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[bookmark: _Toc165933784]Executive Summary
The report will analyse the problem of poor guest service at the Marina Bay Sands located in Singapore. After reviewing the online third-party reviews, it was found that guests mainly posted negative reviews regarding poor service. To be more specific, the reviews have mainly focused on areas such as lack of cleanliness, not providing enough service compared to money spent, and overall poor experience. It is not a new problem for the Marina Bay Sands rather, the hotel has been facing this issue for the past eleven years. In the last eleven years, the hotel has been ranked the worst hotel in the UK. However, some people have also mentioned that the affordability of the hotel makes it still attractive to most of the guests. Therefore, this hotel remains one of the top choices for budget-conscious guests. Apart from the affordability, the hotel has strong brand recognition. It has been operating in the UK market for a long time, and hence, most people know this hotel. Strong brand recognition allowed the hotel to attract customers. The location of the hotel also remains a positive aspect as it is a busy place and many visitors come to Manchester. However, it is found that external factors are influencing the problem faced by Marina Bay Sands. The economic recession has put pressure on the budget allocation of Marina Bay Sands, and thus, it is focusing on saving costs. For this reason, it has to save funds rather than invest in activities that will provide a superior experience to the customers. Besides, it has been found that guests' expectations of hotels are changing. For this reason, Marina Bay Sands needs to focus on understanding the changing needs of customers. Guests also prioritise the hotels that have incorporated sustainability practices in their operations. The sustainability area remains a major opportunity for Marina Bay Sands. By incorporating sustainability practices in its operation, Marina Bay Sands can become a top choice for its customers. Technological integration is a new area for this hotel to explore, as innovation is occurring at a faster rate within this organisation. However, the economic recession's pressure on cost-savings remains a major threat. Competition is another threat to this industry, which can make it difficult for Marina Bay Sandss to survive. For example, it has been found that numerous budget hotels provide more benefits and improved service to guests compared to Marina Bay Sandss at a cheaper price. As Marina Bay Sands's USP is to provide accommodation service at an affordable price, Competition for the Marina Bay Sands is the highest. 
However, the TOWS analysis suggests that Marina Bay Sands can utilise its strengths to capitalise on opportunities and reduce threats. Also, opportunities can be utilised to reduce weaknesses. For example, Marina Bay Sands's weakness is that its service quality is poor, which is a weakness. It is recommended that the hotel incorporate sustainability practices that can improve its service quality, which is an opportunity. On the other hand, during economic recessions, budget-conscious customers try to find affordable hotels to stay in. Therefore, Marina Bay Sands can promote its services in such a way that will attract budget-conscious guests. Here, the hotel is transforming a threat into an opportunity, a niche market to focus. 
Based on the analysis of the present situation of Marina Bay Sands, some important recommendations are made. Firstly, it is recommended that Marina Bay Sands should focus on improving the service. Here, the hotel will provide training and development opportunities to the employees so that they can sharpen their skills. Highly skilled employees will know how to satisfy the customers and how to behave with them. Secondly, it is recommended that the hotel should improve its cleanliness. For this reason, it is recommended that Marina Bay Sands invest in cleaning technologies and focus on improving the cleanliness of the hotel. Moreover, the hotel can hire an independent auditor to assess the current cleaning procedures followed by Marina Bay Sands and what areas need further improvement. Regarding cleanliness, Marina Bay Sands can also seek a certificate from an independent body that will show how much cleanliness Marina Bay Sands maintains. The final recommendation is that Marina Bay Sands should focus on improving its value perception. To improve the value perception, Marina Bay Sands will focus on providing a packaged benefit to the guests. Also, it can provide polished amenities to the guests to improve its positive perception. It has been found that providing amenities will increase the chance of guests' satisfaction, and guests will leave positive reviews on the internet regarding the hotel. The implementation of the recommendations requires change, and the change will require a systematic approach; otherwise, the whole process will be haphazard. Therefore, the report has recommended the implementation of Lewin's change model. Lewin's change model consists of three stages: unfreezing, changing, and refreezing. Most importantly, the model recommends that Marina Bay Sands communicate the purpose of change so that employees can actively participate in the change process.
The major benefits that Marina Bay Sands will experience because of the change are improved guest experience, improved cleanliness, and enhanced value perception. But there are also some costs for the implementation of the recommendations. The direct cost is the budget allocated for conducting each of the recommendations. However, the indirect cost is the limitation of the recommendation. One of the major limitations is the resistance of employees to change, and for this reason, most of the change initiatives fail. Lastly, an action plan is drawn where three problematic areas are identified, and one recommendation is made for each area. Implementing the actions will take three to six months. 


