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Executive Summary
This report is a case study based on Marriott County Hall (London) (Marriott, 2024) to demonstrate how the pandemic, economic downturn, and fierce competition are affecting the booking of events at the hotel. All data used is secondary data sourced solely from websites, journals, and books to provide a clear understanding of why bookings are low at Marriott County Hall and whether this trend can be reversed. Marriott Hotels is a global brand encompassing 30 brands, 7,642 properties, and over one million rooms (Serve 360 Report p6, 2021).
Marriott has endured many global crises, such as SARS, H1N1, and 9/11, emerging successfully each time (Tillery et al., 2023). One word that describes Marriott is resilience, as this brand consistently finds ways to overcome adversity, regardless of the situation.
Moreover, this report will show why Marriott County Hall, a 5-star hotel, is struggling with event bookings due to several factors, including COVID-19, the economic downturn, and fierce competition for the same clients. 
Lastly, a SWOT (Mind Tools, 2024) and PESTLE analysis (Makos, 2024) will be conducted to examine Marriott's County Hall's internal strengths and weaknesses, as well as external factors that may either hinder or assist the organisation in overcoming its challenges. This report will also offer several recommendations on how to increase bookings and retain both current and future clients.
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Placement Research Project
Investigate the impact of Lower Bookings in Hotel Event Planning: A Case Study of Marriott County Hall Event Planning (London)
Introduction
The purpose of this report is to analyse and explore event planning in the hotel industry, focusing particularly on the Marriott County Hall hotel in London, with the goal of increasing the number of events and maintaining existing customers.
The objectives of this report are to identify the reasons behind the decrease in the number of events in the hotel industry. Several factors will be meticulously examined, including the impact of COVID-19, economic downturns, and social and technological factors affecting event bookings in the hospitality sector.
Another objective is to evaluate the impact of the reduction in event planning on the hotel brand and its economic consequences. This will involve quantifying the lost revenue and proposing strategies to mitigate this impact.
Furthermore, the report aims to recommend practical solutions to increase event bookings and explore new methods for gaining and retaining customers. These solutions will be based on previous findings and addressed at the conclusion of this report.
The objectives leave us with the following questions:
1. What is causing the decrease in event planning in the hotel industry?
2. How does this decrease in bookings affect the profitability of hotels?
3. What strategies or plans can be implemented to mitigate the negative impact or increase bookings in the event planning section, thereby enhancing the profitability of hotels?
The Marriott County Hall hotel in London (Marriott, 2024) is situated in the heart of London, close to iconic landmarks such as the London Eye, Westminster Abbey, the House of Parliament, and the Big Ben. It is a five-star hotel catering to both business travellers and families seeking to enjoy the vibrant city. The Marriott County Hall hotel London is part of the Marriott International hotel chain based in the United States (Marriott International, 2022). This report is relevant to the hotel industry since it focuses on the issues of event planning and why the bookings have diminished since COVID-19 in the industry as well as in Marriot County Hall.
The report will follow this outline: a literature review on event planning in the hotel industry, examining how it has changed post-COVID-19 and during economic downturns, and its revenue generation. Then, the methodology used in this report, including any relevant techniques, will be discussed. Following that, a case study of the Marriott County Hall hotel in London will be presented, accompanied by a SWOT and PESTLE analysis, and a competitor’s analysis based on price-quality comparison. Finally, recommendations will be provided to improve the event planning section of the Marriott County Hall, followed by a reflection on my experience during event planning at this hotel and my perspective.
Literature Review 
Event planning involves coordinating various elements to ensure a successful event. This includes budgeting, acquiring permits, planning food, developing a theme, arranging equipment and facilities, and developing contingency plans to handle any potential issues (International Institute of Event Management, 2018). Before the COVID-19 pandemic in 2019, luxury hotels in London get 29% of their total revenue from food and service (Statista, 2024). At Marriott County Hall, event planning falls under the food and beverage section.
[image: Hotel revenue distribution by segment UK 2019 | Statista - Brave]
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COVID-19
Given these facts, it is essential to delve into the reasons behind the decrease in bookings in the hotel industry. According to Permatasari and Mahyuni (2022), the global COVID-19 pandemic has dealt a significant blow to the hotel industry, not only in Bali, Indonesia, but also worldwide. Crisis management teams in the hotel industry are crucial in responding to unexpected events. They are created to prevent crises and to mitigate or alleviate their consequences. In 2020, thousands of workers were furloughed from their jobs. One of the industries hit the hardest, was the event sector in the UK, losing about 126,000 jobs. This significantly impacted industry revenue and profit, leading some event managers to hire new suppliers since pre-pandemic suppliers were no longer operating (Eason-Bassett and Reic, 2020).
Permatasari and Mahyuni (2022) emphasise that hotels should employ contingency theories or plans to mitigate internal and external factors that may affect the business. Leaders must show flexibility in adapting strategies to specific scenarios. They must also know when to delegate decision-making power to other members of the organization to make difficult choices. In contrast, Jaipuria, Parida, and Ray (2021) rely more on having a forecasting system to make appropriate decisions in situations such as resource management and pricing strategies, and to forecast tourist demand during times of uncertainty. Some of these models include artificial intelligence and hybrid models. A hybrid event is a presentation or show that combines in-person audience and a virtual audience that joins via a conference platform (Exeter, 2018). 
A research report conducted by the Meetings Industry Association (mia) in the year 2021 showed the impact of the Omicron variant or virus that causes COVID-19 showed the following results:
· 9 out of 10 (90%) organisations have seen their event bookings postponed or cancelled. 
· 15% of the organisations were hotels, 27% of those were located in London.
· 65% of all organisations had supply chain issues. 
· £117 million in losses due to event cancellations (2021). 
· 62% of the organisations have staff vacancies (Meetings Industry Association, 2021).

