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Executive summary
The aim of this report is to address the challenges that Birmingham Marriott Hotel is facing and provides recommendations for the same. The hotel is located in Birmingham, UK which is facing the toughest challenge of COVID 19, in which they are not able to operate properly as visitors are not allowed and also, they have to maintain social distancing. Another issue in the cleanliness issue in the bathroom, where the customers complain. This leads in degrading the brand image of the hotel. Followed by this, the food and beverages issue lead in declining the reputation. The guests raise issue about the overcooked food and the quality. Along with this, the menu is not also set as per the season requirements. As a matter of fact, about the cleanliness of the bathrooms, the hotel management can recheck the rooms before allotting the next customer. It is to be found that, the food and beverage section contains the Birmingham Marriott Hotel's restaurant and bar which serve low-quality food and beverages and provide poor service. The hotel's rooms are very big, well designed, air-conditioned and odour-free. The venue's design and atmosphere are well-structured, well-designed, and extremely gorgeous and captivating. Also, the several duties and duties of the hotel's personnel result in both a seamless flow of activity and confusion. The Birmingham Marriott hotel's cuisine selection is not regarded specific and adequate.
This report covers overview about the hotel, SWOT and PESTLE analysis for identifying the factors which impact its performance. The issues in the operation of the hotel and its techniques for the improvement are mentioned. Moreover, finding and results sections and action plan is also explained with the recommendations.








 






INTRODUCTION
A consulting report is a document that contains a consultant's specialist knowledge and suggestions on a certain issue. It is typically written by an expertise for a customer or organisation that lacks the time or expertise to do the essential investigation and prepare the document. The aim of this report is to address the issues that Marriott Hotel of Birmingham is facing. Marriott is a well-known hotel in the hospitality industry in which they are encountered many challenges such the current issue of COVID 19 which created a huge impact on Marriott as well as all the industries. This leads in losing of jobs of the individuals, shutting down of many companies as people were not allowed to go outside their houses because government of the United Kingdom and other countries-imposed lockdown due to this outbreak. This leads in lowering down of the productivity as well as profitability of the hotel. Another issue is that, Marriott is facing a challenge of terrorists attracts which was happened in Mumbai and in Nairobi which resulted in degrading the reputation as well as its effects on the profitability. The factors which lead in creating issues for the hotel is analysed with the help of SWOT analysis and PESTLE analysis. These are those tools which will assist the organisation in knowing about the all internal as well as external factor which creates impact on them and its performance and productivity. 

Scope and analysis
Company overview
Birmingham Marriott Hotel is located at the heart of city, Birmingham, UK. This hotel was established in 1990 and renovated in 2008. They are offering 104 rooms which includes 6 meeting room and 4 suites (Schultz and Kamari, 2021). It is close near to the ICC and it access to train lines. It includes a large number of recreational amenities such as well-equipped fitness centre and an indoor heated swimming pool. Along with this, spa with a steam room and a variety of treatments is also available. All of the rooms include luxury mattresses, modern private bathrooms and satellite television. Brew Bar Lounge serves delicious gourmet dining and modern British cuisine in a comfortable setting. The hotel has an overall review of 4.2 out of 5 in which 85% positive responses are for the services (Google, 2021).
Consultancy company
Feniel Trans LTD is a consulting company, created in order to guide all small and large companies to have the best reputation. It is a company that was formed two years ago in Coventry. Although it is at the beginning of the road, this company aims to get involved in all steps so that this hotel makes it possible to benefit from as many customers as possible, to be satisfied with the services offered by the hotel and for the hotel to be among the better.