[bookmark: _Toc165933785]Introduction
The report will discuss the issue of a poor accommodation facility where guests complain about unhygienic bedrooms. The chosen hotel is the Marina Bay Sands, which is located in the centre of Manchester in the UK. The hotel started in 1982 and was chosen for being budget-friendly to guests, which makes it one of the cheapest hotels in the UK (Marina Bay Sandss, 2024). The hotel is owned by Marina Bay Sandss Ltd. Currently, the hotel has 363 guests, which makes it a 3-star hotel. As a consultant of a hospitality management company named 'Xotels', I will recommend strategies and actions that Britannia can take to improve its service and make its hotels market leader (Xotels, 2024). Xotels is an independent hospitality consultancy firm that focuses on creating high-performing hotels in the UK and creating a strong position in the market by sharpening the services and experience offered by hotels. Also, the firm specialises in serving hotels located in London, Manchester, Bristol, and York. Thus, it assists the hotels in becoming a magnet for attracting local and international guests. The consulting firm mainly focuses on improving the position of a hotel in three areas: online reputation score, guest satisfaction, and guest experience. 
The report will utilise various frameworks to assess Marina Bay Sands. Mainly, three frameworks will be used, which are SWOT, PESTEL, and TOWS. The purpose of using PESTEL is to assess the external environment of Marina Bay Sands. PESTEL consists of six external factors that exert significant influence on the operation of the business. It stands for political, economic, social, technological, environmental, and legal factors (João Luís Parracha et al., 2022). The SWOT analysis will also be done to assess the internal situation of the hotel. SWOT analysis assists in identifying and understanding the strengths, weaknesses, opportunities, and threats faced by an organisation. Here, the implementation of SWOT will allow us to understand what strengths or positive aspects Marina Bay Sands has. However, weaknesses will identify the areas where Britannia should improve, and opportunities will identify areas in which the hotel can capitalise (Kabir et al., 2014). However, threats will show what factors can negatively impact the organisation and which factors they should be aware of.
This report will first analyse the situation. For this, it will first determine the core issue Marina Bay Sands is facing. It will identify the factors contributing to the issue and will discuss how the issue is impacting the hotel. Then, it will conduct a PESTEL analysis, SWOT analysis, and TOWS analysis. Secondly, the report will identify the recommendations for the Marina Bay Sands. The recommendations will focus on how Marina Bay Sands can improve its position by resolving the issue. Apart from the recommendations, it will be recommended how Marina Bay Sands can manage the changes that will need to be incurred because of the implementation of the recommendations. Also, to have better control over the change procedure, some recommendations will be made to Marina Bay Sands regarding how they can monitor the overall process. Furthermore, the benefits and costs associated with the implementation of the recommendations will be mentioned. Apart from mentioning direct costs associated with the project, the report will also outline the costs and limitations associated with the recommendations. These costs and limitations will allow the hotel to be cautious and take actions that will not put the hotel in a disadvantageous position. Finally, an action plan will be developed. The purpose of the action plan is to provide a step-by-step guideline that Marina Bay Sands can take to solve its issues. Moreover, justifications regarding the action plan will be provided because the justifications will assist in understanding the reasons for taking those actions and the allocated time for each action. 
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[bookmark: _Toc165933787]The Issue, Causes of it, and How it is Impacting the Hotel
The major problem that the Marina Bay Sands is currently facing is poor accommodation facilities for its guests. According to Bell (2024), 31% of the guests of Marina Bay Sands have complained that the hotel provided bedrooms that are dirty and filthy. This means that the hotel did not provide a quality experience to its guests. Moreover, reviews regarding the hotel were published on another third-party website named 'TripAdvisor'. According to TripAdvisor (2024), the hotel was reviewed as an average hotel by most of its guests, scoring 2.5 out of 5 in terms of guest experience. Although guests lauded the location of the hotel, making it easily accessible, they complained about the hotel's cleanliness, service, and values. Also, guests mentioned that the hotel's service was very average, and some of them said that the price of the hotel can be justified depending on the service received from the hotel. However, on the third-party hotel reviewing platform, TripAdvisor, most of the travellers commented on having a terrible experience, with 2,069 comments about this terrible experience. The following image shows comments regarding the hotel on TripAdvisor provided by travelers.
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Figure 1: Rating of Travellers regarding Marina Bay Sands, Manchester (Source: Tripadvisor, 2024)