Economic Turndown
The economy of the United Kingdom has not recovered from the COVID-19 pandemic as the chart below shows. The highest growth was in June 2020 at 9.7%, gross domestic growth (GDP) is now at 0.6% March 2024 (Office for National Statistics, 2024).
[image: UK monthly GDP growth 2024 | Statista - Brave]
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The economy of the United Kingdom ended 2023 in recession, marked by two consecutive quarters of negative growth. Economic growth remained stagnant, with either negative growth or no growth at all. This economic downturn wasn't isolated; it coincided with the worst cost of living crisis in a generation. Prices for essential goods such as food, electricity, and gas soared. Moreover, inflation outpaced wages between 2021 and 2023, leading to a decline in consumers' living standards and disposable income (Clark, 2024).
Food and beverage (F&B) typically constitute 20% to 40% of total hotel revenue (Fowler, 2023). Marriott County Hall's F&B revenue stood at 29% of its total revenue, amounting to $16.7 million in 2023 (Growjo, 2023). If we consider 40% of that revenue, it totals about $6.68 million comes from F&B, a significant sum for the organisation. Thus, maintaining revenue from the hotel's event planning section is crucial for the hotel's profitability. Event planning at Marriott County Hall, falls under F&B administration.
While there is a clear correlation between the COVID-19 pandemic and the UK's economic downturn (see charts), there is a lack of research papers or books explaining the direct impact of COVID-19 and the economic crisis on hotel bookings, both domestically and internationally. This information gap hampers the understanding of the current situation.
Strategies to Mitigate or Increase bookings (Event Planning)
The city of London is one of the most important cities in the world for business meetings. With 140,000 hotel rooms, six international airports, and flights arriving from every corner of the globe, this city offers advantages that few others can match (Convention Bureau, 2024). These benefits extend not only to international visitors but also to residents of the UK and local business and event organisers. Here are some recommendations to boost bookings at the Marriott County Hall.
Online Presence and Marketing- Improve the hotel’s online presence by being active on all major social platforms to showcase the venue, past events, and its amenities. The online presence of Marriott County Hall is currently minimal or poor in the UK (Statista, 2024), which may lead to a loss of potential clients and brand recognition. Additionally, invest in targeted online advertising to reach potential clients or businesses interested in hosting events.
Promotions and Incentives - Offer discounts or special packages for those hosting multiple events or booking early. Provide free or 50% discounted parking for attendees, along with incentives such as complimentary upgrades and reduced accommodation rates for those attending the event. Lastly, present the organiser of the event with a gift, such as a bottle of wine, a box of chocolates, or gourmet tea, to show your appreciation for their business.
SEO (Search Engine Optimisation) and Content Marketing- Optimise keywords for website inquiries about hotels to enhance search engine rankings. Create valuable content about past and upcoming events to engage potential clients. This content may include event blogs, vlogs, and videos related to event planning and hosting.