SWOT analysis
SWOT Analysis is a tool which is used in analysing a company’s entire strategic position as well as its surroundings (Sinclair, 2019). Its primary goal is to find the approaches that will contribute in a company-specific business strategy that effectively links a firm's assets and skills to the needs of the conditions in where the organisation functions. The internal business strengths and weaknesses are factors in which they have influence and can modify whereas external opportunities and threats are changes that occur outside of the firm (Giovannoni, 2020). In context to the selected organisation, SWOT analysis is mentioned below:
Strength: Strength refers to the characteristics that are believed to be required for the overall accomplishment. The assets and capabilities that could be utilized to gain a competitive edge are referred to as strengths. Marriott ranks 21st among the world's top imaginative and unique businesses. Marriott’s performance is mostly due to its effective use of modern technologies. The brand provides a pocket free experience, as well as residences and resorts. Marriott’s consumer is one of the most committed in the world (Chen and Luk, 2017). They are not replacing Marriott with another hotel. To make things easier for their consumers, the organization also provides a variety of reward programmes. The company ensures that its consumers receive the best services possible. The customers can encounter cleanliness, well-dressed workers, and exceptional service. All of these items are the standards of their brand. The organisation ensures that its workers follow its policies and provide the best services (Adityanandana and Gerber, 2019).
Weaknesses: Weaknesses are that aspects in the SWOT analysis which could discourage an enterprise from succeeding. Business standards and guidelines are important to any company's growth. Marriott's standards are so rigid that they suffocate their staff (Shipper and Hoffman, 2020). As an outcome, employee efficiency, productivity, and amount of work satisfaction are all falling. In 2018, for illustration, the hotel and resort business fired a staff for liking a tweet that insulted China on Twitter. Marriott has long had a complicated relationship with the law, which has resulted in poor branding for the firm. For example, a consumer filed a case against business for restricting his wi-fi connectivity, and the court fined Marriott $600,000 dollars (Patel and et. al., 2018).
Opportunities: Opportunities are defined those as external aspects that may be useful in accomplishing the company's objectives. Marriott is planning to develop 160 new hotels in the coming years. It is the time for the organisation to increase its service range by integrating related services such as logistics, real estate, tourism, hotels, and a range of other industries. This could assist Marriott in attracting new consumers (Wan Rodi and et. al., 2019). The customer demography has shifted, as the market is made up of millennial and generation Z who want a brand that is younger and vibrant.  Marriott has the chance to redefine the youth energy and implement it into its hotel company depending on the customer wants. Marriott is known in the market as a family-owned company (Robson, 2017). Young millennial on the other side, represent the country's success. They find the family-owned business uninteresting, which is one of the company's brand key flaws.
Threats: The external elements may have a significant impact on the enterprise's effectiveness. Marriott is a 5-star hotel that offers high quality lodgings and other amenities to guests of all nations. Terrorists seek to exploit top-rated 5-star hotels with a large number of international guests in order to create a mark. The business's protection should be strengthened. The year 2020 was the year of the COVID 19 outbreak which caused the worldwide market to go into crisis (Moretti, 2017). Due to this, government-imposed lockdown in which no person was allowed to step out of their houses that leads in affecting the job of the people. Many industries were shut down due to this pandemic. Marriott is in the luxury hotel management industry. The disease outbreak had the maximum effect on the company. As an outcome, the premium hotel brand's annual sales and revenue have decreased noticeably. Marriott's primary competitors include Hilton, Hyatt, Four Seasons Hotels and Resorts and many more. They have the resources and strong brand to grow the market share of the company (Hamilton and Ohlberg, 2020). As a result, the hotel and resort brand should distinguish itself and expand client loyalty programmes.