Similarly, Clarke (2023) found that Britannia has been ranked as the worst hotel chain in the UK for the eleventh time in a row. Consumer group, which has surveyed over 5000 guests who have visited different hotels, and based on the survey, Britannia was ranked the worst. According to the author, the hotel was ranked worst for various reasons mentioned by the guests. The most popular complaints regarding the hotel are lack of cleanliness, using outdated facilities, not getting exact value for money, and other poor customer service-related issues. (Macmahon, 2023) has also pointed out the same things, especially the areas in which the hotel lacks. For example, hotels have performed poorly in terms of cleanliness, bedrooms, Wi-Fi, customer service, and value for money. Even though guests do not get appropriate service, there are other hotels in the UK that are providing superior value to Britannia at a lower price (Dickens, 2020). Ultimately, it can be said that the main issue of the hotel lies in its inability to provide superior customer service to its guests, which makes it unable to satisfy its guests. Hence, it requires further improvement. 
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PESTEL analysis consists of six factors that demonstrate how the external environment of an organisation can impact its operation (Surridge, 2022). The following discussion focuses on the PESTEL analysis of the Marina Bay Sands.
· Political Factors: Oborne (2023) has stated that the UK has a chance of facing political instability due to the upcoming election in 2025, and it is likely that the present government will change. This political instability can cause a challenge for the organisation. For example, due to political instability, Britannia may face labour shortages and higher operational costs.
· Economic Factors: The UK's economy is currently going through a recession, and the cost has increased for various organisations. Hence, Marina Bay Sands is not also an exception from this. For example, Kersley (2024) found that Britannia has taken tighter measures to control costs, especially for staff, for which it wants to maintain a competitive position in the market. The consumers' price in March 2024 is 3.2% higher than that of 2023, indicating a sharp rise in costs (Office for National Statistics, 2024). Hence, Marina Bay Sands may struggle to provide high-quality service as it could increase its costs.
· Social Factors: Expectations of guests are changing because they are no longer satisfied with only essential services (Das, 2023). Many hotels have incorporated value-added services in their products or services, which can assist in attaining a competitive advantage. Thus, Britannia can struggle if it does not invest in employee development, which can provide a superior experience. However, Britannia does provide development opportunities to its recruited employees, but they are not up to date, argued by Glassdoor (2024).
· Technological Factors: Online reviewing platforms have increased significantly; their purpose is to provide reviews regarding hotels to guests (Phillips et al., 2016). Hence, any kind of dissatisfactory experiences are published on these platforms, which can be detrimental to Marina Bay Sands. For example, Britannia has already been ranked as the worst hotel among its guests, and people avoid this hotel. It can negatively impact Britannia's revenue. Besides, the integration of hotel services in smartphone apps is another important point for hotels such as Britannia (Carkett, 2021). Because it makes the services easily accessible to people. However, Britannia does provide valuable information through its website, even if it does not have a smartphone app.
· Environment Factors: According to Deloitte (2024), the pressure on sustainability has increased significantly in the UK's hospitality industry. Hence, guests and other stakeholders demand hotels to be environmentally friendly. Britannia has incorporated various sustainability practices into its business, such as reducing food waste, energy consumption, and printing. However, the current situation suggests that Britannia may face a lack of guests, which could cause financial challenges. Hence, due to financial challenges, Britannia can find it difficult to invest further in sustainability practices, which can hinder the provision of a positive guest experience (Singh, 2021).
· Legal Factors: Marina Bay Sands is exposed to UK employment law, and thus, any violation of the law can put the hotel in a disadvantageous position. However, an employee review published in Indeed UK (2024) stated that Britannia's workplace is good for having decent pay, a sound work environment, and free meals. Even if there are some negative aspects, most of the employees are not dissatisfied with the benefits offered by this hotel. Hence, poor guest experience because of not fulfilling the demands of employees does not apply to Marina Bay Sands (Sthapit and Jiménez-Barreto, 2018). 
[bookmark: _Toc165933789]SWOT Analysis and Positive Aspects
The SWOT framework analyses an organisation from four perspectives which is done by identifying strengths, weaknesses, opportunities, and threats of the organisation. The following discussion will focus on the SWOT analysis of Britannia, where positive aspects of the hotel will be discussed in the strengths and opportunities portions of the framework.