Methodology 
Case study methodology is a research approach that involves an in-depth and detailed investigation of a particular subject, often within its real-life context. It is a qualitative research method that seeks to understand complex phenomena through the examination of individual cases or examples. This type of research is used to answer "how" and "why" questions (Crowe et al, 2011). Case studies enable researchers to explore a broad topic and then narrow it down into manageable questions. By collecting both quantitative (numerical) and qualitative data (descriptive) (Fullstory, 2021), the researcher gains greater expertise in the subject, enabling a more thorough analysis than would be possible with only one source of data (Heale and Twycross, 2024).
Case studies involve various types of participants, including individuals and their behaviour or perceptions, groups of people and their perceptions, organisations studying group interactions within them, and events to examine participants' perceptions of events (National University, 2024).
Data collection can be gathered in two ways: primary data collection and secondary data collection.
Primary data refers to original data collected directly from its source. This data is gathered firsthand by researchers or organisations through methods such as surveys, interviews, experiments, or observations. It is specific to the research question or objective and has not been previously collected or processed. Primary data is highly valuable because it is fresh and directly relevant to the research at hand, providing the most accurate and specific information.
Secondary data refers to information that has already been collected, processed, and published by someone else. This data is obtained from sources like books, journals, websites, government publications, and databases. Researchers use secondary data to analyse, interpret, or support their own research objectives. It can be a valuable resource as it often provides a broader context or historical perspective, but it may not always perfectly fit the specific needs of the current research because sometimes secondary data has gaps that have not been explored to a full extent (Bhat, 2024).
The advantages of conducting a case study are numerous, as they enable researchers to pinpoint, identify, and analyse patterns. These advantages include:
Understanding Complex Issues: Case studies utilise existing information, allowing researchers to comprehend complex issues and make informed business decisions.
Conducting Evaluations: They facilitate evaluations of what has worked well and what hasn't, providing valuable insights for future changes based on data.
Identifying Solutions: Case studies help identify possible solutions by analysing previous similar cases, guiding researchers in solving current problems.
Collecting and Presenting Data: Case studies collect data and present it clearly to readers, aiding in understanding complex information (Intuit, 2024).
However, case studies have strengths and weaknesses, which include:
Pros or Advantages:
• Ability to develop hypotheses.
• Choosing one strategy over another.
• Collecting information on "how", "what", and "why" is implemented.
Cons or Disadvantages:
• It can lead to bias.
• Cannot demonstrate cause and effect.
• It may not be scientifically rigorous.
• It may not be generalisable to the larger population (Cherry, 2024).
The methodology employed for the study of Marriott County Hall will rely exclusively on secondary data. No surveys have been conducted, and no personal data or names will be disclosed. The data utilised will be sourced from journals, books, and websites.










Case Study
Marriot County Hall
[image: London Marriott Hotel County Hall - Google Maps - Brave]The Marriott County Hall is situated in the cosmopolitan and bustling city of London. This luxurious 5-star hotel caters to businessmen and families from around the globe. Located steps away from the Houses of Parliament, the London Eye, and Big Ben, this iconic hotel in central London offers several rooms with views of the River Thames, the Houses of Parliament, and the London Eye (Marriott, 2024). 








                                                Image Source: https://tinyurl.com/mu3hhwkr
With 206 rooms, including 12 suites, this magnificent hotel also boasts 12 meeting rooms, each with a captivating history that appeals to many meeting attendees. The largest meeting room can accommodate up to 150 delegates. It features a 25-metre swimming pool, considered the largest indoor swimming pool in the city (Milesfaster.co.uk, 2017), as well as separate saunas for both men and women. The Marriott County Hall is home to a spectacular steakhouse serving the finest cuts in the city, along with a bar offering over 100 gins from around the world to choose from (Cvent, 2024). 
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Image source: https://www.tripadvisor.co.uk/Hotel_Review-g186338-d195225-Reviews-London_Marriott_Hotel_County_Hall-London_England.html
The Marriott County Hall is part of the Marriott Bonvoy loyalty programme, which offers various benefits through its point system. Here's how it works:
· Silver Tier: Requires 10 nights a year, providing a 10% bonus on points.
· Gold Tier: Requires 25 nights a year, offering a 25% bonus on points.
· Platinum Tier: Requires 75 nights a year, granting a 50% bonus on points.
· Titanium & Ambassador Tiers: Requires 100 nights a year plus $23,000 (USD) spent, with a 75% bonus on points (Marriott Bonvoy, 2024).
[image: ]






                 Image source: https://www.marriott.com/en-gb/hotels/lonch-london-marriott-hotel-county-hall/photos/

The Marriott County Hall is part of the American hotel chain Marriott International, which boasts 8,765 properties in 139 countries worldwide (Statista, 2024). Despite the challenges posed by the COVID-19 pandemic in 2019, the number of properties has steadily increased since 2009 (Rath, 2023). Marriott International operates over fifty hotels across the UK (Marriott Bonvoy Events, 2024).
[image: Marriott hotels worldwide 2023 | Statista - Brave]
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SWOT Analysis
A SWOT analysis is a valuable tool for identifying Strengths, Weaknesses, Opportunities, and Threats within an organisation or business. It is powerful for strategic planning and decision-making. This analysis examines both internal and external factors that may affect or enhance the organisation. Internal factors are controllable, whereas external factors, such as taxation or immigration laws, are not. However, businesses should have contingency plans to mitigate or reduce the negative effects on their operations (Mind Tools, 2024).
	Strengths
	Weaknesses

	· Prime Location
· Brand Reputation
· Historic Building
· Comfortable Facilities
· Strong and Supportive Customer Service
	· High Room Prices
· Limited Number of Rooms
· Aging Building
· Competitive Market

	Opportunities
	Threats

	· Expansion of events
· Digital Marketing
· Collaboration and Partnerships
· Market Diversification
	· Economic Turndown
· Regulatory Changes
· Political Instability
· Alternative Accommodation



