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[bookmark: _Toc127356384]Executive Summary
[bookmark: _Hlk127268283]The London Marriott Hotel County Hall is a five-star hotel in the center of London. It is conveniently located in the ancient County Hall building on the South Bank of the River Thames, not far from such tourist hotspots as the London Eye, the Houses of Parliament, and Buckingham Palace. The rooms and suites at this hotel are both big and luxurious, with features like high-definition flat-screen televisions, plush linens, and wired and wireless internet access (Booking.com, 2023). In addition, there are a variety of restaurants and a stylish bar available to visitors. The London Marriott Hotel County Hall is a popular option for both vacationers and businesspeople because of its convenient location, luxurious rooms, and convenient amenities. (Kim and Kim, 2020).
The hotel has decided to make use of KwC Consulting Company's expertise as a consulting firm in order to examine its existing situation in detail and get suggestions on how it might be improved. Some of the most common complaints made by guests in reviews posted on various hotel booking websites include issues with the hotel room, room services, room pricing, staff behavior, the lobby and bar, breakfast, and refunds. As a result, prior to actually visiting the hotel and investigating the true concerns, both the outside and inside have been assessed. The external environment does have an effect on the hotel, according to the PESTEL analysis (Rashid et al., 2019). Hotels have seen a lot of changes, some of which may be traced back to COVID-19 and Brexit. Recent changes to operational hygiene and safety rules, immigration policies, minimum wage legislation, and similar measures have reduced the labor supply available to do the necessary tasks (Hung et al., 2021). Job prospects in the hospitality business are less guaranteed than they formerly were. 20% of Marriott's workforce was impacted by a global furlough (Wang et al., 2021). The success of the service industry, as practiced at the London Marriott Hotel Country Hall, requires a hardworking and cohesive staff. This study explores potential challenges that may develop when attempting to motivate personnel, since their mood has a direct impact on the level of satisfaction experienced by consumers.
The hotel's potential and strengths, as well as the threats and weaknesses it must overcome, were uncovered using a SWOT analysis (Yaghoubi and Mohammadi, 2019). There are three main causes for this hotel's troubles, which were identified as being connected to the infrastructure, the service-related factors, and other factors. The first includes the hotel's rooms, lobby, bathrooms, a portion of the fitness and spa center, etc., while the second includes the hotel's room services, staff conduct, front-desk service, etc. Those problems that still exist at the hotel might be classified as another kind (TripAdvisor, 2023).
Each issue has been prioritized in terms of how much it impacts the overall goals of the project. However, the hotel's objectives, plans, actions, and controls have all been spelled through the SOSTAC model, a strategic admin tool, before they have been ranked. Here are the relative standings of all the initiatives (Hseih and Tsai et al., 2020):
· The hotel should first focus on the service-related issues that need to change in no time. They must first ensure adequate staffing in order to provide the necessary services to the guests. Front-desk issues should be solved according to plan, and proper training and development of the staff must be ensured (Jang and Kim, 2020).
· Then the hotel should ensure proper room services for the guests, and the rent of the rooms should also be reviewed as soon as possible.
· The refund issues should be solved next to ensure customer satisfaction.
· After that, the small but important issues should be emphasized. As an example, Wi-Fi, fire alarms, and bathroom issues can be addressed next.
· Finally, after resolving the above issues, the hotel management can focus on the infrastructural development of the hotel. At first, the required rooms should be decorated according to the demands of the customer. Then the bar and lobby issues can be solved, and after that, the spa and fitness center should be renovated where necessary (Kusluvan and Kusluvan, 2020).
The hotel's internal audit and customer feedback have helped identify each phase. In-depth discussions with staff members have also been useful in pinpointing the source of the hotel's problems. COVID-19 has been linked to the departure of a large number of skilled workers, leading to a labour shortage (Chiu and Chou, 2021). The modern culinary staff is also quite productive in the kitchen. However, if more dishes are to be added, it's possible that more cooks would be needed as well. Having reliable staff in place will make it much simpler to address any problems that may arise in the delivery of services. A table outlining the problems, the time period for fixing them, and the anticipated cost has been compiled once the problems have been identified. This is a brief overview of the measures to be taken (Basyouni and Aboulanga, 2019):
[image: ]
[bookmark: _Toc127356385]Introduction
With an 8.3 rating out of 10 on Booking.com, the London Marriott Hotel Country Hall is a luxurious option for anyone looking to stay in the city. The hotel's view of Big Ben and the River Thames is legendary (Booking.com, 2023). In addition to its convenient location and pleasant staff, the hotel is praised for the quality of its guest rooms and the comfort of its guests. Some guests are dissatisfied despite the hotel's numerous great features, citing problems with their rooms or bathrooms, with room service, breakfast, the lobby, refunds, etc. The hotel has fully recovered from the impacts of COVID-19, but is still experiencing difficulties in staffing and serving its customers (STR, 2022). This report will examine the problems that guests have encountered at the hotel, identify their root causes, define the many factors at play, and offer recommendations for how to fix them. In order to better serve its visitors and make an impact on them, the hotel's strengths and limitations have been analyzed. KwC Consulting Company has been hired as a consultant to help figure out what's really bothering the guests and staff by reading their evaluations and talking to them directly. The purpose of the PESTEL study in this report is to help pinpoint the source of the issue and gain some perspective on the larger context in which the hotel must function (Chang and Kim, 2019). To go even further into the hotel's strengths, weaknesses, opportunities, and threats, a SWOT analysis will also be performed (Esposito and Margherita, 2021). These two assessments provide the basis for both the external study and the internal study, painting a more comprehensive picture of the current state of affairs and future expansion prospects. A situation analysis tool called SOSTAC will be used alongside the strategic choice chain to determine what has to be done and how to do it (Tasci and Gartner, 2020). To increase hotel loyalty, repeat business, and positive reviews, these models and techniques will be invaluable.