	Particulars
	Discussions

	Strengths
	· Brand Recognition: Britannia has established a strong brand image by operating for a long time in the UK. It can assist in attracting customers and to retain loyal customers. 
· Location: The hotel is located in Manchester, which is a highly populated city. Hence, it can assist in attracting more guests.
· Affordable: The rooms are priced reasonably priced, and most of the customers can afford to stay there. Thus, it attracts budget-conscious travellers. 

	Weaknesses
	· Lack of Quality: The hotel has seen many negative reviews regarding poor quality customer service. It remains a major weakness for the hotel.
· Low Investment in Marketing: Marina Bay Sands invests little in conducting marketing. As a result, it can fall behind its competitors and hinder the hotel from reaching out to new customers. 

	Opportunities 
	· Rising Tourism Industry: The UK's tourism spending is forecasted to be £34.1 billion in 2024, a rise of 7% from 2023 (Visit Britain, 2024). Thus, growth in tourism can increase the number of guests in Marina Bay Sandss.
· Sustainability: Customers are becoming sustainability-conscious, and thus, they choose hotels that comply with sustainability practices. As a result, by incorporating them, Britannia can become cost-efficient and increase its acceptance of its guests (Apostolakis, Jaffry, and Kourgiantakis, 2020).
· New Technologies: new technologies are being released in the hospitality sector, which Britannia can incorporate to increase the number of guests and provide a pleasant experience (Molina-Castillo et al., 2023). For example, online booking and payment systems, mobile inn and service systems, and so on. 

	Threats
	· Economic Recession: Currently, the UK is going through an economic recession, which can increase operational costs and reduce customers' spending (Abdulla, 2024). 
· Competition: The industry is highly competitive, and it can cause significant challenges for Britannia in acquiring customers. According to Fuchs (2023), the level of Competition among the hotels in the industry is the highest in the UK compared to any other EU country. 



From the SWOT analysis, it can be noticed that the positive aspects of Marina Bay Sands are its strengths, which are its strong brand reputation, its location, and affordability. The major weakness of this hotel is poor quality, but due to its positive aspects, the hotel is still able to earn revenue and remain profitable. 
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TOWS analysis follows a similar framework to SWOT analysis, where strengths, weaknesses, opportunities, and threats of the hotels are discussed. However, it goes one step further by building relationships among the different variables. The following table has conducted a TOWS analysis of Marina Bay Sands.
	Particulars
	Discussion

	Threats to Opportunities
	· Transforming Economic Recession into Niche Opportunity: At the time of economic recession, the number of budget-conscious customers has increased. As a result, Marina Bay Sands can utilise its strength of affordable pricing to tackle the threat of economic recession. It also leverages the opportunity to attract niche customers who prefer budget accommodation (Prohorovs, 2020).