Data Analysis
Strengths
The Marriott County Hall is located in the heart of London, offering stunning views of the River Thames, the London Eye, Big Ben, and the Houses of Parliament, making it a highly desirable destination for travellers who enjoy being amidst major attractions within walking distance. This hotel, part of the renowned Marriott brand, is particularly appealing to visitors from around the globe, thanks to its excellent loyalty point system offered through Bonvoy. Full of history, the building was originally London’s County Council in 1922 and was opened by the royal family. Converted into a hotel in 1998, it has retained its historical charm (Pretty Little London, 2024). Guests often commend and praise the attentive service provided by staff, who continuously strive to enhance their customer service skills (Talentify, 2024). Despite the building's age, guests appreciate the comfort and quality of County Hall's facilities (Tripadvisor 2024).
Weaknesses
Prices are quite high at the moment (as of May 11, 2024), ranging from 557 GBP/night to 755 GBP/night at the Marriott (Marriott, 2024). These prices deter many travellers who are willing to pay less for nearby accommodation, such as Park Plaza London Riverbank, where prices range from 159 GBP/night to 568 GBP/night (Radisson Hotels, 2024). The difference in prices between these two properties is significant.
Another issue is room availability. The Marriott has only 206 rooms (Milesfaster.co.uk, 2017) in a city that received 15.6 million international visitors in 2022 (Condor Ferries, 2023). This limited number of rooms could hinder revenue generation. Furthermore, the Marriott building, opened in 1922, is aging and must be maintained in prime condition. It's a Grade II Listed building (Forbes Travel Guide, 2024), with special architectural and historical significance that must be preserved for future generations (Historic England, 2024). Constant refurbishment may cause inconvenience and disturbance for guests.
Lastly, the city of London has numerous luxury hotels competing for the same clients, making it difficult to stand out in such a competitive market. There are 948 hotels in London, including 122 chain hotels and 602 independents (Hotel Chains, 2024). 

Opportunities
To enhance its offerings, Marriott County Hall should plan to expand its services by introducing new amenities, such as themed dining experiences, guided historical tours, and exclusive events. This strategy aims to attract more guests and boost revenue. Additionally, the hotel should diversify its market by targeting new segments, such as luxury travellers from emerging economies, and by offering special packages for weddings and events, thereby expanding its customer base.
According to Carne (2024), the luxury market is projected to reach 3,023.78 billion by 2032. Leveraging digital marketing tools and social media platforms will help reach a broader audience and engage potential customers globally. Marriott County Hall should identify its customer base and reach out to them through various media outlets, including Facebook, Instagram, Pinterest, and YouTube, creating engaging posts and pictures to attract a larger customer base (Little Hotelier, 2024).
Furthermore, to strengthen the guest experience, the hotel can collaborate with local attractions or businesses, offering exclusive offers or packages that enhance the overall experience and attract more visitors
[image: ]
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Threats 
All businesses across the UK have been affected by the economic downturn, and hoteliers have also felt this crunch on their accounting books. The UK’s economy has been hit hard by COVID-19 and is on the brink of recession. This has led to a reduction in consumer spending, affecting the hospitality industry (Capcon, 2022).
In addition, political unrest around the world and in the UK can negatively affect hotel occupancy. For instance, the war between Russia and Ukraine has led to higher gas prices, thus making air travel more expensive (Ralston, 2024). Furthermore, the rise of cheaper accommodation from different platforms such as Airbnb has made a dent in hotel revenue across the world and in the UK (Galvan, 2024).
Lastly, changes in regulations related to tourism, hospitality, or environmental standards could lead to increased operational costs or compliance issues. Despite this, a survey by Booking.com found that 72% considered sustainable travel indispensable, with 53% willing to pay more if the hotel is eco-friendly (Climate Trade, 2023).
PESTLE Analysis
PESTLE is an acronym that stands for political, economic, social, Technological, Legal, and Environmental. It is used to identify the external factors that may affect an organisation in the long term. This analysis helps businesses to have contingency plans to mitigate such factors (Makos, 2024).
P - Political: Regulation, taxation, and Brexit can negatively affect the hotel’s daily operations (Deloitte, 2021).
E - Economic: Economic growth affects travel and tourism spending. Exchange rates directly impact guests' expenditure on their trips (EHL Insights, 2024).
S - Social: Cultural trends and consumer preferences can shift rapidly. Additionally, changes in demographics mean hotels must tailor services to Generation Z (those born between the late 1990s and the early 2010s) and millennials (those born between 1981 and 1996) (Dimock, 2019). There is also a growing interest in wellness and health within society.
T - Technological: Data security must be maintained at all times to comply with current protection laws. Digitalisation of services, such as bookings and guest service, enhances customer service. Online management of information about the hotel through various social media outlets is crucial (UP Hotel Agency, 2024).
L - Legal: Compliance with employment laws, including minimum wage and working hours regulations, is essential (GOV.UK, 2024). Health and safety regulations ensure the safety of guests and employees by complying with standards. Additionally, contractual agreements must adhere to legal obligations in contracts with suppliers, partners, and customers.
E - Environmental: Carbon emissions regulations and waste management must comply with local laws (Waste Managed, 2024). Sustainability practices, including water and energy reduction, make the hotel more sustainable. Lastly, plans should be in place to mitigate climate change, such as reducing the hotel’s carbon footprint.

