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[bookmark: _Toc219342247]EXECUTIVE SUMMARY 

Delta Hotels by Marriott Swansea is a chain-affiliated hotel that operates within the competitive hospitality sector in the United Kingdom. This consultancy report provides an in-depth analysis of the corporate and operational performance of the hotel. Adriana Organisational Consultancy came up with the report as part of a pro bono consultancy initiative. The report's objective is to identify key operational challenges that are affecting hotel performance, while also proposing recommendations that are evidence-based and practical in order to support service improvement and long-term competitiveness. 
Beginning with an overview of the strategic context of the hotel business in the United Kingdom, the research then goes on to provide background information on Delta Hotels by Marriott Swansea, covering the property's location, market positioning, and operating environment. STEEPLED, SWOT, and TOWS are the analytical frameworks that are utilised throughout the study. These frameworks provide an organised way to evaluating both internal and external elements that influence hotel performance. As a result, the introduction also establishes these frameworks. 
The part on analysis provides a comprehensive study of the most important operational difficulties that the hotel faces, drawing on feedback from customers, secondary data from the industry, and academic research. The service provided by the staff was uneven, there were failures in the maintenance and facilities (such as elevators and showers that did not work), the quality of the food and beverage service was poor, there was a lack of complimentary parking, and the feedback from guests was not utilised systematically. These concerns were discovered to have a direct and negative impact on the happiness of guests, the reputation of the establishment online, and the number of repeat visits, which in turn poses threats to the amount of income generated and the perception of the brand. 
STEEPLED analysis bring   some important outside factors that are putting pressure on the hotel industry. These include changing guest expectations for personalised and experience-based stays, more reliance on technology, rising operational costs due to inflation, growing sustainability expectations, problems in the job market after Brexit, employment and health and safety regulations, and moral expectations about employee welfare and corporate social responsibility. 
Based on the SWOT analysis, the hotel's main strengths were found, including its strong brand association with Marriott and its desirable position on the water. But operational weaknesses in service delivery, maintenance dependability, and food and beverage performance make these benefits less useful. Opportunities included more internal tourism, better services, and staff development. Threats included higher costs, a lack of workers, and tough competition in the market. On top of that, the TOWS analysis turned these insights into strategic directions that showed the hotel how to use its strengths to take advantage of chances while also fixing its weaknesses and reducing threats from outside sources.
On the basis of the findings of the research, the report makes five specific recommendations with a focus on specific areas, including staff training and engagement, preventative maintenance, improvements to food and beverage operations, parking options, and the systematic utilisation of input from guests. The execution of each advice is supported by relevant change management concepts to ensure that it is both effective and sustainable. 
Providing a clear outline of the identified problems, recommended solutions, timeframes, required resources, and key performance indicators, an action plan is offered to support the implementation of the plan. 
According to the findings of the report ,  Delta Hotels by Marriott Swansea has the benefits of strong brand positioning and location and is very important to solve all problems to improve the hotel reputation . There is a possibility that the hotel will be able to increase the overall performance of the organisation, as well as the pleasure of its guests and employees, if it follows the advice that have been proposed.
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[bookmark: _Toc219342248]INTRODUCTION

This consulting report's goal is to do a critical, fact-based organisational study of Delta Hotels by Marriott Swansea, a four-star hotel that is part of a chain and works in the very competitive UK hospitality industry. The purpose of this report is to assess the hotel's current operational performance, identify the most significant issues with management and customer service, and propose effective solutions that will enable the hotel to remain competitive in the long term. By looking at both internal and external factors that affect the hotel, the report tries to find the real reasons for operational problems instead. This method ensures that the suggestions are not only useful but also align with the hotel's operational processes and brand positioning.
The report is meant to help top management make decisions based on facts. With the help of analytical frameworks like STEEPLED, SWOT, and TOWS analyses, the report gives a structured analysis of the hotel's strategic context and turns problems into opportunities that can be used. Since these frameworks are commonly used in hotel consulting, they can also be used to help property managers make decisions.
As a result of Delta Hotels by Marriott Swansea's size, marketplace, and financial situation, this report should include suggestions that are both reasonable and doable. The suggested strategies are workable and measurable because they include a detailed action plan, cost estimates, and criteria for measuring performance. 
To identify all these problems and find a solution, ADRIANA ORGANISATIONAL CONSULTANCY undertook a pro bono initiative to advise Delta by Marriott Swansea.