[bookmark: _Toc127356386]Scope and Analysis
[bookmark: _Toc127356387]Background of the hotel
In the capital city of the United Kingdom, London, the London Marriott Hotel County Hall is located. The actual address of the hotel is Westminster Bridge Road, London, United Kingdom, SE1 7PB. It is a five-star hotel. In addition to its 206 rooms, 12 event spaces, The Library, Gillray's Steakhouse & Bar, and the Club at County Hall on the sixth floor, the hotel also has a 25-meter indoor swimming pool (TripAdvisor.com, 2023). The hotel had a makeover not long ago and looks amazing as a result. In the South Bank neighbourhood, the hotel has a waterfront setting. The scenery that surrounds the hotel is beautiful and makes the journey worthwhile on its own. It is particularly stunning in the evening when all the lights are turned on. In close proximity are also Westminster Bridge, the London Eye, and Big Ben. The scenery is beyond description. Connecting rooms are available upon demand as well (Knight Frank, 2020). Additionally, upon request, the newspaper may be brought to the room. It is possible to open the windows. Phones, high-speed internet, and Wi-Fi are available in the rooms for an additional cost. There are televisions in the room, each of which has a remote control, an LCD screen, upscale movie channels, and an Apple TV. The London Marriott Hotel at County Hall is one of the most tranquil places in the world(EY, 2020).
[bookmark: _Toc127356388]COVID-19 initiatives
Improved Sanitation (BDO,2021):
· disinfectant Application
· sheets and towels should be washed at a temperature of at least 60 °C (140 °F).
· using Marriott's recommended procedures for housekeeping
Distance from others and security precautions include (CBRE, 2021):
· contactless check-in and check-out
· the ability to pay with a credit card
· use of hand sanitizer
· stringent protocols for ensuring the quality and safety of food
· the use of RFID tags for room service is another security measure.
Despite the hotel's best efforts to please its guests, it seems to be lacking in a few key areas, as seen by guest evaluations posted on various websites. These are-
· 24/7 room service
· Room decoration
· Room pricing
· Refund policies
· Staff behaviour
· Breakfast quality and options
· Lobby issues
· Wi-Fi issues
· Fully operational heating, cooling, and sanitary amenities
· Bar issues
To fully understand the hotel's strengths and weaknesses, it's important to look at both its external and internal settings. When used in reference to the hospitality sector, the word "external analysis" refers to the procedure of objectively studying the shifts in the industry and the country that may have an influence on the relevant company that is currently operating in the industry (Savills, 2021).
[bookmark: _Toc127356389]PESTEL analysis
The macroenvironmental elements that have an effect on an organization's operations and bottom line are the focus of this analysis. Even though it is one of the biggest hotel companies in the world, Marriott has already felt the effects of the COVID-19 epidemic and Brexit (Liu et al., 2019). Additionally, the following forces have had an impact on the London Marriott Hotel at County Hall:





	Factors
	Issues

	Political
	The COVID-19 ban, Brexit impacts, the new immigration regulations, the current conflict between Russia and Ukraine, etc. (Li et al., 2020)

	Economical
	The impact of the Pandemic, the global economic downturn, the fallout from Russia's and Ukraine's war, rising prices and unemployment, and so on (Srisukkham and Phasuk, 2020). 