PESTLE analysis
PESTLE analysis is a method for analysing and monitoring macro-environmental elements which have a significant influence on an organization's performance. In context to Marriott, PESTLE analysis is mentioned below:
Political factors: This defines the amount to that which government and its policy can have an influence on the company. It includes factors such as political policy and stability, fiscal policy, taxation policy and many more (Babutsalı Alpler, Şahin and Dağlı, 2020). Marriott has a global presence in several nations. It increased its operations in politically stable nations such as New Zealand, Finland, Lithuania, and others in 2017. Marriott's merger in Starwood Hotels in 2016 benefitted both companies in lowering their management expenses. Earlier, Marriott's sales have fallen as a result of an increase in terrorist attacks, such as the Mumbai terror attack and the Nairobi attack which drastically damage the brand's reputation, client base and income. Along with this, Marriott operates in nations where corruption is usual and so they are forced to follow certain regulations, such as the U.S. Foreign Corrupt Practices Act which may find it very hard for them to conduct business in that country (Loeng, 2020).
Economic factors: These factors have an effect on the economy and its productivity which has a major impact on the company and its profit. Interest rates, employment rates, foreign currency rates and so on are included in this (Reed, 2019). The changes in the local currency will also have an influence on Marriott's success. For illustration, if the dollar's value rises in relation to the domestic currency, the hotel will gain fewer US dollars in exchange for the domestic currency. And because currency swings are continual, it is tough for Marriott to evaluate its resources. As part of the brand Marriott, it also affects the operation of Birmingham Marriott. Furthermore, a large segment of wealth is created by US government expenditures Marriott has suffered as a result of recent budget cuts and expenditure constraints. Also, because Marriott mainly serves Luxury and Premium service, it could see a drop in income if the economy slows (Zhang and Liao, 2020). Although its select category, which offers a personal environment without charging expensive prices, could still operate amongst all the economic crisis.
Social factors: These are the elements which are concerned with the social environment and the identification of new trends. This allows an organisation to better recognize the requirements and desires of their clients. It involves factors such as education levels, attitude shifts, lifestyle changes and many more (di Carlo, 2020). As the hospitality sector is very competitive, Marriott is encountering rivalry from many hotels in the United Kingdom, it is vital for the organisation to deliver first rate and excellent service to their consumers. It is necessary to also have a variety of hotels that cater to the demands of various individuals. Marriott has divided its hotels into three categories: luxury, premium, and select. To maintain and engage consumers, Marriott has a loyalty programme called Marriott Bonvoy which attempts to reward consumers with free hotel stays and extra promotions (Fleck, 2019). Marriott also has a website where visitors can choose their favourite hotels at the best rates and options available.
Technological factors: Technological factors are associated with both industry and total business innovation. It includes factors such as automation, R&D activities, technological incentives and so on (Qvesel, 2020). The increase of third-party business providers is causing tension at the hotel. The use of alternative reservation agents to book hotels may increase their total expenses and as a result, lower their income. Despite the fact that the loyalty programs initiatives have severely lowered the influence of certain trip booking agencies in which Marriott cannot afford to neglect it. Marriott must also prioritise maintaining up with technology in order to cut operating expenses and increase consumer loyalty (Tonelli and Cristoni, 2018). There is a major requirement to have a structure that preserves customer data and is resistant to leaks and hackers.
Legal factors: Legal factors are the legal influences that govern what a firm could and cannot do. It includes factors such as labour law, intellectual property, license and permits and many more. Marriott has been involved in various lawsuits as a result of the data security breach that occurred in 2018 (Orbasli and Vellinga, 2020). And over 380 million customers' personal data was exposed as a result of the breach. Regarding this event, the ICO London notified Marriott that an inquiry into the company's security practices will be conducted. These kinds of inquiries can result in significant charges and punishments. Aside from all of that, it might harm the company's brand and weaken consumer trust (Cheng, Gong and Li, 2020).
Environmental factors: These characteristics are related to the effects of the surrounding environment and natural elements. Recycling techniques, waste disposal, carbon footprint and so on are the factors which are involved. Marriott pledges to follow the various environmental legislation and norms in the areas where they are operating (Beske, 2018). Marriott has taken a significant step into sustainability, in which it has resolved to ban the use of all plastic straws in all of its hotels around the world. It will also result in a 1-billion-unit reduction in plastic straw use (Farnhill, 2018). Marriott has been able to educate over 500000 of its hotel employees on the subject of human trafficking. Marriott's "Serve 360: Doing Good in Every Direction" initiative which focuses on UN Sustainability objectives such as human rights and lowering carbon footprints and many more.

Development of reputation
Birmingham Marriott Hotel is famous for providing services. They have spacious area where people can celebrate. Westpoint, Aston Martin, West Two, West One and West by The Brew Bar Lounge and Terrace for areas socializing with friends and families (Mosey, 2019). The hotel management will manage things such as dinner, decoration and other amenities to provide customers a perfect event. It has a well reputation in terms of event organisation and services. The customer liked the breakfast as well as gym which is provided by the hotel that leads in maintaining their reputation (Tagg, 2018).

