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Executive Summary
This report is a consultancy report on a hotel named London Marriott Hotel, County Hall. London Marriott Hotel County Hall is a part of the international franchise of the hotel chain Marriott Internationals. The hotel is situated in the heart of London providing high-quality services to its customer. This is a 5-star hotel that holds an advantageous location in central London next to the river Thames. The hotel is famous and popular for its high-quality services at a competitive price. This hotel has every type of amenities available for the customers. The hotel has a good reputation for arranging business meetings and events (Hu, 2021). The Clarasys consultancy is hired to prepare a business consultancy report on the hotel to identify its problems and providing solution to them. The purpose of the report is to identify the specific problems with the hotel and then come up with solutions to solve them. Various audit methods will are applied to analyze the business and identify a problem in the business thus providing solutions for the problems. The PESTLE & SWOT analysis is provided to properly understand the external and internal environment of the business to give proper recommendations to the problems of the business (Yfantidou et al., 2021). 
The pestle analysis showed that the political landscape has been uncertain lately in the UK thus creating unfavourable conditions for the business.  The economy of the UK is going through a recession condition that led to an economic slowdown, depreciation of the currency, increased inflation and slow GDP. Customers now have a high preference for receiving services online as this saves them both time and money. There is increased demand for achieving environmental sustainability.  Showing the environment is quite disadvantageous for the business (Heide and GrØnhaug, 2006). The SWOT showed internal capabilities. The hotel has strong point of strengths such as experience, supply chain, and customer base along with many weakness that affects the business operations. However, the business has many opportunities to leverage and increase the business’s revenue & growth along with threats (Yeşiltaş et al., 2021). The customer’s reviews included both positive & negative but the problems were identified from the negative reviews. The sitting arrangement of the hotels is not up to the mark. The chairs are arranged in a way that the people were seated showing the back to the view that spoils the advantage the hotel could get from the attraction of the view. The number of lifts is not enough to accommodate the high number of guests in the hotel thus slow service (Lugosi. and Jameson, 2017). The customer’s event reported that the employees of the hotel are not responsive to fixing these issues. The bed sheets, sofa, and other accessories given were not arranged properly and they are slow when it comes to changing the bed sheets, toothbrushes, or towels or refilling the soap, hand washes, toilet tissues, tooth pates, or shampoos. The hotel does not have a proper sitting lounge for the guests moreover the arrangements were not up to the mark. The other non-structural issues include arrogant staff, slow service, inconvenient online services, and poor customer relationship. The next portion provided a detailed action plan to solve these issues and the provide recommendations based on the priority of actions.


[bookmark: _Toc120519713]Introduction
[bookmark: _Hlk120486997]Business consultants have the responsibility to help businesses find out their problems and find out the solutions to these problems to ensure the growth and profitability of the business. This report is a kind of consultancy report on a hotel named London Marriott Hotel, County Hall. The purpose of the report is to identify the specific problems with the hotel and then come up with solutions to solve them. Various audit methods will be used to analyze the business and identify a problem in the business thus providing solutions for the problems (George, 2021). The issues that will be addressed in the report will be the bad customer relationship, problems with applying IT for business, long hold times, increased competition, and incorrect pricing. The scope of the report includes SWOT & PESTLE analysis. These two frameworks are chosen to properly understand the hotel and its outer & inner context. PESTLE analysis is helpful to understand the external environment of the business i.e. the macroeconomic factors affecting the business (Rutherford, 2021). The SWOT analysis is selected to understand the internal environment of the hotel. The main body of the report will include a detailed evaluation of problems that the hotel has in its operation. The report will also encompass the financial performance evaluation to understand the financial performance. The data will be collected from the company website (Armstrong, 2012). All these frameworks are used to evaluate the organizational problems and understand the organizational framework. This will be followed by the identification of solutions to problems based on the findings and the results. The next section will provide a detailed action plan to follow next to implement the recommended solution in the future. After the action plan, the report will include recommendations for the business.