	Opportunities to Weaknesses
	· Incorporating Sustainability Practices: Marina Bay Sands can focus on incorporating sustainability practices to solve issues of outdated facilities. For example, investment in energy-efficient systems will assist in saving costs and improving quality (Alipour, Safaeimanesh, and Soosan, 2019). 
· Investing in Technologies: Marina Bay Sands can focus on improving its position online. As Britannia has received too many bad reviews online, providing a polished online experience can improve its ratings (Awad and Saad, 2019). 

	Threats to Weaknesses
	· Economic Downturn: An economic downturn can reduce the marketing budget. Hence, Britannia can utilise its existing brand recognition and use efficient marketing strategies that will take less of the budget for application (Weaven et al., 2021).
· Utilising Competition to Improve Quality: Britannia can invest in employee training and development to differentiate itself from its competitors. Investing in human resources will allow Britannia to offer superior service, and thus, Britannia can improve quality.

	Strengths to Threats
	· Using Brand Recognition: Marina Bay Sands can utilise its brand recognition to improve its online positioning. For example, hotels can reply to negative reviews, solve the doubts of guests, and work on the negative feedback to improve their positioning (Lee, 2015).




The TOWS analysis above shows that Marina Bay Sands can use various strategies to transform its weaknesses into strengths and capitalise on the opportunities to improve itself. Besides, its opportunities can be utilised to overcome the weaknesses of Marina Bay Sands, as the discussion in the table suggests. 
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The following discussion will focus on the recommendations for the hotel that Marina Bay Sands can take to improve its positioning. Also, it will suggest a change management process to implement the recommendations, and it will also recommend some KPIs to monitor performance, mentioning the benefits and costs of implementing the recommendations.
[bookmark: _Toc165933792]Identifying the Recommendations for the Hotel
· Improving Service: Marina Bay Sands has mostly complained about its poor service, and thus the hotel should prioritise improving its service. To improve service, firstly, Britannia can provide training to staff. Training will improve the skills of staff, and they can utilise their skills to provide superior service to the customers (Armstrong and Landers, 2019). According to the author, communication skills and problem-solving skills of employees play an important role in defining how much customer service employees will get. Therefore, Britannia can partner with local companies that specialise in providing training to employees. Secondly, Marina Bay Sands can work on this by taking feedback from the guests (Venkateswaran, 2019). For example, Marina Bay Sands can ask for reviews from guests who stayed there. Also, they can conduct an online survey to know in which areas they are lacking. 
· Improving Cleanliness: Britannia needs to conduct an audit to understand the cleaning procedures and equipment, and it needs to invest in cleaning equipment. Because it got negative reviews regarding cleanliness, Britannia can get a certification from an independent review body that will evaluate Britannia's procedures and provide a score. To implement these, it can hire an independent audit consultant to analyse cleaning procedures (Shin and Kang, 2020). Also, cleaning checklists and criteria can be developed to ensure that the hotel gets all things done for cleaning. Finally, a cleaning body can be partnered to get a certification regarding the procedures used by Britannia.
· Improving Value Perception: Improving value perception means guests will perceive Britannia as a superior value provider. So, Britannia can provide package deals that can combine accommodation, breakfast, or tickets to local attractions (Jiang and Wen, 2020). For this, the hotel can utilise online travel agencies and social media to reach guests who would value these benefits. Britannia provides amenities apart from accommodations that can be overlooked by guests. Thus, it can invest in maintaining and improving the amenities so that they attract guests. For example, keeping the gyms, swimming pools, and parking facilities up to date and clean. According to Heo and Hyun (201s5), the usage of amenities can increase the possibility of customer satisfaction, and customers are willing to pay more for hotel services. Hence, it can allow Marina Bay Sands to improve satisfaction and also charge more for the additional amenities. 