[bookmark: _Toc219342249]Overview of Delta Hotels by Marriott Swansea 

Adriana Organisational Consultancy identified and selected Delta Hotels by Marriott Swansea when they had a personal visit to the hotel. Hotel reflects the charm and beauty of its Gower surroundings by being in the lively Maritime Quarter on Swansea Bay. In addition to being a short distance from the Liberty Stadium, the Delta Hotel by Marriott offers a variety of amenities that are sure to appeal to a wide range of individuals. The city centre, markets and attraction are easily accessible by foot.(visitswanseabay, 2023)
The Delta Hotel by Marriott features a restaurant known as the Cast Iron Bar & Grill, who offer a stunning view of the marina and the ocean. Room service is available 24h. A total of six conference rooms, skilled catering and video resources are also available at the Delta Hotel by Marriott. ( Hotels, D 2023). The property is perfect for conferences, weddings, receptions, and business meetings because it has many function rooms (like the Gower Suite, which can hold up to 300 people).(Marriott Bonvoy,2026)
Additional facilities include a fitness centre with modern equipment, accessibility features for disabled guests, on-site parking, concierge services, dry cleaning/laundry services, and free Wi-Fi throughout the property. These supplementary services enhance the hotel’s competitive positioning, catering to both short and extended stays. (Hotel, M nd)
Each of the 121 rooms is equipped with a variety of conveniences, such as luxury bedding and air conditioning. Almost all services from this hotel consistently received good reviews from guests.
According to Expedia ,2024   online reviews and comments from guests always praise the hotel's great location and excellent service, with special mentions for the views, room comfort, and ease of access to nearby attractions. At the same time, the hotel has a long history in Swansea's tourism and business markets, which helps to make it a popular choice for both domestic and foreign travellers looking for both leisure and business lodging.
	



[bookmark: _Toc219342250]Identification of the organisational problem 

Second, related Adriana Organisational Consultancy collected second data from customer review and hotel online report.
93% of people agree that internet evaluations affect their buying decisions. This shows how powerful these digital testimonies are for businesses, especially in the hospitality industry. This number shows how important client input is for building the reputation and, in the end, the future of hotels and restaurants.
Businesses have both a chance and a problem with internet reviews because they can be both good and bad. Positive reviews may be a great way to market your business. They can help you expand by bringing in new clients and keeping old ones happy. 
Trust in consumers is very important for the success of online reviews and  is the most important part of the relationship between a business and its customers. Online reviews can help develop or break this trust.(Norman ,J 2022)
In order to better understand what visitors, enjoy and hate, hotel owners and managers can benefit from reporting and analysis. Hotels are able to determine which services are popular and which are not available by analysing the data. Because of this, they are able to modify their services to the requirements of their customers, so ensuring that their guests have an experience that they will never forget.(Mehta M, 2025)
While Delta Hotels by Marriott Swansea benefits from a robust global brand affiliation and a desirable waterfront location, it is currently facing a set of interconnected operational challenges that have potential implications for its competitive performance, guest satisfaction, and internal efficiency. The UK's hotel industry has been having a hard time finding workers. Recent changes to the country's immigration policy have made the problem even worse. These shortages have put more stress on the staff that is already there, made them work longer hours, and caused the level of service to go down. Businesses are having a hard time hiring and keeping employees because of this, which means higher turnover rates and higher running costs. To deal with these problems, hotel need to do a lot of different things, like making the workplace better, paying workers enough, and looking into new ways to hire people.(Bethan Wallder,2025)
[bookmark: _Hlk219156263]Hotels in the UK and globally continue to navigate pressures arising from post-pandemic demand volatility, labour market shortages, rising operational costs, and heightened guest expectations for personalised service and digital experiences. Since hotels are losing money faster than their income, they should focus on making their resources more productive and better. Putting money into technology, learning new skills, and performance management based on data can help protect margins and keep service quality high. Staffing that is flexible and outsourcing tasks that aren't essential can make a business more flexible. Comparing performance to peers can help you find ways to save money on things like energy, supplies, and work.(PWC,nd).
According to UK Hospitality 2024 workforce strategy update, although progress has been made in addressing skills gaps, the industry still experiences high turnover rates and difficulty in filling frontline roles.(Uk Hospitality ,2024) 
Online guest reviews and comments on social media sites are also having a bigger impact on people's decisions to book hotels (Tripadvisor ,2025). Based on my study, I've found that hotels with inconsistent service standards and unresolved guest complaints are more likely to get bad online reviews, which leads to fewer guests and less money coming in. According to early data from third-party travel sites, many guests are happy with the hotel's position and views, but some reviews point out inconsistent service quality. This is a problem that many full-service hotels have because staffing levels change, and training gaps may exist.
According to Cormican D ,2025 the recent UK Budget made changes to business rates relief, the living wage, and the amount of money employers pay into national insurance. These changes will have an effect on businesses across the sector.
 Based on my research on Tripadvisor I find Delta Hotel by Marriott have few big problems : lift out of order, shower doesn’t work ,windows can’t be open ,not free parking ,too much noise because of maintenance ,noise air-con, cleaning staff not friendly, bad restaurant service ,etc. These problems could hurt this brand's image, employee morale, and repeat business if are not fixed, because service quality is such an important differentiator in the hotel business, even small operating inefficiencies can have a big effect on how happy customers are and how much money the business makes.
This report uses the following analytical frameworks to organise the research and make sure that the suggestions are based on well-known strategic thinking: 