	Socio-cultural
	Consumers' new habits as a result of rising living costs, fewer tourists visiting as a result of high travel prices, and avoidance of physical contact as a result of COVID-19 Ibrahim and Mohammed, 2020).

	Technological
	Up-to-date infrastructure, cutting-edge tools, active participation in online communities, etc. ((Bolchini and Torchi, 2020).

	Environmental
	 Carbon intensity, environmentally beneficial practices, sustainability, local issues etc.

	Legal
	Staff shortages due to a shift in immigration policy, a lack of available hospitality workers, and lax health and safety procedures during COVID-19 (Kolavora and Macikova, 2020).



Figure-01: PESTEL Analysis (Chiu and Chou, 2021)
Summary of PESTEL
Political
Because political events can have unexpected and far-reaching consequences, businesses should evaluate the political climate on a regular basis. The uncertainty caused by the Brexit situation has led to a decrease in the number of guests staying at the London Marriott Hotel County Hall. The United Kingdom Government has placed limitations on hotels in preparation for COVID-19 in the year 2020 (Alqahtani and Alharbi, 2021). As a direct consequence of this, the annual revenue generated by the hotel saw a sharp decline. The hotel has also been affected by the new immigration policies of the government of the United Kingdom and the ongoing conflict between Russia and Ukraine.
Economical
The European economy suffered from the aftereffects of COVID-19 and the crisis between Russia and Ukraine. Rising inflation and unemployment rates are a direct result of these causes, and they have combined to create a global catastrophe. The hotel is vulnerable to the consequences of these issues. Therefore, such changes have had a negative impact (Lijuan and Zhang, 2021).
Socio-cultural
Inflation in the United Kingdom has hit a record high of 40 percent in 2022, pushing up consumer prices. Rising expenses across the board for necessities like groceries, gas, and electricity have made it harder for families to afford extravagant vacations (Rajan et al, 2022). Costs for necessities like food, energy, transportation, etc., have gone up at the London Marriott Hotel County Hall as well.
Technological
In addition to other modern conveniences, such as internet access, the hotel also has rooms that are decorated in a sleek, modern style. In addition, it employs several types of electronic software, including Frontdesk and StayNTouch Cloud PMS (Canhoto and Wei, 2021). In order to take part in online community events, hotels are using cutting-edge hotel industry technologies.
Environmental and Legal
The environment worries the London Marriott Hotel County Hall. It is considering the local ecology and decreasing carbon emissions as much as possible by 2030 (Bhattacharya et al., 2021). The hotel is environmentally conscious and also operates sustainably. The hotel is facing challenges regarding the changes in immigration policies, COVID-19 code and conducts and lack of workers in the industry after the pandemic.
[bookmark: _Toc127356390]SWOT analysis
The internal and external factors of the London Marriott Hotel County Hall ate as follows (Ramanathan and Nath, 2021):
	Strengths
· Location
· Brand in the market
· Views of London's landmarks
· Well-established
· Luxurious rooms
· Reputation
· Modern Amnesties
	Opportunities
· Online publicity
· Addressing new technologies
· Flexibility in pricing
· Training and development


	Weaknesses
· Room service
· Staff behavior
· Weak refund issues
· Lower items in breakfast
· High pricing
· Bar issues
	Threats
· Recent economic crisis
· rising competitors
· COVID-19 impacts 
· Unavoidable risks