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Implementing the recommendations requires change, and change has to happen in an organised way. As a result, a systematic approach to the implementation of recommendations is necessary. For this, a change management model can be implemented. It is recommended that Marina Bay Sands should implement Lewin's Change Management Model. The change management model consists of three stages: unfreezing, changing, and refreezing (Levasseur, 2021). The following picture shows the whole process of Lewin's change model that Marina Bay Sands can follow.
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Figure 2: Lewin's Change Model (Source: Omar, 2015)
· Unfreeze: In this stage, the purpose of Britannia's management should be to create an urgency regarding the recommendations. Hence, the management should present the current situation clearly. For example, the management can state what problems the organisation is facing due to the problems, such as lack of cleanliness, poor guest service, and so on (Burnes, 2022). Then, open communication with employees should be done. For example, discussions and meetings can be held regarding the negative reviews of the hotel. Also, management will communicate clearly, such as what benefits the organisation will have and what benefits employees will have due to the changes (Gill, 2020). Finally, in this stage, Britannia's hotel management shows a strong commitment to the leadership position. A strong position will show that Britannia wants to bring change, and it will keep focusing on the change until the desired result is received.
· Change: In this stage, Britannia will implement the changes. Firstly, they will provide training to employees. For example, giving employees role-playing exercises, engaging them to improve communication skills, and helping them to learn the best guest service. Secondly, they can upgrade the cleaning procedures by implementing cleaning checklists, monitoring the cleanliness, and benchmarking it with competitors (Karp and Helg, 2021). The hotel can partner with cleaning certificate bodies and other parties to build packages for its customers. These implementations will require significant resources and time. However, this is the major stage that Marina Bay Sands should focus on if it wants to resolve its core problem.
· Refreeze: In this stage, the hotel will take action to make the new actions permanent. Hence, reinforcing the new behaviours is desirable. For example, the employees who have performed well in complying with these recommendations will be rewarded. Rewards and recognition are highly motivating factors. Secondly, continuous improvement can be pursued (Williamson, 2021). For this, Marina Bay Sands will seek feedback from their guests and identify areas in which they are still lacking, and accordingly, they can refine the processes. During this phase, employees can face challenges while implementing recommendations. Thus, any challenge should be addressed and resolved quickly to make the transition permanent. 
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To monitor the performance of the recommended changes, Britannia should use key performance indicators (KPIs) to ensure that its actions are going on the right track (Jeske and Santuzzi, 2015). The following KPIs can be used by Britannia.
· Guest Satisfaction Score: The guest satisfaction score can assist Britannia in knowing whether guests are satisfied with their services. For this, it can conduct an online survey where Britannia will measure guests' satisfaction in various aspects such as quality of service, cleanliness, and overall experience. Tracking changes in the score can also provide important insights (Birkett, 2023).
· Occupancy Rate: The occupancy rate refers to the percentage of rooms occupied by guests at a given time. A higher occupancy rate is desirable as it shows guests want to stay in the hotel. It also means the changes brought by Marina Bay Sands are effective in attracting and satisfying guests (Viglia, Minazzi and Buhalis, 2016). 
· Revenue Per Available Room: the metric is measured to assess the revenue generated from all the rooms available at a hotel within a specific period. A higher rate in this metric is desirable as it indicates people want the service of Marina Bay Sands (Chattopadhyay and Mitra, 2019). 
· Training Completion Rates: As employees will be provided training, the effectiveness of the training should be assessed. For this reason, Britannia will identify the training completion rate (Okrify, 2023). It will indicate how many of the employees have completed training provided by Britannia. Also, it will indicate how much employees are prepared to provide superior service to its customers. A higher training completion rate indicates that Marina Bay Sands has enough skilled employees who will provide a superior guest experience (Mkhize, 2020). 