[bookmark: _Toc120519714]Scope & Analysis
The report is focused on London Marriott Hotel County Hall. In this portion of the report, the scope of the report will be discussed with the proper analysis of the context. This portion of the report mainly aims at providing a detailed description of the whole context of the hotel along with the external environment and the internal environment where the business operates (Arnold, 2005). The company background is followed by an analysis of the internal and external environment. Understanding the context well will help to properly evaluate the problems and provide solutions to the problems (Górska-Warsewicz and Kulykovets, 2020). The PESTLE will show the components of the macro environment that directly affects the business and that the business can not control. The SWOT analysis shows the internal strengths, weaknesses, opportunities, and threats that control the internal environment (Clarke and Chen, 2009).
Hotel Background
[bookmark: _Hlk120487059]London Marriott Hotel County Hall started its operation back in 2008 which is a part of the international franchise of the hotel chain Marriott Internationals. The hotel is situated in the heart of London providing high-quality services to its customer. The hotel is ranked 4.5 out of 5 on the trip advisors website based on 3574 reviews from customers. This is a 5-star hotel that holds an advantageous location in central London next to the river Thames. The hotel is famous and popular for its high-quality services at a competitive price. The hotel has a great reputation for providing excellent services with integrity and innovation. The hotel has a total of 194 rooms and 12 suits. The hotel has both restaurants and bars along with gym facilities and a swimming pool (Gallivan, 2021). This hotel has every type of amenities available for the customers including room services, laundry, dry cleaning, luxury bedding, pristine marble bathrooms, and complimentary Wi-Fi. The hotel has a good reputation for arranging business meetings and events. The hotel has a good reputation in the market and a good reputation among the customers but some negative reviews are coming from the customer about their services and other issues (Jain, 2020). The customer’s complaints encompass many different issues such as the behavior of the staff, the complications in canceling reservations, slow and inefficient website, poor customer care service, hotel maintenance, and other amenities such as bathroom fittings. The positive response is higher than the negative response but the company needs to work on them to ensure the best customer satisfaction in the future.
Analysis of Macro Environment/ PESTLE Analysis
This part will be focused on analyzing the macro environment in which the company operates. Understanding the external environment is important to understand the reasons behind the problems occurring in the hotel as well as providing recommendations keeping these things in mind because the macro environment is out of the control of the company’s operations (MAUBORGNE, 2015). The hotel industry is very volatile to macroeconomic changes as this is a luxury good in the economic sense, not a Griffin good. The PESTLE analysis of the hotel is added below:
	[bookmark: _Hlk120239682]Factors of Macro Environment
	

	P (Political)
	· Tax imposed on the hotel industry
· Uncertain political landscape in the EU
· Brexit’s effect on travel restrictions
· Changes in travel regulations due to the effect of COVID-19 (Singal et al., 2021).
· Resignation of the UK’s prime minister also create a big instability in the UK’s market.
· War between Russia and Ukraine.

	E (Economic)
	· Increasing recession in the UK economy.
· Currency depreciation & economic slowdown.
· The number of tourists reduced after COVID-19.
· The inflation increased to 7.4% and is expected to increase in the future.
· The growth of GDP has slowed down.

	S (Social)
	· The consumer’s lifestyle has changed due to drastic changes in the economy.
· The increased inflation has increased the living cost thus that affects the customer’s hotel preferences.
· The customers have an increased preference for online services & promotions.

	T (Technological)
	· The hotels provide online booking and customer service facilities to the customers.
· Now the use of digital payment systems has increased.
· Rapid use of digital technology for promotion and communication (Signal et al., 2021)

	E (Environmental)
	· Increased demand for using recyclable products.
· Increased demand for reducing wastage of fuel & power.
· Using eco-friendly products to ensure environmental sustainability.

	L (Legal)
	· Changes in health & safety measures in the post-COVID situation.
· The tax regulations in the hospitality industry have changed recently. 
· Increased use of data protection regulations.