Figure-02: SWOT Analysis ((Tajeddini and Trueman, 2020)
Summary of SWOT
Strengths 
On September 23, 1998, Bill Marriott, then-Chairman and President of Marriott International Inc., formally launched the London Marriott Hotel County Hall. Since then, it's established a solid image in the industry. Its reputation has grown to become one of the company's most significant strengths. Because of the famous views, it has become a popular tourist destination in London. Its other strengths as a five-star hotel lie in the opulence of its guest rooms and the convenience of its cutting-edge amenities (Kim et al., 2020).
Weaknesses
Analysing the feedback of the customers on different online platforms, the hotels have some weaknesses as well. The major issues were raised regarding the room service, staff behaviour, high pricing, poor refund policies, breakfast and bar, etc. The hotel also seems to lack a presence in the online arena (Booking.com, 2023).
Opportunities
The value of the Marriott International brand is quite high. Thus, it may attract new clients by publishing on digital channels and at more affordable prices. Modern hotel operations may benefit from using modern technology. The hotel also has the potential to expand its operations by investing in the development of its staff (Yaseen and Darmawan, 2020).
Threats
Threats from the outside world are also a concern for the hotel. The hotel faces the greatest threats from the continuing conflict between Russia and Ukraine, the worldwide economic crisis brought on by the effects of COVID, and the current political upheaval in Europe. All of these factors may cause fewer people to book rooms at the hotel, which would be bad for business. Intense rivalry among businesses is another threat to be aware of (Zuo and Zhao, 2020). There are currently several hotels available for guests in London, and more are opening up shop nearby. It's indicative of how intense the rivalry is in that sector.






[bookmark: _Toc127356391]Main Body 
[bookmark: _Toc127356392]Analysing the issues
While the hotel's cleanliness and security standards are commendable, guests have complained about the excessive cost of bookings, the rudeness of some of the personnel, the poor state of the rooms, the insufficiency of the breakfast offerings, the problems in the bar, slow Wi-fi and other difficulties. Some visitors have complained of peeling paint and loose fittings in their rooms, indicating the need for refurbishment (Booking.com, 2023). Additionally, several visitors complained about the lobby and other infrastructure amenities, stating that they should be updated. Important issues which are provided by the guests are being analysed in the next section.
Room issues
A great number of guests commented on how pleasant the rooms seemed to be and how well prepared they were. There are 206 rooms in the room which are being in service for the guests. The mattresses and pillows provide a level of comfort that the visitors will find extremely restful. It would seem that their requirements have been met thanks to the availability of sufficient illumination (Dutta and Al Mamun, 2020). Several of the hotel's rooms, however, had a number of problems that needed to be addressed. The guests were unhappy with the cold condition, the window because it did not operate correctly, the bed because it was too small, the décor because it was antiquated, and the lack of blankets. They also claimed that they were not provided the same room that was shown in the online. Despite their lack, the rooms' amenities appear to be of very high quality. 
Room services
It is commonly known that the room service at the London Marriott Hotel County Hall is of very high standard. However, there have been a few customers who have voiced their dissatisfaction with the hotel's room service. Their assertion is that service was not available at all times of the day and night. During the time that they were seeking them, staff members were not available. In several instances, they were tardy. In several instances, they discovered unprofessional conduct as well (Evaristo and Barosso, 2021).

Pricing issue
Because the hotel is a member of Marriott International, it is reasonable to assume that its rooms are priced consistently. However, some of the visitors reported that the room rates were very expensive in comparison to the room rates at the hotel's competitors, who offered rooms of comparable quality (Deloitte, 2021). In spite of the fact that it was a five-star hotel, they were quite critical of the hotel's pricey accommodations.
Staff behaviour 
The helpful and pleasant service offered by the London Marriott Hotel County Hall personnel has earned the company an excellent reputation. They carry out their responsibilities in a skilled and professional manner. However, several complaints were voiced by the guests about the manner in which the employees conducted themselves (BDO, 2021). Some of the employees failed to provide their services in a professional manner and were often late. There was also a lack of the appropriate behaviour expected of employees working at five-star hotels. There were times when the hotel did not have enough employees. 
Breakfast issues
Even though the London Marriott Hotel County Hall is said to provide a regular menu during its breakfast while still maintaining its quality, some of the hotel's visitors have complained that there are problems with the facility. They complained that several of the breakfast goods did not have the appropriate flavour. Some of them also said that there was a lack of a significant number of items available on the menu. They expected more diversification in the hotel's menu (PwC, 2021).
Bar issues
At the London Marriott Hotel County Hall, visitors can take advantage of the hotel's complimentary minibar service. It offers a selection of beverages, some of which contain alcohol and others of which do not. A number of the visitors have voiced their opinion that the bar does not have sufficient space for everyone. The bar closes at midnight sharp every night. They also struggled with the fact that the menu of the bar only featured a limited number of items (Knight Frank, 2021).

