in the customer experience. Marriott has made significant expenditures in staff training to assure their readiness in engaging with artificial intelligence (AI) technologies. Improving efficiency and boosting customer service through the implementation of AI technologies and technology-focused training programmes. Marriott has implemented sustainability initiatives in response to increasing consumer demand for environmentally friendly offerings (Zhang et al., 2022). This phenomenon is seen in the notable reduction in energy use, waste generation, and the corresponding increase in recycling practises. Marriott's adoption of eco-friendly initiatives enables the company to cater to a consumer base that exhibits growing preoccupation with its ecological footprint.

IHG has implemented IHG Studio, a technological platform designed for guests, enabling them to project the screens of their personal devices onto the televisions available in their lodgings. This feature has been introduced throughout all IHG hotels. This approach not only caters to the demands of contemporary knowledgeable visitors, but also incorporates the latest breakthroughs in AI-driven technology (Nam et al., 2021). In addition, IHG provided its staff with the chance to engage in reskilling programmes. The training programmes provided aim to educate personnel with the necessary abilities to proficiently utilise technology and artificial intelligence tools. This facilitates the preservation of employees' adaptability and competitiveness within a market characterised by intense competition. IHG has exhibited a strong dedication to sustainability by implementing sustainable practises (Hao et al., 2020). One of the primary goals of the organisation is to mitigate carbon emissions, minimise energy usage, and optimise water resource management. These activities would likely be accepted by environmentally concerned travellers due to their demonstration of IHG's commitment to environmental concerns.

One example of Radisson's integration of artificial intelligence (AI) into its customer service is the incorporation of chatbots and virtual assistants. Digital assistants have been found to enhance both visitor pleasure and hotel productivity through their ability to expedite the check-in process, provide customers with information about available amenities, and promptly address any inquiries they may have. Radisson implements training programmes aimed at acquainting its personnel with state-of-the-art technologies, including artificial intelligence (Mustafa, 2022). By implementing this plan, it ensures that personnel will have the capability to stay abreast of technology changes and efficiently utilise artificial intelligence technologies. In addition, the Radisson Hotel Group has incorporated "Green Initiatives," which encompass environmentally conscious practises. The actions undertaken by the organisation encompass the objective of diminishing the utilisation of disposable plastics and advocating for the adoption of ecologically conscientious corporate practises. The aforementioned activities serve as evidence of their dedication to mitigating their ecological footprint.


Enhancing Operational Efficiency through Artificial Intelligence Implementation:

Artificial intelligence (AI) possesses the capacity to greatly enhance the operational efficiency of several departments within Marriott UK hotels. Marriott UK has the potential to optimise efficiency and improve service quality through the implementation of artificial intelligence technologies, which can effectively automate and streamline various operational processes. Artificial intelligence-driven chatbots and virtual assistants have the capability to efficiently manage guest inquiries, check-ins, and room service requests, resulting in reduced waiting periods and enhanced operational efficiency (Prentice et al., 2020). Artificial intelligence (AI) has the potential to enhance housekeeping operations through the optimisation of room assignments and cleaning schedules, leading to reduced turnover times and enhanced resource utilisation. AI-driven solutions have the potential to mitigate food waste and ensure the provision of suitable meals through enhancements in inventory management and the ability to anticipate consumer demand within kitchen and dining settings. The implementation of artificial intelligence (AI) technology has facilitated Marriott UK in enhancing its operational efficiency and elevating the overall passenger experience by leveraging data-driven insights and automation capabilities (Khairy, 2019). Nevertheless, the advancement of artificial intelligence (AI) does come with certain drawbacks. Employees may experience apprehension regarding the potential automation of their job positions. Marriott UK has the potential to assuage these concerns by adopting a transparent and forthright approach to their intentions to implement AI technology, emphasising that its purpose is to complement rather than supplant human capabilities. Marriott UK has the potential to financially support training initiatives aimed at equipping staff with the necessary knowledge and abilities to effectively operate artificial intelligence systems. This endeavour would serve the dual purpose of safeguarding employment opportunities and fostering the growth of the digital economy. 




Conclusion: 

In conclusion, the incorporation of AI into the operational landscape of Marriott UK is a revolutionary development with far-reaching ramifications. AI's ability to increase productivity, simplify procedures, and improve the visitor experience cannot be quantified. When it comes to front desk, housekeeping, and dining services, AI has already proven its value in the hospitality industry by accelerating operations, streamlining resource allocation, and providing consumers with rapid, individualised care. The greatest concern regarding this technological shift is the potential loss of employment. If Marriott UK wishes to retain its clientele, it must resolve customers' concerns regarding job losses caused by automation. It is crucial to spread the word that artificial intelligence is not dangerous and can actually help people achieve their maximum potential. Marriott UK intends to use artificial intelligence to free employees from mundane duties so that they can focus on providing guests with an unforgettable experience. When employees take on more responsibility as a result of upskilling and training initiatives, their job satisfaction and likelihood of ascending the corporate ladder should improve.

Recommendations:

- Implement AI-powered chatbots and virtual assistants for customer service and automate routine tasks.
- Develop employee training programs to enhance AI-related skills and foster upskilling opportunities (Hassanein & Özgit, 2022).
- Communicate transparently with employees to address concerns about job security and emphasize AI as a complement to human capabilities.
- Reassign employees to more meaningful tasks to enhance job satisfaction and offer career growth opportunities.
- Continuously evaluate AI's impact on operations, employee satisfaction, and guest experiences.
- Stay updated on AI advancements and trends to remain competitive and agile.
- Maintain a focus on sustainability initiatives that align with guest expectations and environmental responsibility.
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