Competitor Analysis (Price Vs Quality)
Marriott's brand awareness in the UK stands at approximately 82%, as indicated by responses to a survey focusing on recognition of Marriott's logo and written brand name (Statista, 2024). In London, Marriott Hotels and Resorts operate eight properties, with four boasting four-star ratings and the remaining four classified as five-star establishments. However, these hotels collectively represent only 2% of the city's room capacity (Hotel Chains, 2024).
[image: ]
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In contrast, Hilton hotels in London double Marriott's room capacity, accounting for 4.9% of the city's available rooms (Hotel Chains, 2024).
Among UK customers, 32% express a preference for Marriott, while 82% are aware of the brand. Of hotel users in the UK, 14% opt for Marriott properties, with 86% of these customers displaying loyalty to the brand, according to Statista (2024). However, there is little to no buzz on social media surrounding Marriott Hotels in the UK.
Marriott County Hall caters to a diverse target audience, including families, couples, business travellers, history enthusiasts, and solo travellers. Families are attracted by the hotel's spacious rooms and family-friendly activities, such as visits to the Sea Life London Aquarium and the London Eye. Couples seek out the hotel for engagements and anniversaries, while business travellers appreciate its central London location. History enthusiasts are drawn to the hotel's proximity to historic buildings and architecture, while solo travellers are enticed by the city's attractions.
The hotel's target demographic includes upper-middle-class and high-class individuals, with standard room rates ranging from £250 to £350 per night, deluxe rooms from £350 to £500 per night, and suites from £600 to £2,500 per night (Luxury Hotel Review, 2023).
According to the Luxury Hotel Review (2023), prices at Marriott County Hall may seem steep at first glance, but this hotel is a cultural gem nestled in central London, just a few steps away from the London Eye, Big Ben, and the Thames River. These iconic landmarks can be seen from several rooms, and for some guests, these views are priceless and unforgettable. Additionally, the hotel boasts a top-notch reputation, exceptional amenities, and a staff that adds value to the brand.
Comparison with Biggest Chain Competitor in London
Hilton Hotels and Resorts operates 13 hotels in the city of London, comprising one five-star and twelve four-star establishments. As the largest hotel chain in London, Hilton boasts 4,646 rooms, making up 4.9% of the city's total room capacity.
In terms of brand awareness in the UK, Hilton stands at 89%, encompassing both the company's logo and written brand name. Additionally, 48% of the population holds a favourable view of the brand. However, only 22% of customers express a willingness to revisit Hilton, despite 85% demonstrating loyalty to the brand. Furthermore, 26% of hotel users in the UK prefer Hilton.
As of September 2023, only 19% of hotel users in the UK had encountered Hilton on social media over the past three months, indicating a lack of buzz surrounding the Hilton brand in the UK (Kunst, 2024).
Their 5-star hotel London Hilton on Park Lane have room prices ranging from £341 a night to £4,889 per night for the Presidential Suite, this prices as of May 12, 2024 (London Hilton, 2024)

Theme/Findings 
Issues Faced in Booking Events in the Hotel Industry
Findings
Among the issues encountered by the Marriott County Hall hotel, one significant challenge has been COVID-19. This pandemic has negatively impacted the hospitality industry, affecting not only the UK but also the rest of the world. Approximately 79% of Marriott hotels in Europe temporarily ceased operations. Globally, 25% of the company’s locations shut down, leading to adverse effects on the industry, employees, and customers (Hotel Management, 2020).
Demir et al. (2021) concur that the pandemic has profoundly affected the industry in various ways. It has altered travel behaviour, with many people avoiding densely populated areas. They also argued that demand for events would decrease and that online activities would likely increase. Furthermore, they noted that tourists now prefer shorter stays and smaller-scale accommodations.
In contrast, Janiszewska et al. (2021) observed that government regulations and fines in Poland during COVID-19 severely impacted the events sector. Conversely, in Norway, the government relied on common sense and made recommendations to its citizens rather than imposing fines and punishments. Additionally, the authors noted that public overreaction and mistrust created a detrimental mix of bad news for the events industry. Moreover, events and festivals enhance tourists’ experiences, build awareness of the host region or place, foster relationships between people by providing sensations and emotions, and maintain social cohesion.
Identification of Issues to Low Booking in the Event Planning Section of Marriott County Hall
Impact of COVID-19 in the Hotel Industry
Findings
Marriott County Hall implemented stringent measures during COVID-19. The food and beverage services were restricted due to government regulations. Only bookings from essential workers and travellers were accepted. Upon arrival, if no reasonable evidence was provided at reception, the booking was automatically cancelled. Additionally, the spa and gym facilities were closed, and all events were either cancelled or rescheduled. These restrictions significantly impacted the hotel’s finances, resulting in a loss of revenue and clients (Venue Report, 2020). 
Marriott had a large cash reserve of a $4.5 billion revolving credit facility (Global Data, 2020), which is a credit arrangement that enables companies to fund their operations, repay the credit, and access the same funds for future needs (Morley, 2024). This financial strength was one of the main reasons Marriott hotels worldwide managed to cope with the pandemic, as the company had the financial muscle to avoid bankruptcy.