Refund policies
The hotel follows industry best practices when it comes to its return policy. One of the clients stated that he was assured that he may cancel his reservation at no cost up to three days before it is scheduled to take place. However, when he completed the task, he was not given immediate funding; rather, he was offered a stay in the hotel at a later date (STR, 2022). In addition, a few of the customers were unhappy with the protracted delay in receiving their refunds.
Lobby issues 
The hotel's reception area has a feel that is best described as contemporary. Nevertheless, a number of guests have proposed that the lobby area be modernized in order to supply it with additional natural light and amenities that will ensure adequate space.
Front-desk services
It seems like the front desk offers good customer service. The hosts created an atmosphere that was warm and kind for the guests to enjoy during their stay. However, there were some guests who felt that the check-in procedure was overly complicated and took too much time. Some of the guests complained that the rooms weren't assigned properly due to a lack of interaction (EY, 2020).
Bathroom issues
In terms of bathroom size, visitors have praised the hotel. The restrooms were also determined to be spotless. However, in a few instances, there were concerns with the shower's water extraction, doors, the toilet's sound, and the toilet's flush. Aside from that, the bathrooms are of a satisfactory standard for the guests (JLL, 2021).
Other issues
Some other issues can also be found in the feedback of the guests regarding slow Wi-Fi, unnecessary use of fire alarms, insufficient space for leisure activities, etc.
So, the things and issues that need to be changed are presented below in a table:


	Particulars
	Issues

	Room issues 
	Cold sometimes, bed size, insufficient blankets, room décor, window problem.

	Room services
	Lack of 24/7 service, lack of staff, tardy services.

	Pricing issue
	Too expensive.

	Staff behaviour
	Lack of professionalism, lack of appropriate behaviour, lack of employees. 

	Breakfast issues
	Lack of flavour, less items and diversification.

	Bar issues
	Lack of space, early closing, less variation in menu.

	Refund policies
	Delay in refund, lack of commitment.

	Lobby issue
	Lack of modern outlook.

	Front-desk issues
	Long procedure in check-ins, lack of communication among providers.

	Bathroom issues
	Water extraction, sound, flash and other amenities.

	Other issues
	Spa and wellness centre, fitness centre slow Wi-Fi, unnecessary use of fire alarms, insufficient space for leisure activities.



Figure-03: Main issues of the hotel (Colliers International, 2021)
[bookmark: _Toc127356393]Probable Initiatives 
While taking initiatives to solve the issues, the problems can be classified into three categories. These are infrastructural issues, staff-related issues and other issues. Initiatives that can be taken based on these two categories are as follows:
1) Infrastructural issues
First of all, it is necessary to find out which infrastructures are problematic. because all the infrastructure (like rooms) is not problematic. So, the first task will be to find the problematic rooms, lobby, bathrooms, bar, part of the fitness and spa centre, etc. Then, based on the priorities, the issues should be solved (Tan et al., 2020). The problematic rooms should have enough décor, blankets, smooth windows, a heating system, and a large enough bed. The decoration should be according to the demands of the guests. The lobby should be updated with new looks. Infrastructures should be changed where necessary in the spa and fitness centre. The bar space should be increased, and diversified drinks should be added. The bathroom facilities should also be modified so that guests find them more user-friendly.
2) Staff related issues
These kinds of issues cover a large part of the whole problem. Room services, staff behavior, and front desk issues fall under this category. There should be an arrangement for 24/7 room service. The staff must be prompter and more professional. There should be enough staff to provide prompt service to the guests. The front-desk activities should also be faster and more interactive. To achieve this, all the staff should be trained and developed (Doran and Tionson, 2021). There should be a rating of the service, and the best employee can be awarded. In addition to that, there can be the arrangement of seminars, workshops, etc. to ensure the best outcome for the staff. Therefore, the London Marriott Hotel County Hall has to increase its investment in training and development if it wants to see the necessary performance levels from its staff. Clear goals set by upper management are essential for every business that wants to provide quality service to its customers. Afterwards, it's up to workers to acquire the skills and mindsets necessary to do their jobs effectively. Employees should participate in training programs to ensure they have the skills necessary to give superior service (Giousmpasoglou et al., 2021).