MAIN BODY
In every organisation there is imperative need of the improvement for maintaining the quality and value of the products and services offered by the organisation (Darvishmotevali, Altinay and Köseoglu, 2020). Similarly, in the hospitality industry of UK in which Birmingham Marriott Hotel operates the continuous improvement in its operations is essential to provide the guests with the quality service and well experienced stay at the hotel. The hotel is well known for its good staff service as they are highly welcoming and polite towards their guest and also make them feel warmth and comfortable with the outstanding 24 hrs room service and other necessary service on call (Hao, Xiao and Chon, 2020). There are some problems in the operations of the Birmingham Marriott Hotel’s operations some of which are also stated by the guest on the online review sites and also the website of the hotel that are required to be resolved to ensure the guest that their problems and issues are reconsidered by the company and also improved for providing them better service.
The problems in the operations of hotel are:
· Covid-19 issue: this issue is global issue of the industries including the hospitality industry that has faced major downfall in its service, revenue and other operations due to this pandemic. The Covid-19 has completely shut down the businesses of the hotels as the travelling was prohibited which means there were no tourists and visitors in hotel. After the re-opening of the hotels post Covid-19 the hotel was facing issue in operations as they were requiring to maintain social distancing and also there was requirement of refurbishment such as full sanitization of the rooms after the visitors leave (Etehadi and Karatepe, 2019). The operation was also required to maintain the records of the guest negative report before entering and the new medical system was required to appointed to check the temperature and other tests of the guest for the safety of employees and other guest. Due to Covid-19 there was also reduction in the demand of rooms that forced the company to reduce its operating cost and also have to reduce the work of associated by eliminating the on property and above property positions. Due to lack of finance the company also modified the food services and amenities that is risking the loyalty of customers, reputational damages etc (Tfaily, 2018). 
· Cleanliness issue: Many guests of the Birmingham Marriott Hotel have faced the issue related to cleanliness in the bathrooms. Some guest has also stated these issues on the review sites which are bad for the reputation and brand image of the company. The guest has faced the false smell issues and the dirt in the bathroom which is risk to their hygiene and makes there stay a bad experience. The towels and napkins placed in the bathrooms where also partially unclean (James, 2020). Hence it is very crucial issue for the hotel and is required to improve that at first priority by training the cleaning staff properly and making sure by rechecking that room is clean before the guest enters the room. The cleanliness issue is the risk to the operations of the hotel that is required to be improved.
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Figure 1: Marriott: Expect More Than Expected In 2020, 2021
(Source: Marriott: Expect More Than Expected In 2020, 2021)
· [bookmark: _Hlk74252441]Food and beverage issue: the hotel has really expensive in-house food and beverage service but there is the issue with the quality and taste of the food and beverages which are the problem for the hotel as in such expensive price the guest expects tasty, delicious and good quality food (Clifton, 2019). The guests have faced the issues with the food service such as over- cooked food and also the quality of vegetables, pork, fish, meat is low. Sometimes the taste is too spicy or salty which upset the guest experience. The menu is not appropriately set as per the season (Ikegawa and Tokunaga, 2018). 
· Environmental issues:  the company is also facing the issue related to the environment there is growing concern of the environment among the stakeholders like investors, customers, suppliers etc. which adversely impact the operations of the hotel (Evelyn, 2020). In the Birmingham Marriott hotel, there is lot of wastage of natural resources like electricity, paper napkins that lead to tree cutting, food wastage, water wastage etc. that is the problem for the company’s operations as there can be lack of resources and the environmental legal claims on the company. 
From the above SWOT and PESTLE analysis it is analysed that some operations of the hotel as well versed and are highly effective in nature and are remained to be stayed same for the future and some of the operations of the hotel is required to improve its operations in different areas for the betterment of the hotel reputation and growth. This also helps to satisfy the guest and make their experience more satisfying. In the organisation for the operation management some improvement techniques are required to be implemented for the continuous improvement (TRIWANIT and Teeranuson, 2018). Some improvement techniques in context of Birmingham Marriott Hotel are discussed below:
Improvement techniques
Total quality management (TQM) 
The total quality management is an effective technique by which the Marriott hotel can strategies for the long-term success of the organisation there is no doubt that the company offers the best service to their guest in terms of quality but in hospitality sector the guest always expects more from the hotel in terms of service, food and other benefits (Pushpanathan and Dhananjani Silva, 2020). The TQM will focus on the customers and the measures by which Birmingham Marriott Hotel can measure the success of customer satisfaction with the services and products provided by the company. The TQM also ensures that all the employees are highly involved in attaining the success. The TQM organise the company in establishing the long term and short-term goals by which there is continuous improvement in the operations of the organisation. For this technique to be implemented the hotel is recommended to have effective communication between the different departments during day-to-day activities to run the functions smoothly and also during the organisational changes. By this company can ensure the low prices of the products by reducing the cost by eliminating the waste and also by saving time (Suwandej, 2015). 