[bookmark: _Hlk120491143]The PESTLE analysis shows the effect of macro-environmental factors that the hotel can not control.  Political factors have a high impact on volatile industries such as the hospitality industry. The imposed tax on the hotel industry has changed recently which has increased the cost of staying. The political landscape has been uncertain lately in the UK (Regnery et al., 2018).  Due to the Brexit travel restrictions have changed. In this post-COVID situation, the travel restrictions have changed and now the government has put high importance on the health and safety measures of tourists. The war between Russia & Ukraine has an important implication for the hospitality industry as the number of tourists decreased along with the devaluation of the currency in exchange for dollars (Sampson et al., 2022).
The economy of the UK is going through a recession condition that led to an economic slowdown and depreciation of the currency.  Thus, customers have less to spend in luxury hotels thus which affects the revenue of the hotels. Moreover, increased inflation and slow GDP growth indicate less money in the hands of people to spend on luxury goods (Verhoef et al., 2016).
The consumer’s lifestyle and preferences changed a lot during the COVID situation. Customers now have a high preference for receiving services online as this saves them both time and money. Customers now prefer both online promotion and booking facilities. Increased use of technology in providing services is a new trend in the hospitality industry. Customers have a high preference for these technological usages (Lynch, 2018).
Now in the UK, there is increased demand for achieving environmental sustainability. Thus, the hotels are under pressure to maintain environmentally sustainable operations. The legislation related to the tourism industry has changed in the post-COVID spectrum along with tax regulations and data protection legislation (Mashingaidze et al., 2011).
SWOT Analysis
SWOT analysis is a framework to evaluate the internal environment and capabilities of a specific business. In this section, the internal environment and capabilities of the London Marriott Hotel are evaluated. The SWOT analysis is presented below:
	Strengths
· Location
· Goodwill in the market
· Strong supply chain
· Experience in the market
· Quality services
	Weaknesses
· Technological usage
· Customer care services
· Employee efficiency to attract customers
· Customer relationship
· Features & fixtures provided

	Opportunities
· New technological usage to attract customers.
· Globalization has opened the door for international marketing.
	Threats
· Economic recession
· Increased competition and slow industry growth.
· Decreased GDP causing less spending by people on luxury goods (Sampson et al., 2022).
· Increased legislation to store natural resources.



The London Marriott Hotel County Hall has many advantages that it can capitalize on to survive in the competitive market. The location of the hotel is the first advantage of it. It is in the heart of London situated at Westminster Bridge Road London County Hall, London SE1 7PB England. This is one of the most preferred locations for renting hotels for tourists coming to the city (Neely, 2015). The hotel has high goodwill in the market as the hotel has a good reputation for serving the market.  The hotel has a strong supply chain to operate that supplies them with the needed support to operate. The hotel has a good amount of experience in the market and has a high reputation for quality services (Boddy, 2014). The hotel has a weakness in using technologies for coping with the new trends of technological usage. The customer care services are weak in this hotel the team managing the customer is less responsive to the customer’s needs and slow in taking action.  The employee efficiency of good customer management is low. The hotel fixtures and features are not updated which is a weak point of the hotel (Dutta and Pathak, 2022).  The availability of new technology and globalization opens a door of opportunity for the hotel to attract customers. The main threat to the hotel is the correct economic recession causing slow growth of the industry thus leading to increased competition (Moodley and Naidoo, 2022). The overall GDP of EU nations has decreased thus the real income of people has decreased also thus leading to fewer customers in the hospitality industry. Increased legislation to rest the natural resources has put pressure to achieve organizational profitability.