3) Other issues
Following initiatives should be taken to solve the other issues (Gargano, 2021).
· The proper refund policy should be maintained while dealing the customers.
· The bar can be opened for all night long.
· The Wi-fi speed should be maintained.
· It must be ensured that guests get the same room which they booked for. 
· The pricing for the rooms should be rechecked to make it more flexible.
· Sufficient space for leisure activities should be ensured.
· Assurance of proper working of fire alarm. 
· Breakfast menu can be diversified. 
· Additional cooks can be hired.
· Breakfast quality should be ensured.
[bookmark: _Toc127356394]Strategic Analysis
The SOSTAC model aids in identifying the most pressing problems and identifying the objectives that make up the organization's current and attainable missions. Based on the goals, strategies, plans, and actions are developed to gain command of the situation and address the issues at hand. The components of SOSTAC are as follows:
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Figure-04: SOSTAC Model (Huang et al., 2021)
Situation analysis
Though this hotel has largely positive feedback, a few guests have mentioned problems with the excessive cost of bookings, the rudeness of some of the personnel, the poor state of the rooms, the insufficiency of the breakfast offerings, the problems in the bar, slow Wi-fi and other difficulties. These issues have been found out and according to the situation, the issues will be solved within three months (Tasci and Gartner, 2020). 
Objectives
To resolve the issues in the next three months so that the London Marriott Hotel County Hall may retain 95% of its clients and earn new ones (CBRE, 2021).
Strategy
Concerns raised about the hotel's rooms, services, employees, price, breakfast, lobby, bar, and other amenities have been acknowledged and will be handled with the help of the right strategies and methods. Using the decided upon methods, the issues will be resolved to boost customer satisfaction (EY, 2020).
Tactics
Tactics will be taken by formulating a strategy, assigning resources according to that strategy, and considering the input of team members.
Actions
Assigning jobs to employees who can get them done fast, such as managers who can fill out the initial survey, The next stage is to establish a system for recruiting and onboarding new employees. Finally, it will be checked to make sure that every step that must be taken to get the desired outcome has been taken (JLL, 2021).
Control
After the completion of the actions to resolve the issues, the actual outcome will be matched with the expected outcome. 

[bookmark: _Toc127356395]Findings and Results
The report's scope and main body explain why the London Marriott Hotel at County Hall is well-known among its clients. As a consequence of the hotel's numerous redeeming features, several factors have come into play. While there are many complaints about the hotel, its location, city view, event management, modern amenities, parking, and food have all been regularly praised (Carlisle et al., 2021). The following sections will provide summaries of the most significant findings and outcomes, which have been organized according to the following categories:
[bookmark: _Toc127356396]Room issues
A key priority should be the prompt implementation of punitive actions to restore any damaged fixtures or rooms that are unkempt. Those rooms that aren't creating any issues for the guests while they are there will not have any modifications or upgrades the rooms that aren't creating any issues for the guests while they are there will not have any modifications or upgrades performed. On the other hand, maintenance work will be prioritized in those guest rooms about which customers have expressed concern (Kim, 2020).
	Particulars
	Particulars

	Room considerations
	· Immediate action is required to resolve the heating issue in the required rooms. It may take 1 month.
· The claimed rooms must be decorated according to the demand of the customers which may take 3 months.
· New beds can be replaced with oldest ones which are not well spaced. It will take 2 months.
· Extra banket can be provided to all the rooms within 1 month.
· Windows can be checked and can be required in 1month.



[bookmark: _Toc127356397]Room and front-desk services
There were some issues regarding the room and front-desk services to the guests. These issues must be taken into consideration immediately to retain the customer satisfaction. 

	[bookmark: _Hlk126968236]
	Particulars

	Room services
	· There should be 24/7 room services available to the guests. It may take up to 2 months to do so.
· There should be quick room services which can be ensured in 1 month.
· Adequate staff while providing room services can be ensured within 3 months.
· The front desk service should be faster which must be ensured within 1 month.
· The front-desk must be more proactive and interactive which can be ensured in 2 months.



[bookmark: _Toc127356398]Pricing issue
As some of the guests claimed that their stay in the hotel was quite expensive considering all the facts, the pricing of the room can be made more flexible considering the demands of the customers. 
	Particulars
	Particulars

	Pricing of rooms
	· The prices of the rooms can me more flexible or reconsidered within 1 month.