Lean Manufacturing
It is analysed from the above scope and analysis that company have most efficient service as company does not make their guest wait or delay any of its service. Along with that the hotel always supports new innovations in its operation to improve the quality and to support the change management within its organisation (Kiran, 2016). But in all of these activities the company lacks in one thing that is the wastage of resources and other essential things. Therefore, in order to reduce the waste that is happening in the Birmingham Marriott Hotel the company is recommended to use the lean manufacturing model. The lean manufacturing model is generated to avoid 7 kinds of waste such as transport, motion, waiting, over processing, defects, over production and inventory. In Birmingham Marriott Hotel the categories of waste are inventory, over – processing and motion. The company is highly known for its just in ttime management technique by which the hotel avoids over production. The hotel is recommended to avoid the motion waste as company is waste major time perfecting one thing before starting another. Over processing of the resources all lead to lack of quality sometime (Faraj and et. al., 2021). Therefore, the hotel must use the PDCA cycle to avoid the wastage as the cycle has four steps plan where the perfect planning of completely the operation is done then do stage where the plan is put as the chosen place of problem them third stage check where the comparison is made with previous results to check the accuracy of current plan and at last the act in which the plan is implemented successfully for the improvement of operations in the organisation. 
Six Sigma Tools
[bookmark: _Hlk74252840]In Birmingham Marriott Hotel is the premium luxury hotel where the company provides outstanding quality service to their guest in the premium prices with utmost perfection and warmth. The company has good quality room services and also the ambience is outstanding but company sometimes lack in providing quality and taste in the food and beverages and also there are flaws in the current process of the hotel that required to be refurbished for the improvement and growth of the hotel’s business and also to attract more guest for the hotel (Aquilani and et. al., 2017). Therefore, a quality management is something that is very important for the Birmingham Marriott hotel to apply the Six Sigma Quality management methodology to improve and refurbish the current processes that are lacking in some manner and to eliminate the defects to streamline the motion of the business and to benchmark the quality of the hotel’s services and other products and services (Mitreva, Sazdova and Gjorshevski, 2019). The Six Sigma method is highly beneficial for the hotel to identify the deficit and eliminate with new successful plan and actions with the help of the employees. The Six Sigma method will be the simpler and smarter way for the hotel to manage the quality and to imply the continuous improvement in the organisation. The best part of the Six Sigma methodology for the Birmingham Marriott hotel is that it will increase the customer’s satisfaction, reduce the whole cycle time and also eliminate the defects and errors in the current process (Yang, 2015). The few Six Sigma tools that are widely used by the businesses in the hospitality industry to improvise their businesses are discussed below:
· DMAIC: This tool is most effective and efficient tool for improving the current processes of the organisation. Therefore, in the same way it is recommended to the Birmingham Marriott hotel to improve its current process of cooking and serving food and beverages service. The procedure of tool is: Firstly, define the problem then measure and collect the data for the measuring the CTO (critical to quality) after that analyse the data collected for determining the gaps in the process to find the solutions to improve them. Analysing the data helps in determining the cause of the problem in the particular area and plans to improve those problems by filling the gaps between the hotels current and future state (Bresciani, Thrassou and Vrontis, 2015). Then the improvement is done with impact and cost and benefits from the approaches and at last the hotel can utilize the best outcomes of the improvement.  
· Kaizen: The Birmingham Marriott hotel maintains the hygiene in its environment and workspace for its guest. But there is problem in managing the staff and also to provide them job satisfaction in order to sustain the business and its employees in the hotel the company is recommended to use the Kaizen 5S principles that will provide the employees job satisfaction, a safe and secure workplace and bring sustainability in the business of the Marriott Hotel (Aznar and et. al., 2016). According the Kaizen quality management theory the consistent and the constant improvement of every function of the hospitality whether is the food, room service, ambience and other services (Mansour and Mohanna, 2018). as by this theory the Birmingham Marriott Hotel can improve the team work productivity, faster delivery, job satisfaction and promote the better safety and security. As improving the office environment is very vital for the quality performance of the employees. Therefore, the 5S tool helps in promoting healthy and safe environment workplace. The first S stands for Sort that is separating the useful and essential items from the non- essential items. The second S stands for Straighten that assigning the work to correct employee and label and organise them. The third S stands for Shine which means cleaning and shining up the place for better look and positive energy. The Fourth S stands for Standardize which refers to standardize the norms like making the 5S a habit in the organisation and the last S stands for Sustain which means developing the beautiful, sanitary and secure workplace environment (Zervas, Proserpio and Byers, 2017). 
Hence the above management techniques and the quality management methods are really useful for the improving and refurbishing the current processes and other equipment’s of the hotel for fostering it reputation and to create job satisfaction for employees and also to increase the customer’s satisfaction.