 STEEPLED analysis

STEEPLE analysis, an extension of the well-known PESTEL analysis, takes a deeper dive into the external factors affecting a business. The acronym STEEPLE represents the six factors you’ll analyse to determine areas of opportunity for your business, including social, technological, economic, environmental, political, legal, and ethical factors .(Miro.com 2025). This framework will be of assistance in determining environmental factors that have an impact on hotel operations. These pressures include situations in the labour market, changes in regulations, economic volatility, and advances in technology.

[bookmark: _Toc219342251]SWOT Analysis 

It is necessary for any business enterprise, including hotels, to conduct a SWOT analysis, which is a strategic technique that enables them to identify their strengths, weaknesses, opportunities, and threats. 
Providing businesses with a methodical approach to analyse their internal capabilities in conjunction with their external environment was the motivation behind the development of this framework. This is especially important in the hospitality industry, which is characterised by its high level of competition and its high level of dynamic activity. 
When it comes to the management of a hotel or when contemplating the opening of a new hotel, conducting a SWOT analysis can be extremely beneficial. It is helpful in identifying the areas in which the hotel excels , the areas in which it needs improvement , the prospective avenues for expansion or development, and the external elements that could provide impediments .(Anon,2023)
For the purpose of determining the most important strategic aspects, the SWOT analysis that is included in this report will use operational data, patterns of guest feedback, and market conditions.

[bookmark: _Toc219342252]TOWS analysis 

Even though it is more of an action tool than an analysis tool, the TOWS analysis makes use of the same components as a SWOT analysis. It is recommended that you utilise TOWS in conjunction with the analytical SWOT tool in order to assist  in determining what to do with the results of  investigation.(Professional Academy,2024)
By utilising TOWS, it is possible to establish a direct connection between the strategies that are advised and the analytical insights that have been uncovered, so becoming them more actionable and strategically coherent.