[bookmark: _Toc120519715]Main Body
This part of the report focuses on identifying and analyzing issues within the hotel management to improve the operation of the hotels. The hotel in focus has been going through many issues that are creating negative impact on the image of the business but there are also good sides to the operation. In this section, both of sides will be presented to provide a detailed description of the issues within the hotel.
[bookmark: _Toc120519716]Analysis of the Issues
The hotel ratings are at a very satisfactory level. Even though there are tons of positive reviews regarding the service, cleanliness, location, and value, there are also a lot of bad reviews from the customers that the hotel needs to work on. The customers have suggested many development areas that the hotel must work on (Brotherton, 1999). These areas of development needed here are divided into two board categories first is the change in material changes related to the furniture, fittings, or other infrastructural facilities, and the second is the internal or immaterial changes that are related to the staff and management-related issues (Sampson et al., 2022). All of these issues are described below:
Structural Issues: The customers staying in the hotel have provided numerous reviews both good and bad. Many reviews were suggesting changes in the infrastructure and internal settings of the hotel. The issues reported for the infrastructure are listed below:
· [bookmark: _Hlk120486414]Sitting arrangement in restaurants: One of the customers posted a review on the trip advisor on his stay at the hotel on May 2022 that the sitting arrangement of the hotels is not up to the mark (Tung et al., 2021). The chairs are arranged in a way that the people were seated showing the back to the view that spoils the advantage the hotel could get from the attraction of the view.
· Issues related to the lift: Many customers of the hotel have reported that the lift management of the hotel is very poor. The lifts are always crowded and the lifts are not maintained properly. The number of lifts is not enough to accommodate the high number of guests in the hotel thus slow service (Madera et al., 2021).
· Toilet features & fixtures: The customers reported that the toilet features and fixtures are not updated and most cases are broken. The customer’s event reported that the employees of the hotel are not responsive to fixing these issues.
· In-room arrangements: The in-room arrangements were not up to the mark of a five-star hotel. The bed sheets, sofa, and other accessories given were not arranged properly and they are slow when it comes to changing the bed sheets, toothbrushes, or towels or refilling the soap, hand washes, toilet tissues, tooth pates, or shampoos. Moreover, some reported that the hotel has provided them with stained bed sheets and towels (Kim and Han, 2022).
· Other issues: The hotel does not have a proper sitting lounge for the guests moreover the arrangements were not up to the mark. The hotel’s facility for temperature control is quite mismanaged most of the areas didn’t have any heaters thus which made the places very cold to use in winter. Moreover, the website of the hotel is quite slow and non-synchronized for bookings, cancellations, and other facilities (Nailon,2022).
Steps Need to be Taken by the Management
[bookmark: _Hlk120325421]The above-mentioned issues are the issues related to the structural issues within the hotel that are causing customer dissatisfaction. The company needs to work on these issues to improve the performance of the hotel. There are some recommendations for the management to take to improve the customer experience:
· As already mentioned, the hotel had restaurants and bars. Moreover, the hotel is very famous for its outstanding view and locations. The sitting arrangements in the restaurants blocked the view. The hotel needs to change its sitting arrangements in the hotel in a way that the customers may able to enjoy the view.
· The second most important issue that needs to be addressed is the lift. The number of lifts accommodating is low thus the lift is crowded. Moreover, the lift’s maintenance is not up to the mark. The hotel needs to upgrade its lift’s capacity as well as increase the number of lifts to ensure less rush in the lifts.
· The toilet fixtures and features are very important for customer satisfaction. The customers have reported dissatisfaction with these facilities. The hotel management needs to renovate the fittings and fixtures to ensure customer convenience.
· The in-room arrangements are quite disappointing. The hotel must make sure their customers get the needed amenities in the proper amount and quality thus having high customer satisfaction.
· The hotel needs to set up a proper arrangement for temperature control and ensure a proper sitting lounge for the guests. Moreover, the infrastructure for the online services must be improved as well as hiring more staff in this segment to ensure fast responses.
Issues related to the service & the management
The hotel has a high rating in location and cleanliness but compared to them a low rating in creating value for the customers. Many customers reported that the service they received was not high value adding for the money needs to be paid for this. There are some feedbacks provided by the customers related to the services and management that are the issues to consider.  The issues related to the service and management are as follows:
· [bookmark: _Hlk120486544]Arrogant Staff: The behavior of the staff is an important fact to attract customers to the market. There are repeated complaints in the reviews that the staff members were rude to the guests and didn’t provide the needed assistance to the guests. Moreover, the response time was very slow from the staff members (Bakhora, 2022).
· Slow service: The service provided by the hotel is very slow. They keep the customers waiting for a long period. However, the receptionists are responsive and positive.
· Online services: The online services through the website is not up to the mark. The website always contains old information rather than updated ones. However, the website is well-designed and attractive. 
· Customer relationship management: The hotel’s management has a low focus to maintain customer relationships. Moreover, they do not tend to take action immediately when guests complain. The guests even complained about slower room services and food delivery.
· [bookmark: _Hlk120327623]Concierge unavailability: The hotel does not have any concierge to welcome the guests. The guests have found it very annoying as the hotel is a 5-star. Usually, the hotel will have a concierge to welcome the guests.
· Cleanliness: The hotel is overall clean at a satisfactory level. However, some customers did complain about the cleanliness of the hotel for instance unclean windows, stained bed sheets, or unhygienic bathroom fittings. The rooms were not cleaned regularly by the room services thus creating hygiene issues.