FINDING AND RESULTS
The finding and results of above analysis is represented by listing all the functional areas of the Birmingham Marriott Hotel in the table format as mentioned below:
	Areas
	Finding and results

	Food and beverages
	It is founded that the food and beverage area include the restaurant and the bar of the Birmingham Marriott Hotel which has low quality food and beverage and also has low service. This result in bad reputation of the company and also there is low visitors in the restaurant area due to bad taste and quality of food (Wan, Chan and Huang, 2017). This results in reduce sales and low profits.

	Rooms
	The rooms of the hotel are really large, nicely decorated, air-conditioned and good in odour. The rooms have good sunlight and also the view from is eye soothing. These results in good customer experience and satisfaction thereby increase the value of the hotel and the price of rooms and also provide good reputation to firm (Hartono and Raharjo, 2015). 

	Venue design 
	The venues design and ambience are well structured, designed and highly beautiful and mesmerizing. The hotel has beautiful garden and a reception that attract the attention of the guest as they enter the hotel and also the pool and spa area is so cool and well designed with latest interior thereby attracting lots of tourists. The meeting and conference halls are designed in separate area where there is no noise to avoid any kind of disturbance during the conference and meetings. The venue design is perfect (Đorđević and Janković, 2015). Thereby results in increasing the brand equity and market share of the hotel.

	Staff numbers and roles
	The staff of the hotel are high in numbers approximately 4000 employees each has separate roles and responsibilities as per their area of interest and skills. The role of staff is to manage the gust, take care of their needs and wants, and provide them with good customer service for relaxing experience. The staff at reception makes the registration of customers and also resolve their queries. The different roles and responsibilities of staff results in smooth flow of activities in the hotel and also to confusion (Krstić, Kahrović and Stanišić, 2015). 

	Staff training
	In Birmingham Marriott hotel the staffs are regularly trained as per the changes in the organisation. The staff also switched timely department to department to make them learn transferable skills. This results in increasing the efficiency of the employees and also the productivity in the hotel is increased (Ganesh and Marathe, 2018). 

	Menu choices
	The menu choice of the Birmingham Marriott hotel is not considered to be specified and appropriate (Zhu, Johnson and Sarkis, 2018). The menu is highly mismatched and does not match the preferences of the consumers. Also, the menu has imperfect pricing strategy the food ingredients and its quality does not match the price as the prices are too expensive. This results in poor reviews of the consumers and also the customers are not satisfied. 