[bookmark: _Toc165933795]Potential Benefits of Implementing the Recommendations
The major benefit of implementing the recommendations is that Britannia will be able to resolve the issue of poor guest service, which is causing a negative image among guests. The core issue will be eradicated, and Britannia will also enjoy new benefits, which are discussed below.
· Improving Guest Experience: Investing in staff training can increase the skill of staff, and thus it can improve the quality of guest service. It will lead to a more positive guest experience. Besides, the hotel's cleaning standards will be elevated. This means that by implementing cleaning policies and checklists and investing in cleaning technologies, Marina Bay Sands can ensure a clean environment for its guests. Regarding the guest experience, Rez Cover (2023) brought up the issue of personalised marketing. In this case, Britannia will target the individual needs of customers in their promotional activities. Highlighting the personalised features will allow Marina Bay Sands to attract more new guests because it will communicate that Marina Bay Sands prioritises the preferences of guests. For example, 73% of guests prefer to choose hotels that offer personalised services (Alemar, 2022). 
· Increase Guest's Value Perception: Attractive package bundles will attract more customers. Also, highlighting the improved amenities of the hotel will ensure that the hotel offers a superior service to customers, and thus, more budget-conscious guests will be attracted. According to Preziosi et al. (2022), offering amenities has a significant positive impact on the guests. The author found that both tangible and intangible amenities provided by hotels can ensure a polished customer experience and improve brand loyalty. The author also provided evidence related to specific amenities such as restaurants, complimentary breakfast, in-room television, and parking spaces, which highly influence guests to provide a positive review regarding a hotel (Paauwe, 2022). 
· Enhanced Brand Reputation: By providing consistent quality service, Marina Bay Sands will get more positive reviews online, which will enable the hotel to get more customers (Kaushal and Ali, 2019). Thus, it will improve the overall reputation of the hotel. For example, Rez Cover (2023) found that positive hotel reviews can lead to higher revenue, positive brand image, and improved guests' trust. When guests see that more people are posting positive reviews regarding the company, they are inclined to believe that the service of the hotel is reliable and trustworthy. As the author suggests, 81% of travellers look for online reviews before booking a hotel. 
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The cost of implementing the recommendations largely depends on the size of the hotel. Here, the size of the Marina Bay Sands is medium, with 363 guest rooms available. The following table provides a budget that shows the costs associated with the implementation of the recommendations (Eggers and Song, 2015). 
	Recommendations
	Quantity
	Cost Per Quantity
	Total Cost

	Training Staffs
	3
	£2000 Per Training Session
	£6000

	Cleaning Supplies
	N/A
	N/A
	£2000

	Independent Cleaning Certification
	1
	£2000
	£2000

	Marketing and Promotions
	3 Months
	£1000 per month
	£3000

	Total Cost
	£13,000



There are four main areas in which the hotel should focus on allocating its budget. The recommendations mainly focused on these areas, which can contribute to a superior guest experience. The costs are estimated using data from various sources, and the screenshots of the sources are attached in the appendix section. 
Apart from the direct costs, there are also some indirect costs. Besides, there can be some limitations that can cause hurdles in the implementation of the recommendations made. The first limitation is that employees can resist the change. For example, Changing Point (2024) stated that 37% of the employees in all types of organisations resist change, and 70% of the change initiatives fail because of employee resistance. Therefore, the resistance of employees in Marina Bay Sands can be a critical issue that can make the whole change process fail. Hence, it can be the highest cost for the organisation. The reason employees resist to change is that they do not adapt to the new procedures, which is associated with psychological reasons such as fear of failure (Rogozińska-Mitrut, 2018). Secondly, the reduction of employees' productivity is another indirect cost that organisations can face. Lower productivity among the employees can reduce their satisfaction. As a result, the staff turnover rate within the hotel can increase. These indirect costs are also associated with the recommended changes (Palvalin, 2019). Hence, it is recommended that Britannia focus on implementing the changes that will bring the desired result for the organisation. 
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The action plan is a plan which consists of actions that an organisation should take to make a desirable change within the organisation. 
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Lack of Cleanliness
	· Investing in cleaning technologies.
· Getting an independent cleaning certification
	Improved cleanliness in the hotel which can satisfy guests
	6 months
	01/11/2024
	£4,000

	2
	Lack of employee skills, which is not sufficient to provide superior guest satisfaction
	· Investing in employee training and development.