Steps to be Taken
The hotel has many steps to take to solve these service-related issues. The company needs to work on these issues to improve the performance of the hotel. There are some recommendations for the management to take to improve the customer experience:
· The employees of the hotel are not quite friendly with the customers. Moreover, the staffs are not very responsive to the customer’s queries. The management of the hotel needs to focus on training the employees to the proper set of norms and behavior with the customers to ensure customer satisfaction.
· The hotel services are very slow indicating the inefficiency of the employees to serve the guests. The hotel management must ensure proper coordination of the employees to ensure efficient services to the customers.
· To maintain the cleanliness of the hotel the management may come up with a schedule to ensure proper cleaning of the hotel’s amenities as well as infrastructure. The room services must be guided properly to provide a clean environment to the customers. The hotels have a service-oriented business thus they need to focus on providing services according to consumer choices & preferences (Law et al., 2012).
· The online services of the business are very slow and not up to the mark. The website has a low user experience resulting in customer dissatisfaction. The hotel needs to ensure good online backup with skilled employees ensuring proper service to the employees (Gentry et al., 2022).
· The customer relationship management of the hotel is not up to the mark. The management needs to maintain good customer relationships with the customers and thus train the employees to maintain good customer relationships.
· The hotel must also ensure a concierge for the guests to receive them and welcome them to the hotel. This is a good way to make the guests feel good about the hotel.
[bookmark: _Hlk120486185]The above encompasses the issues related to the complaints of the guests but these are based on the negative reviews of the business there are numerous positive reviews of the hotel. In most the cases, the customers have given an excellent rating to the hotel. The hotel has a very advantageous location with a mesmerizing view of the hotel. Even though some customers have reported negative behavior from the staff, there are guests who are very satisfied with staff behavior.

[bookmark: _Toc120056108][bookmark: _Toc120519717]SOSTAC Model of Strategic Analysis 
SOSTAC is a strategic model to d strategic analysis for identifying the main problems of the business and helps to look for the actual objective of the company to set a strategic goal of the company (Ogden et al., 2007). The business organization first identify the problems then evaluate the company’s aims & objective thus coming up with a solution without harming the goals and objectives of the business (Deroos, 2010).
[image: See the source image]
Figure 3: SOSTAC model; Source: Mooney and Ryan, 2009
Situation: The situation here is the problems that the customers have noticed on staying at their hotels. Even though the number of positive reviews has outnumbered the negative ones, the hotel must work on the negative issues to ensure customer satisfaction (Verhoef et al., 2016). The main issues were related to management’s lack of coordination, service quality, and infrastructure. The aim here is to solve these issues within the upcoming year (Singal et al., 2021).
Objectives: The objective here is to solve the issues within the upcoming year to hold the hotel’s good reputation in the market.
Strategy: The strategy here is to work on the specific field of issues of the hotel and solve them based on priority. For instance, ensuring good behavior to the guests and providing them fixed hotel amenities are the top priorities (Bakhora, 2022).
Tactics: The tactics are first planning the actions to be taken followed by budgets and ensuring employee support to achieve them. The tactics will include training the employees, controlling their actions, and motivating them for providing good responses to the guests with strategic choices of the management (Matteucci, 2020).
Actions: The management needs to warn and train the employees to let them know their responsibilities and understand the proper code of behavior. Hiring efficient employees where needed and implementing of the new changes to the hotel’s management and infrastructure properly (Holbeche, 2015).
Control: The control activities include monitoring the whole process of policy implications thar will include total 12 months to start to finish.


[bookmark: _Toc120519718]Findings & Results
The London Marriott Hotel County Hall has both positive and negative sides according to the experiences of the customers. The hotel still is one of the favourite choices of tourists coming to the UK.  There are some specific sections such as lift, customer care, or quality of provided amenities that the hotel needs to work on in order to ensure customer satisfaction to ensure continuous growth and profitability within the company (Holbeche, 2015).  This section will sum up the results and findings based on the research of issues regarding the hotel’s services and activities.
In-Room Services
	Particulars
	Findings

	Dirty windows & old furniture
	The cleaning facilities must be checked and change the furniture slowly with part-to-part renovation.

	Stained bed sheets and slow room services
	Number of staffs providing room services must be increased along with ensured standard.

	Broken washroom fittings & fixtures
	The fixtures need to be fixed as soon as possible

	The provided goodies are refilled less frequently
	The hotel management needs to change these as soon as possible.



There are many rooms that have dirty windows and old furniture thus the management team needs to check the activities of the cleaning staff and changed the outdated furniture. The hotel must ensure fast room service with fresh room appliances. The fittings in the bathroom have broken that need to be fixed. Moreover, the hotel needs to ensure fast refill of the goodies such as shampoo, tooth paste, and soap thus the customers do not run out of these. 
Infrastructure related issues
	[bookmark: _Hlk120447398]Particulars
	Findings

	Number of lifts
	The hotel has an insufficient number of lifts which affects the customer satisfaction. The hotel must plan to install new lifts within next year. 