Analysis
It is well known that Covid-19 has had a negative impact on the hospitality industry, including the event planning sector of hotels. Government regulations regarding social distancing (BBC News, 2022) and the closure of air travel worldwide have had a devastating effect from the onset of the pandemic to the present day. Marriott’s strong brand presence in 130 countries around the globe puts the organisation in a favourable position compared to its competitors (Global Data, 2020).
Marriott hotels experienced significant financial losses during the COVID-19 pandemic, prompting the company to implement drastic measures to support hotel owners and franchises. These contingency plans included closing food and beverage outlets, shutting down certain areas or even entire hotels, and reducing staff in response to the global situation at the time (Marriott News Center, 2020).
A list of solutions to this issue include being flexible with booking terms and conditions to accommodate the changing needs of clients. Additionally, encouraging satisfied customers to leave positive feedback on various social media platforms, such as TripAdvisor, Google, and the hotel’s own website, can help enhance the hotel's reputation.
Economic Downturn Affecting Event Planning in the Hotel Industry
According to Tutorialspoint (2024), an economic crisis occurs when gross domestic product (GDP) drops, and the economy becomes unstable due to factors such as inflation, unemployment rates, and lack of cash flow. An economic crisis has a detrimental effect on both society and businesses. The cost of living in the UK has triggered an economic crisis.
Findings
The tourism industry is linked in some way or another to every sector of the economy globally, thereby affecting economies both positively and negatively. Khan et al. (2020) have concluded that tourism permeates many sectors of the economy, impacting the communities where these services are offered. Additionally, tourism has become a significant boost for the economies of developing countries worldwide. According to data gathered by the UNWTO, tourism accounted for 45% of the economy in developing countries, indicating that any negative shift would have a devastating ripple effect on these nations.
Moreover, the cost of living in the UK has affected the hospitality industry, making both customers and organisations more conscious of how they spend their money. Consumers are cutting back on certain “luxuries”, and the industry as a whole must closely monitor new trends to maintain profitability. Another factor negatively affecting the industry is the cost of food, which has risen by 26% from 2021 to 2023. Furthermore, energy bills increased by 238% in 2022, and inflation reached 11.1% (Crossland, 2022), the highest in 41 years. Lastly, consumer spending has dropped due to rising costs of food and services, putting pressure on consumers who find themselves with less disposable income (Access, 2024).
Economic Downturn Affecting Event Planning Bookings at Marriott County Hall
With a projected hotel occupancy increase of approximately 3% in the London area, the demand for hotel accommodations across the city is expected to stall in the current year (2024). Due to inflationary pressures, the post-COVID financial rebound is rapidly diminishing, and the UK economy is heading towards stagnation (Hampton, 2024).
The UK hospitality industry has been adversely affected by the Bank of England's decision to maintain high interest rates, which has forced businesses to focus on debt repayment rather than investing in their operations. The current Bank of England interest rate stands at 5.5% (UK Parliament, 2024). Despite economic indicators suggesting a return to normalcy, the hospitality sector has not yet felt the benefits (Fielden, 2024).
Analysis
[bookmark: _Hlk168081161]Marriott Hotels is well-acquainted with extreme situations and has consistently emerged victorious. For instance, it has weathered SARS, H1N1, 9/11, and the financial crises of the past two decades. This demonstrates Marriott's resilience in the face of significant global events. The brand has invested considerable effort in fostering guest loyalty by providing an experience beyond merely a bed and a meal. Brand loyalty means that customers are more likely to rebook rooms or events at their hotels. To maintain customer loyalty, the brand offers excellent value for money, and enhancements to services have had a positive impact. Research has shown that a 5% increase in customer loyalty can result in a 25% to 85% increase in profits (Tillery et al., 2023).
Marriott Hotels has invested significant funds to sustain their brand during challenging economic periods. One solution to address economic issues related to event bookings is to establish partnerships with local organisations and businesses to attract more bookings.
Fierce Competition of Event Bookings in the Hotel Industry
Another issue that affects events bookings is the competition among hotels for those individuals and companies that can afford planning an event despite the economic downturn, and the COVID19 pandemic. Hotels have taken advantage of IT services (Indeed, 2023).
Findings
Tavitiyaman, Qu, and Zhang (2011) argued that hotels require a competitive strategy to address the intense competition among hoteliers, with the aim of maintaining and enhancing customer satisfaction to remain in business. Their findings are based on Porter’s Five Forces (Gratton, 2024), which include potential entrants, customers, suppliers, substitutes, and rivalry among existing firms. Hotels that adapt and predict market movements, influenced by each of these forces, can adopt either offensive or defensive strategies, thereby gaining a competitive edge depending on the external pressures exerted by each force. The study also indicates that some hotels have introduced loyalty programmes to reduce the bargaining power of customers, thereby increasing their profitability. 