[bookmark: _Toc219342253]ANALYSIS 

[bookmark: _Hlk218816549]When looking at Delta Hotels by Marriott Swansea's performance, it's important to keep in mind that the UK hotel business as a whole has been having a lot of problems lately. The hotel has a great position on the water and is part of a strong brand, but it is also facing a number of operational and management problems that need strategic attention.
One of the most important aspects of organisational consulting is the identification of certain operational and service delivery challenges that have an impact on the overall visitor experience, reputation, revenue, and long-term competitiveness. Despite the fact that Delta Hotels by Marriott Swansea possesses a great deal of assets, the feedback from actual guests exposes a number of recurrent issues that require strategic solution.
An organisational consultancy's job is to assist a company in reaching its maximum potential by helping in this regard. Conduct an in-depth study of the current situation in order to determine the obstacles and possibilities that exist and then offer guidance and suggestions in order to enhance the efficiency and effectiveness of the situation.(Anon,2024)
I will present few of the big problems which I find on Delta Hotel by Marriott.
Although many guests report positive interactions with staff, there is evidence of inconsistency in friendliness and attentiveness — particularly at reception and during restaurant service. One TripAdvisor reviewer described a check‑in experience that was “underwhelming” because the staff member was not welcoming and initially failed to complete the check‑in process correctly. Some cleaning staff were also noted to be less friendly compared with other team members such as those at breakfast service.(Tripadvisor,2025)
It is possible that this inconsistency reflects deficiencies in service training or workforce involvement. Therefore, inconsistent performance might have an effect on repeat business and online reputation. In the hospitality industry, perceived friendliness is intimately linked to customer satisfaction and brand loyalty.
In a number of evaluations on Tripadvisor , guests have expressed their discontent with the hotel's parking arrangements, namely with the prices for parking and the lack of transparency regarding the charges. Despite the fact that several reviews mentioned that parking was accessible on the premises, they were of the opinion that mandatory fees, such as £5 per night, were not adequately communicated throughout the booking process and were not presented in a transparent manner. 
this is a practical problem with two sides:
-perceived value -when guest pay extra ,they think they are getting less for their money.
-clear communication-guest may feel misleading if parking fees are not made clear.
In order to avoid bad perceptions, hotels that operate in urban contexts need to carefully manage the revenue sources that supplement their main revenue.
According to Wanderlog,2025, the feedback from guests indicates that there are issues with the hotel's food and beverage operations. One tourist mentioned that there was a lengthy wait in the restaurant for food and drink, which lasted for approximately ninety minutes. They described the delay as "unacceptable" and said that it negatively impacted their stay.
Guests may not be happy with slow service or disinterested wait staff, which can make them not want to eat at the hotel and make the hotel lose money by losing customers. This also suggests that there aren't enough staff or that the cooking and front-of-house teams aren't working together well during busy times, which is a common problem that causes operations to slow down.
Several online reviews talk about problems with the rooms' physical features, like windows that don't open or only open slightly, making it hard for guests to get fresh air and air flow. One reviewer said that the windows were either screwed shut or barely worked at all, which made it hard to let air flow without using air conditioning. (Wanderlong ,2025)
This kind of infrastructure problem makes guests less comfortable, especially when it's hot outside or when they stay longer, and it may make the facilities seem old.
There is direct guest commentary that says the main lift wasn't working at times, forcing people to take other ways or wait for repairs to be made. This was clearly stated in a TripAdvisor review, which said that the lack of a working lift was inconvenient. 
Lift dependability is very important in hotels with more than one floor. Long outages make it hard for guests to move around, especially older guests or those with bags, and can make employees look less competent.
Guest reviews contain detailed descriptions of bathroom problems, including:
     -functional limitations in showers (dated fittings, varying water issues)
     -mould, cracked sinks or outdated 
(Booking,2025)
Although not as universal as some service issues, these facility problems reflect delayed maintenance in room upgrades, contributing to an overall perception .
Each of these operational problems—unreliable service, unhappy customers with parking, needed repairs, or long wait times—has an effect on how happy customers are, the restaurant's online image, and maybe even its ability to make money
Effects of Found Problems on Hotel Performance
I find operational problems at Delta Hotels by Marriott Swansea  such as unfriendly or inconsistent staff service, paid parking, bad restaurant experiences, windows that won't open, lift breakdowns and showers that don't work. These problems have a real impact on the hotel's key performance measures.



[bookmark: _Toc219342254]STEEPLED Analysis 

STEEPLED analysis is used to figure out how the outside factors affect Delta Hotels by Marriott Swansea. This framework shows how macro-environmental forces affect how hotels work and add to problems that are already there.