	Guest Lounge
	The guest’s lounge is not well furnished to be up to the mark. The hotel needs to renovate the guest lounge to ensure proper facilities and maintenance.

	Sitting Arrangements in Restaurants are Improper
	The hotel needs to upgrade its sitting arrangement in 2 months of the next financial year.

	Lack of heaters in common gathering places
	The hotel needs to install heaters in the pool area, lounges, and other common gathering places.



The hotel has some structural issues that affect its quality of service. Service in a hotel is not solely related to the room facilities and the food but is related to the whole environment of the hotel along with the structural context.  The London Marriott Hotel County Hall has insufficient lifts to accommodate the guests in full seasons thus the number of lifts must be increased or the capacity of the lift must be enhanced (Hellriegel, 2017). The guest lounge does not have the well-furnished facilities a five-star hotel needs to have thus the hotel needs to furnish the hotel’s guests’ lounge and its facilities.  The restaurants in the hotel need to rearrange the sitting arrangement in order to ensure that the guests get the proper view. The customers have reported that the places like the pool area, the bars, the longue or other places outside the room didn’t have heating facilities that was disappointing in winter (Kay and Russette, 2000). So, the hotel must install heaters within the hotel where needed.
Technological Usage
	[bookmark: _Hlk120448357]Particulars
	Findings

	Online Booking & Cancellation
	The hotel’s facility for online booking and cancellation is quite slow and problematic thus the hotel must increase synchronization between online & offline services.

	Information Update
	The information on the website needs to be the most updated.

	Online Customer Care Service
	The customer care and assistance facilities need more employees as most of the time the customers get slower responses.

	Social Media Marketing
	Social media campaigns to increase the reach of customers.



The technological usage of hotel management is not up to the mark. The online services were reported to be very disappointing for the customers. Moreover, the online website does not contain updated information (Gobbi and Lucarelli, 2022).  The customer care services need more employees to attend to the customers to ensure fast replies. The hotel is also behind the competitors in capitalizing the social media to connect with the customers thus need to come up with online marketing strategies to increase the reach of the customers.
Employees Management
	Particulars
	Findings

	Employee attitude toward the customers
	The hotel must check the staff’s behavior with the guests and give them proper guidelines to follow the allowed code of behavior.

	Slow service from the staff
	The number of staff that attend to the customers needs to be increased to ensure fast services to the customers.

	Concierge unavailability
	The hotel needs to employ the needed number of concierges to welcome the guests to the hotel.

	Employee training & customer relationship
	The hotel needs to ensure employee training to increase their efficiency of serving the guests as well as ensuring a good relationship with the customers



The hotel needs to work on its strategies of employee allocation to ensure smooth service to the customers. The training facilities for the staff will help to improve the employee’s attitude toward the customers, ensuring smooth services to the customers, and building a good customer relationship thus developing brand loyalty among the customers (Jones et al., 2013).
[bookmark: _Toc120056114]

[bookmark: _Toc120519719]Action Plan
This portion of the report provides a detailed action plan for the hotel. This portion of the report also includes the budget for each activity of solving the problem within the organization. The following table includes the budget chart (estimated) along with the needed steps of solution within the hotel management:
	No.
	Problem
	Solution
	Desired Outcome
	Time Frame
	Date of Completion
	Est.
Budget

	01
	Lift capacity needs to be enhanced & new lifts need to be installed.
	First going for a short-term solution which is enhancing the lift capacity to ensure less rush in the lift areas. The lift installation is a lengthy process and thus needed a bigger budget that must be started after the required preparations.
	Increased customer satisfaction.
Increased convenience among the customers.
Enhanced brand loyalty among the customers (Morrison, 2009)

	3 months
And 12 months
	Around 31/03/2023, and 31/10/2023
		£50,000




	02
	Changing & repairing damaged furniture
	First, do a proper check and list the rooms that have defective furniture and which of them needs to be changed.
	Customer experience with the hotel and customer satisfaction will increase.
	3 months
	20/02/2022
	£35,000 


	03
	Broken fittings in the washrooms and old fixtures
	The management needs to do a proper check and list the rooms that needs upgradation and change in the bathroom fittings & fixtures. Then providing the needed upgradation and repairment of the needed changes.
	The customers will feel that the money paid worth the service and the old customers will notice their feedbacks were actually checked.
	Around 1month
	31/12/2022
	£15,000 