Event Competitors of Marriott County Hall
Guillot (2024) says that event venues are changing, it has always been a competition between hotels and conferences centres but now sport arenas and restaurants are taking a bite of this profitable business. This is because these venues can create a “wow” effect on its clients due to fine dining or watching a sporting event. Marriott hotels have in place Bonvoy Event Point system which can be redeemed in over 7,000 Marriott Bonvoy hotels around the world (Marriott Bonvoy Events, 2024). 
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                                           Image Source: https://www.amadeus-hospitality.com/insight/hotels-face-new-competition-group-businesswhat/
Hotels must have contingency plans to curb this trend. One way to diminish this impact is to plan a successful event, happy attendees, great venue staff, and incentives from the venue. If the hotel planner accomplishes these tasks, customers are more than likely to rebook an event (Guillot, 2024). (see percentages in the picture above).
Analysis
London is a highly competitive city when it comes to event planning within the hotel industry. Marriott County Hall faces several competitors offering similar options at both lower and higher price points. For example, Sustainable Ventures charges £1,000 per hour, Park Plaza Hotel requires a minimum spend of £2,500, and Aures London, which serves as an art and exhibition space, has a venue fee of £2,000. In contrast, Marriott County Hall offers venue spaces starting from £650, with availability from 9 am to 5 pm (Hire Space, 2024).
Lavi (2023) asserts that the majority of a hotel's revenue is derived from rooms, food and beverage services, and event and conference bookings. He also identifies several factors that impact hotel revenue, such as seasonality, with profits fluctuating at different times of the year. For instance, the busiest periods for the Marriott County Hall are the summer and Christmas. However, if managed effectively, hotels can still turn a profit through strategic pricing. Additionally, competition, economic downturns, and market demand are crucial elements influencing a hotel's profitability.
To counteract fierce competition, a robust social media presence is essential for attracting Generation Z customers to celebrate their birthdays, engagements, and weddings at the Marriott County Hall (Gomez, 2023). Moreover, offering new customers an exceptional experience is vital, as there are many alternatives nearby. Making them feel valued and emphasising the historic significance of the venue (Historic England, 2024) can enhance their overall experience.
Conclusions and Recommendations 
The Marriott County Hall is not just a hotel but an architectural gem that was inaugurated in 1922 by the Royal Family. Originally serving as London’s County Council building, it was converted into a hotel in 1998 (Pretty Little London, 2024).
This five-star hotel has seen a decline in event planning bookings. A research study was conducted to identify the factors contributing to this issue, which directly impacts the hotel’s finances and brand reputation. A SWOT and PESTLE analysis was performed to examine both internal and external factors affecting bookings in the event planning sector of the hotel. Two major factors emerged. Unsurprisingly, COVID-19 was identified as the primary factor affecting hotel operations across the industry. Permatasari and Mahyuni (2022) argued that this pandemic dealt an economic blow to the global hotel sector, including in Bali (Indonesia). They emphasised the importance of contingency plans to handle such extreme situations and mitigate their impact. In contrast, Jaipuria, Parida, and Ray (2021) rely on forecasting to make important decisions.
The other major factor is the UK's poor economic performance, which has not achieved significant growth since June 2020, when there was a month-on-month GDP growth of 9.7% (Statista, 2024). Following this significant growth, the UK economy stagnated and entered a recession at the end of 2023. These economic woes, coupled with high inflation, and soaring gas, electricity, and food prices, have created a perfect storm (Clark, 2024).
Recommendations
These are some recommendations to increase bookings in the event planning section of Marriott County Hall.
1- Marriott County Hall needs to improve its online presence. Although this hotel primarily caters to families and businesspeople, it should focus more on Generation Z, those born in the 1990s and early 2000s (Gomez, 2023). With 97% of Gen Z using social media as their primary source of shopping ideas, this is the best approach to reach this generation. In the UK, 71% of Gen Z use Instagram as their number one social media platform, with 70% using YouTube and TikTok daily (Persuasion Nation, 2024). Marriott County Hall should create engaging posts and pictures to build a community with this generation. This generation dislikes being seen merely as commodities rather than people (Gomez, 2023). Once you capture their attention, offer your events in a clear and transparent way.
2- Networking and Partnerships- to attend various events relating to trade shows, and networking functions to promote the venue and build relationships with potential clients. In addition, to establish partnerships with local event planners, organisations, and businesses to attract more bookings. 
3- Enhanced Services and Amenities- Provide up to date audiovisual equipment to allow hybrid events (Exeter, 2023). Ensure exceptional service to create a positive experience for clients. Lastly, to offer customised event packages tailored to different budgets and needs.
4- Promotions and Incentives: Offer incentives such as discounts for organisers or organisations that book a certain number of events. Additionally, if a specified amount of money is spent on booking an event, the organiser should receive a 10% discount on their next event or complimentary soft drinks for all attendees. These small gestures can make a significant impact.
Here are a few recommendations for Marriott County Hall to boost bookings in the event department. London is a highly competitive and vibrant city, with numerous hotels offering similar services. Therefore, Marriott County Hall needs to stand out by highlighting that it is not just a hotel but a historic gem full of charm and history. Organisations and individuals dislike when hotels focus solely on selling. While this might seem obvious, people do not want to feel like commodities. The hotel should strive to show genuine care, as listening and attention to small details can make a significant difference. It is essential not to adopt a one-size-fits-all approach; instead, Marriott County Hall should tailor its approach to each client, recognising that everyone is different and unique.