[bookmark: _Toc127356399]Staff behavior
The UK hospitality sector is in a precarious position as a result of Brexit and the COVID-19 pandemic. Brexit prompted policy changes in the United Kingdom that increased the jobless rate. Because around 350,000 individuals left their jobs and went home during COVID-19, the hotel business was left shorthanded (Baum and Hai, 2020). Workers at Holiday Inn Express are worried about pay cutbacks, political uncertainty, and frequent policy changes, much like the rest of the country. The hotel's administration has to empathize with the workers if it's going to give them enough perks. Some problems with the hotel employees have been noted.

	[bookmark: _Hlk126969064]
	Particulars

	Staff issues
	· Adequate staff must be ensured within 3 months.
· The staff must be trained properly. It must be ensured in 3 months.
· Staff need to be motivated.
· Staff can be rated based on their performances. 



[bookmark: _Toc127356400]Breakfast issues
The following issues can be found regarding the breakfast of the hotel. 
	[bookmark: _Hlk126969560]
	Particulars

	Breakfast considerations
	· Need to have changes in the taste and flavor. It may take up to 2 months.
· More items on menu should be added according to the demands of the customers which can be done in 3 months.



[bookmark: _Toc127356401]Bar and lobby issues
Some issues were found regarding the bar and lobby of the hotel these need to be reconsidered. The issues are as follows:
	
	Particulars

	Bar and lobby considerations
	· Need to increase the space of the bar which may take 3 months to complete.
· The closing time of the bar can be extended from 12 AM to 2 AM. It can be done within 2 months.
· More items can be introduced in the menu of the bar which may be done in 1 month.
· The lobby should be renovated with modern outlook within 3 months.



[bookmark: _Toc127356402]Bathroom issues
Every bathroom will be put through its paces to ensure proper operation before the inspection is deemed complete. The complicated concerns will be dealt with in a way that is in line with what has been done so far (Walmsley et al., 2019). The investigation's results are given in the form of a table, which can be found in the section below this one.
	
	Particulars

	Bathroom considerations
	· Required bathroom fittings should be ensured within 2 months.
· Water extraction problem, toilet sound issues and flash issues must be resolved as soon as possible.



[bookmark: _Toc127356403]Refund policies and other issues
Some issues need to be considered in the refund policies. Some other issues were also addressed which can be found from the feedbacks of the customers. These are presented below.
	
	Particulars

	Refund policies and other issues
	· Refund procedure must be faster within 1 month.
· More strong commitment to the customers should be ensured within 2 months.
· Spa and wellness center, fitness center should be renovated within 2 months.
· Wi-fi should be checked and faster. Actions should be taken immediately. 
· Fire alarm issues should be resolved as soon as possible.



Therefore, it is essential to develop an all-encompassing strategy to guarantee the engagement of all critical personnel. Customers frequently complain about the service they received at a hotel, but issues of employee morale and safety can go a long way toward resolving those complaints. A new strategy should be offered after staff members have had the opportunity to voice their thoughts on the organization's current strategic leadership, organizational structure, etc. The full recruiting, integrating, and training process can be finished in two months if this one-month goal is met (Cuomo et al., 2021). When employees are rewarded for their work, they tend to give better customer service and be more loyal to the brand of the company. 


















[bookmark: _Toc127356404]Action Plan
The problems, solutions, and time frame for implementation are listed in the table below. Cost estimates for each endeavor are also shown (Coles, 2021). 
	No.
	Problem
	Solution
	Desired Outcome
	Time Frame
	Completion
Date
	Planned
Budget

	01
	Cold sometimes, bed size, insufficient blankets, room décor, window problem.
	Taking necessary initiatives to solve room related issues.
	Fulfilling customer demands and encouraging them to stay again.
	1-3 months
	20/06/2023
	£40,000 


	02
	Lack of 24/7 service, lack of staff, tardy services.
	Increasing the quality of room services.
	Improved client satisfaction and comments.
	1-3 months
	20/06/2023
	£20,000 


	03
	Staff issues
	Recruiting new employees and training and developing the staff.
	Providing appropriate number of employees with high quality services.
	1-3 months
	20/06/2023
	£50,000 


	04.
	Excessive pricing of rooms 
	Reviewing the prices being more flexible.
	Attracting new customers and to increase customer satisfaction.
	1 month
	20/04/2023
	£500 


	05
	Breakfast issues
	Changning the food taste and flavour, adding more items on menu. 
	Showing customers that they are valued by acting as though they are the most crucial component of the company.
	2-3 months
	20/06/2023
	£30,000 