	04.
	Faster Room Services
	The room service arrangement and response must be fast and swift. The hotel management will need to hire more employees in that section to ensure the convenience and satisfaction of the customers. 
	Increase guest convenience and satisfaction thus developing brand loyalty among the customers.
	6 months
	30/04/2023
	£95,000 


	05
	Ensuring a clean and hygienic environment to stay at
	Inclusion and vegetarian and vegan options. The costs will be related to new chef recruitment and extra raw material sourcing
	Showing customers their importance in the restaurant’s service
	2 months
	20/02/2023
	£40,000 


	06. 
	Employee behavior & customer relationship
	Training the employees in the proper way to deal and behave with the guests to make the guests feel valued thus increasing a strong customer relationship
	Employee behavior and attitude with the customers is very important to ensure the customer satisfaction which is the most crucial for the success of any business (Connolly and McGing, 2006).
	6 months
	30/06/2023
	£145,000 


	07.
	Online Services Development
	The website needs to have a real time update of the information and provide the convenience of booking, cancellation, and customer care services. Upgradation of the company website and ensuring the needed set of staffs to attend the customers online.
	Customer experience with the hotel and customer satisfaction will increase. Moreover, the company will be more competent to compete with the customers.
	3 months
	28/02/2023
	£165,000 


	08.
	Availability of concierge
	Recruiting concierge for the hotel to welcome guests in the hotel
	The customers will have a good impression of the hotel that will help the hotel to build a good reputation in the market.
	1month
	31/12/2022
	£75,000 



[bookmark: _Toc120056115][bookmark: _Toc120519720]Recommendations
The above sections included detailed analysis of the problems of the London Marriott Hotel County Hall and understanding how the problems can be solved in the long run. However, the hotel cannot solve all the problems at once or give every issue the same level of importance as not every issue has the same level of priority (Helms, 2018). The following suggestions are provided to give proper steps to take for achieving the customer trust & loyalty.
· First the hotel needs to understand what are the needs that are need to be solved immediately for example the bathroom fittings & concierge issues can be solved immediately.
· The hotel must take immediate actions to solve these as those two are the basic of any hotel thus have high importance and priority.
· The hotel needs to put strict regulations in ensuring a clean and hygienic hotel for the customers.
· The hotel management must work on the training and development of employees regarding customer management, suitable code of behavior, and the responsibilities of the employees in their specific sections.
· The hotel management can also come up with strategies to enhance employee motivation thus increasing their urge to serve the guests with proper attitude and behavior (Soares et al., 2021).
· Rearranging the sitting arrangement of the hotel restaurants needs to be upgraded and the room furniture can be changed to more space in the rooms. 
· Increasing the employee efficiency to serve the customers online and recruiting employees that has the needed skills to upgrade the online services and marketing.
[bookmark: _Toc120519721]Conclusion
[bookmark: _Hlk120492346]This is a consultancy report that focuses on the hotel industry. The London Marriott Hotel County Hall is the central attention of the report. This is a five-star hotel with a good amount experience in the market. The hotel has a strong customer base as this is a part of the hotel chain of Marriott Internationals. As a part of the consultancy agency Clarasys, I’ve got the opportunity to investigate and prepare a report on the business problems of this famous hotel in London. This report of consultancy has identified the problems with the hotel based on the customer reviews that were negative along with keeping in mind the positive ones. In most the cases, the customers have given an excellent rating to the hotel. The hotel has a very advantageous location with a mesmerizing view of the hotel. Even though some customers have reported negative behavior from the staff, there are guests who are very satisfied with staff behavior. However, there are many issues that the hotel needs to address that are causing customer dissatisfactions. The sitting arrangement of the hotels is not up to the mark. The chairs are arranged in a way that the people were seated showing the back to the view that spoils the advantage the hotel could get from the attraction of the view. The number of lifts is not enough to accommodate the high number of guests in the hotel thus slow service. The customer’s event reported that the employees of the hotel are not responsive to fixing these issues. The bed sheets, sofa, and other accessories given were not arranged properly and they are slow when it comes to changing the bed sheets, toothbrushes, or towels or refilling the soap, hand washes, toilet tissues, tooth pates, or shampoos. The hotel does not have a proper sitting lounge for the guests moreover the arrangements were not up to the mark. The other non-structural issues include arrogant staff, slow service, inconvenient online services, and poor customer relationship. This consultancy report provides the recommended set of actions along with the estimated budgets to ensure customer loyalty and brand value.
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