ACTION PLAN
The Action plan will help the Birmingham Marriott Hotel to attain it SMART goals and objectives within the specific time frame for profitability and prosperity (Srinivasan and et. al., 2016). 
The SMART objective of the Birmingham Marriott Hotel is “to gain 10% increase in the financial performance of the Hotel’s revenue in 2021 to overcome from the Covid-19 downfall”. The Action plan for the SMART objective of the Birmingham Marriott Hotel is demonstrated below:
	Actions
	Responsible employees/ Department
	Resources needed
	Completion time frame 
	Evidence of improvement
	Budget

	Improve food and beverage area
	Restaurant department such as chef, waiters, waitress, caters, food suppliers or cooks, bar tender, bakers and the whole department of restaurant of Birmingham Marriott (Fraj, Matute and Melero, 2015). 
	In order to improve the quality, taste and service of food and beverages the most important thing is to hire new Michelin chef for the kitchen of hotel, the bar tenders, waiters and waitresses should be provided proper training, for good quality seasonal and fresh raw food ingredients new local suppliers should be appointed for better flavour. 
	5 months
	When the more revenue will be generated through the restaurant sales. The taste of food and presentation would be up to the mark. When the reviews of guests will be 5 stars for food and beverages service and quality (Han, Lee and Kim, 2018). 
	£40,000

	Enhance cleanliness
	The cleaning and room service staff and the manager are responsible for improving the cleanliness in the hotel areas and the rooms of the hotel. 
	The cleaning staff must be provided with better equipment’s like good power vacuum cleaner; room fresheners etc. and are also required to be properly instructed by the manager regarding the cleanliness (Vlachos, 2015). 
	3 months
	The success of this action plan will be visible when  there will no complaints from the customers regarding the cleanliness. When the floor and all areas like reception, corridors, garden, restaurant will be cleaner than before. 
	£25,000




RECOMMENDATIONS
· It is recommended to the Birmingham Marriott Hotel to improve its service and quality of the food and beverages in order to attract more consumers and to increases the sales and profits; the company should adopt the seasonal menu for the local visitors and also should make infusions in the dishes and recipes. The company also suggested to use different style plates and other utensils for serving with better presentation skills to make the food look more beautiful as currently with the social media craze among people they fonder of uploading the good pictures of food on their social media account which will increase the visibility of the food of the hotel all over the world (Bi and et. al., 2020). 
· The hotel is also suggested to use organic products in its spa and beauty salon as the customers are not concerned for their skin and looking forward towards organic products for massage and other treatments. The hotel is suggested to improve the spa ambience with more natural and environmentally friendly items like plants and internal flower decors for the beauty of nature. As in the spa people come to relax have free mind and positive energy and giving the ambience more natural with plants and greenery is the best way to give them best experience and more relaxation and satisfaction (Darvishmotevali, Altinay and Köseoglu, 2020).
· The hotel is also recommended to provide more training to their cleaning staff to increase the cleanliness in the toilets and the bathrooms of the rooms and in the other areas thereby keeping the take care of hygiene and sanitary in the hotel. As after Covid-19 the cleanliness and sanitization has become most important part in the hospitality industry. The hotel is recommended to place sanitizers in the rooms and at the reception and other needful places (Shafiee, Tabaeeian and Khoshfetrat, 2020). 



























CONCLUSION
It is concluded from the above report that refurbishment of the businesses is very important in the hospitality industry. It is very important for the organisation to improvise the continuous improvement in the organisation. It is very important for the hotels to improve their quality of service to maintain their customers and improve the experience of the guest. It is also analysed from the above report that for the refurbishment the analysis the micro and macro environment of the organisation is really important to analyse the key strengths and the weaknesses of the organisation in order the solutions by which organisation can mitigate the threats in the path of success and also can grab opportunities. For the organisations implementing the suitable quality management techniques is imperative for the smooth flow of operations and also to gain competitive advantage and the sustainability. In hotel industry the customer satisfaction is key to the success for which company is required to eliminate the errors and defects in its operations and implement new process to improve the services and products quality thereby increasing the sales and reputation of the organisation. In order to refurbish the organisations operations and current processes the good action plan with SMART objective is really impactful and effective for the successful outcome and also helps in accomplishing those action plans in specific time frame.
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