Reflective Writing 
I will write my experience at the hotel Marriott County Hall using Gibb’s reflective Cycle (University of Edinburgh, 2024). This cycle has six stages that will be described based on my experience at the event planning section of the aforementioned hotel.
Description
I requested to join the event planning section at the Marriott County Hall hotel to observe how events are organised from start to finish. I was tasked with stocking all coffee stations with tea, coffee, and caramel syrup for guests to enjoy, as well as refilling drinks and snacks. Additionally, I was asked to assist guests by inquiring which event room they were looking for and then either directing or escorting them to the appropriate room. Furthermore, I was instructed to always smile and, if possible, address the guest by their name. This is very important as it makes guests feel part of the hotel rather than just another random person. My colleagues and managers guided me on how to perform tasks correctly, and they were supportive and patient with me. I learned about the different table setups that clients requested based on the number of people and their specific needs. This was part of a placement from my university to gain experience and cope with real-life situations.

Feelings
At the beginning of my event planning experience, I felt very nervous because I had no idea how these events were organised. Before starting, I was apprehensive about how the managers and colleagues would treat me, and whether they would be patient with my lack of experience. However, I was treated with respect and dignity, and made to feel part of the team. The managers and coworkers handled the situation naturally, showing no signs of rejection or animosity towards me. Some even seemed to think I might be their future boss when I mentioned that I was studying hotel management at university. I found event planning to be an exciting aspect of the business, though it is physically and mentally demanding. Reflecting on this experience, I see it as highly beneficial not only for my university degree but also for my future career goals.

Evaluation
[image: ]One of the aspects I loved about the experience was talking to and helping customers with their requests. Another thing I enjoyed was setting up the different event planning rooms in the hotel. However, I was disappointed by the lack of events taking place during my placement. This somewhat hindered my learning experience due to the low number of bookings at that time. One of the things that well quite well was customer satisfaction, every guest expressed how please and well-treated they felt during their events. However, the event planning managers informed me that COVID-19 had negatively impacted the number of events booked. They mentioned that many meetings were now held via Zoom or Microsoft Teams, which has adversely affected the hotel’s finances. The event planning managers were doing their best to bring business back to the hotel, and the financial department was making efforts to collaborate with both foreign and local agents to restore events to pre-COVID-19 levels. 
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Analysis
During my event planning experience, I encountered many positive situations, such as honing my communication skills, always asking questions rather than assuming knowledge, and listening to customers’ needs and requests. As I mentioned previously, one of the challenges was the lack of bookings, with some weeks having no bookings at all. Finance managers attributed this to the national economic crisis, inflation, and fierce competition among other hotels for events. I believe the hotel should refocus its advertising to attract different age groups, such as Generation Z and older generations, to hold their wedding anniversaries and engagements in the hotel’s event rooms. I researched this situation online and found that Maslow’s hierarchy of needs (McLeod, 2018) is relevant, as the most basic physical need is survival (physiological), and some needs take precedence over others. People take extreme measures during extreme times. I think these economic factors have negatively impacted the business and the event planning services.
Conclusion
From this experience, I learned how to listen to and assist customers with their needs. Additionally, working as a team, dividing tasks, and supporting colleagues, when necessary, proved to be highly beneficial. The fact that I only visited the hotel twice a week for eight hours each time made the experience incredibly enriching. I am grateful to all the managers and colleagues involved in my training. They not only praised my progress but also provided constructive feedback on my weaknesses. This honest and respectful feedback allowed me to grow both personally and professionally. It is essential to keep an open mind and not take any negative comments about my performance personally, but rather see them as valuable opportunities to improve my soft skills. Finally, if I secure a job in the event planning section of a hotel, I hope to have more time to learn and ask questions related to event planning, as this field is rapidly evolving and transforming.
Action Plan
If I secure a job in the event planning section of a hotel, I would like to learn how to effectively interact with event organisers. This is crucial because the organiser is responsible for booking and overseeing their event. A successful event increases the likelihood of future bookings. I will need excellent verbal, listening, and writing skills to communicate with the organiser clearly and precisely, avoiding any misunderstandings. Additionally, I must be vigilant for any issues before and during the event. With experience gained from managers who have been in the field for many years, I will be able to handle similar situations with increased confidence in the future.
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