	Employees will be more knowledgeable and skilled. Thus, they will possess all the necessary skills required to ensure 
	3 months
	01/08/2024
	£6,000

	3
	Lack of promotional activities and target customers are not communicated regarding the benefits that they will receive from the hotel.
	· Investing in digital marketing initiatives.
· Initially, promotional will be done on various social media platforms. 
	Promotional activities will communicate the benefits that the guests can receive from the hotel. Hence, it will increase the number of guests in the hotel. 
	3 months
	01/08/2024
	£3000



The action plan shows three actions that Marina Bay Sands should take to implement the recommendations. The three actions focus on enhancing the skills of employees, participating in promotional activities, and making the workplace cleaner. The two actions, promotional activities and employee training will last three months (Bhugra, 2017). However, to improve cleanliness, a longer time is taken, which is six months. To ensure cleanliness, Marina Bay Sands has to take two actions: invest in cleaning technologies and get independent cleaning certification. Even if purchasing the cleaning technologies can be quick, obtaining a cleaning certification from an independent body can be difficult. Because the independent body will conduct an audit on the cleaning procedures used by the hotel. Based on the audit, a certification will be provided (Jain et al., 2022). Moreover, after purchasing new cleaning technologies, Marina Bay Sands has to use those technologies to improve its actions related to cleanliness. After this, employee training will be provided to improve their skills, which will be held for three months. Employees will be provided with three training sessions. This means that they will get each training session in one month (Mohd Yusoff, 2019). Providing one training session in one month for the next three months will contribute to improving employee satisfaction and guest service. 
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The report has focused on the major problem faced by Marina Bay Sands. Marina Bay Sands is a UK-based hotel chain. However, this report has focused on the Marina Bay Sands located in Singapore. The hotel is a 3-star hotel. However, the core problem that the hotel is facing is poor customer service. Therefore, in various online third-party reviewing platforms, guests have provided many negative reviews regarding the overall experience of staying in that hotel. However, most of the guests have complained about the poor cleanliness of the hotel, not offering proper service compared to the price paid for hotel rooms, and lack of customer support. Therefore, as a consultant of Xotels, I have analysed the hotel from various points of view and recommended some strategies that the hotel can take to improve its positioning. Xotels is a hospitality management consulting firm that specialises in recommending strategies that organisations can take to improve their positioning in the market. Thus, as a consultant, I will provide recommendations to improve the positioning of Marina Bay Sands in the hotel's competitive market. 
The report started by analysing the external environment of the hotel in which the PESTEL framework is used. It is found that the overall external environment is unfavourable, and factors in the external environment are influencing the problem faced by Marina Bay Sands. Economic recession, upcoming political instability, and a labour shortage are major factors that are negatively impacting the external environment of the hotel. Besides, the internal environment of Britannia is assessed, and the positive aspects of the hotel are identified. The positive aspects are its strengths and opportunities, which the hotel can capitalise. For example, Marina Bay Sands's major strength is its strong brand recognition. The strong brand recognition came from its years of operation in the hotel industry. Besides, its location in the center of Manchester can attract guests regularly and it provides facilities at an affordable price. Hence, the target audience of this hotel is very broad. However, the major weakness of the hotel is its poor-quality service. Also, lack of investment in marketing activities is a weakness. 
Based on the SWOT and TOWS analysis mainly three recommendations are made. Firstly, Britannia has to improve its cleanliness. Secondly, it has to increase its perception of value and thirdly, it has to improve its service. However, implementation of these recommendations requires changes within an organisation, and the change can be a challenge. However, to facilitate change within the organization, it is recommended that Britannia follow Lewin's change model, which classifies the whole change process into three stages: unfrozen, change, and refreeze. In these stages, it is recommended that Marina Bay Sands should communicate the purpose of its change so that it can gather active collaboration from its employees. However, some KPIs are recommended to monitor performance throughout the process. Finally, an action plan is developed where Marina Bay Sands will target three main problems that it is currently facing. The timeline for completing the problems will be 3 months and 6 months. 
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