	06. 
	Bar and lobby issues
	Increasing the space of the bar, extending closing time of the bar, adding number of drinks having modern outlook of the lobby.
	To provide the very best possible service to the customers.
	1-3 month
	20/06/2023
	£50,000 


	07.
	Bathroom issues
	Ensuring required fittings, removing sound problem, water extraction problem and flash issues.
	To ensure total customer satisfaction.
	2 months
	20/05/2023
	£35,000 


	08.
	Refund and other issues
	Faster refund system, ensuring more commitment to customers, renovating the claimed parts of Spa and fitness centres, ensuring smooth and fast Wi-fi, ensuring right fire alarm.
	To boost customer satisfaction in the hopes that they would continue to make reservations in the future.
	1-2 months
	20/05/2023
	£50,000 
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On the basis of past investigations, a number of issues and potential solutions have been uncovered. Even if not every issue is equally urgent, there are some that are far more important than others. As a result, it is of the utmost importance to organize responsibilities according to their respective priority levels (Dube et al., 2021). The hotel should take the following actions in order to regain loyal customers by providing solutions to their issues:
· [bookmark: _Hlk127208562]The hotel should first focus on the service-related issues that need to change in no time. They must first ensure adequate staffing in order to provide the necessary services to the guests. Front-desk issues should be solved according to plan, and proper training and development of the staff must be ensured (
· Then the hotel should ensure proper room services for the guests, and the rent of the rooms should also be reviewed as soon as possible.
· The refund issues should be solved next to ensure customer satisfaction.
· After that, the small but important issues should be emphasized. As an example, Wi-Fi, fire alarms, and bathroom issues can be addressed next.
· Finally, after resolving the above issues, the hotel management can focus on the infrastructural development of the hotel. At first, the required rooms should be decorated according to the demands of the customer. Then the bar and lobby issues can be solved, and after that, the spa and fitness center should be renovated where necessary (Andrews, 2022).







[bookmark: _Toc127356406]Conclusion
The London Marriott Hotel County Hall is well-known because of its stellar reputation as a result of its plush accommodations, convenient location, breathtaking views of Big Ben and the River Thames, and welcoming service. The consulting firm PwC would like to thank the hotel's management for selecting them as the official consultant to deal with the property's current and future problems. Because of this, a wide range of issues that need fixing have been uncovered. The hotel's convenient location makes it a great home base for exploring London on foot or on two wheels (Aragonés-Jericó et al., 2022). The hotel offers a great perspective of the metropolis of London. Reviews written by patrons attest to the fact that this business's front-desk management and customer service are top-notch. However, the hotel's staff, facilities, prices, breakfast, lobby, bar, refund policy, and other infrastructure have all been inadequate, leading to guest complaints. By following the steps outlined in the report, the hotel can fix all of the reported problems. Priority should be given to the jobs. There is a good chance of attracting new consumers and keeping the old ones if the infrastructure and service problems can be resolved. In order to do this, the hotel needs to implement efficient measures to attract and retain new employees, as well as to provide them with the training and professional development they need to succeed in their roles (Benzaghta et al., 2021).
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No .  Problem  Solution  Completion   Date  Planned   Budget  

01  Cold sometimes, bed size,  insufficient blankets, room  décor, window problem.  Taking necessary initiatives  to solve room related issues.  20 /0 6 /2023  £ 4 0,000     

02  Lack of 24/7 service, lack of  staff, tardy services.  Increasing the quality of  room services.  20 / 06 /202 3  £ 20 ,000     

03  Staff issues  Recruiting new employees  and training and developing  the staff.  20 / 06 /202 3  £ 50 ,000     

04.  Excessive pricing of rooms   Reviewing the prices being  more flexible.  20 /0 4 /2023  £ 500      

05  Breakfast issues  Changning the food taste and  flavour, adding more items  on menu.   20/06 /2023  £ 3 0,000     

06.   Bar  and lobby issues  Increasing the space of the  bar, extending closing time  of the bar, adding number of  drinks having modern  outlook of the lobby.  20 / 06 /202 3  £ 50 ,000     

07.  Bathroom issues  Ensuring required fittings,  removing sound problem,  water extraction problem  and flash issues.  20/05 /2023  £ 35 ,000     

08.  Refund and other issues  Faster refund system,  renovating the claimed parts 20 / 05 /202 3  £ 50 ,000     
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