 STEEPLED Analysis
Social
Today in  hospitality industry, when people expect more value, quality, and purpose, it's crucial for hotels to think about how to give to the  customers what they want. Because the guest doesn’t expect just a clean room ,but they want a memorable experience which include the quality hotel service. (Roberts , I 2025)
Delta Hotel by Marriott Swansea must to change the hotelier service  steps  and improve the training to be possible to offer the guest expectation service.Failling to meet this gest expectation can negativelt affect  reputation.
Technological 
The hospitality sector has traditionally been based on personal connections. But in today's hyper-connected world, guests' needs are changing quickly, so hospitality companies need to use both emotional intelligence and analytics to stay ahead. Artificial Intelligence is providing the basis for guest experiences that are really personalised, predictive, and powerful.(Roberts, I 2025).
Because of lack of budget to invest in technology Delta Hotel by Marriott can lose the guest loyalty .
Economic 
According to data from the industry and Parliament, the UK hospitality sector is still one of the country's biggest employers and economic generators. More than 2.6 million people work directly in the industry, and the sector has an economic imprint of more than £140 billion. The business also brings in over £54 billion in taxes every year, which shows how important it is to the economy.(Hemesh Colonne ,2025)
According to forecasts for revenue per available room (RevPAR) growth in 2025, UK regions will have a little increase of 1.9%. These numbers show that the sector is still having trouble adjusting to the structural changes caused by the pandemic and the economic challenges that followed.(Bald Consulting ,2025)
Rising operational cost affect Delta Hotel by Marriott Swansea because reduce the ability hotel to invest in maintenance and service  and become hard to fix the guest issue .
 A big economic factor was Covid 19,because the hotel industry loses a lot of money and a lot of staff.
Environmental 
Many travellers want to travel in an eco-friendlier way. In fact, 83% of them believe that eco-friendly travel is important to them, and 67% say that seeing responsible activities makes them want to change their own habits to be more eco-friendly. (Press Release,2025).

Political 
The decisions made by the local government have a huge impact on the hotel and tourism business. The hotel sector can expand when a country is politically stable, but it can hurt its growth when things are unstable. Here are some ways that politics might affect the hotel business.(EdrawMax ,2019)
Hotel industry was very affected by Brexit because they lose a lot of staff and the immigration policy affected the workforce planning .
Legal 
To set up a hotel, is needed a qualified and devoted staff. before to hire anyone, it's important to know and follow UK employment rules. This includes writing job contracts that follow the law and safeguard both the company and the employees. In the UK, health and safety rules are very strict, especially in the hospitality industry, where the safety of guests and employees is the most important thing. Hotel owners need to do extensive risk assessments to find possible dangers and take steps to reduce them. The General Data Protection Regulation (GDPR) sets rules for how personal data can be used in the UK. Hotels must follow these rules to protect the privacy of their guests.(Sutherland T ,2023)
Delta Hotel by Marriott Swansea is not affected by any legal factor.

Ethical 
Every manager in the hotel sector should follow these ethical rules: respect, commitment to quality, reputation, generosity, loyalty, pleasant energy at work, and fairness.(LPC,2022)
Demonstrating ethical commitments to employee welfare and guest inclusivity improves brand reputation and Delta Hotel by Marriott is doing this .

Demographic 
The changing demographics of countries around the world have had a big effect on the hospitality business. Changing consumer tastes is one of the main ways that changes in demographics affect the hospitality business. More tourists are visiting the hospitality industry because of changes in population, which has also led to a move towards sustainability and caring for the environment in the industry.(ChavangI, MG 2024)

[bookmark: _Toc219342255]SWOT analysis 

A SWOT analysis is a way to look at how well a business is doing, how much competition there is, how risky it is, and how much promise it has. It can also be used for a part of a business, like a department, a product line, a market, or something else. 
This method uses both internal and external data to help businesses choose strategies that are more likely to work and stay away from ones that haven't worked in the past or are less likely to work in the future. SWOT analysis from outside sources, investors, or competitors can also help them figure out why a company, product line, or market might be strong or weak.(Kenton,W 2025)

The SWOT analysis provides an overall picture of the internal and external factors that affect Delta Hotels by Marriott Swansea's success. It highlights areas of strength that make the business more competitive, areas of weakness that impact the quality of service, external growth opportunities, and threats that could compromise the business's ability to remain operational.
	Strengths 
	Weaknesses 
	Opportunities 
	Threats 

	Marriott brand recognition 
	Unfriendly staff
	Growth in tourism 
	Staff shortage 

	Waterfront location
	Maintenance issue
	Improve staff training
	Rising operating costs

	Loyalty program 

	No free parking
	Improve maintenance and facilities 
	Strong competition 

	Conference and restaurant facilities
	Poor restaurant service 
	Use guest feedback more effectively 
	Damage online reputation 

	Suitable for business and leisure
	Negative online reviews
	Sustainability improvements 
	Economic uncertainty 
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Tows go one step further than a SWOT analysis to help you do something with what you've found. Tows uses the same parts as its predecessor, but they are arranged in the opposite way. To get good ideas for how to use the material most effectively, it brings together internal and external forces.(Professional Academy , 2024)





	
	Opportunities 
	Threats 

	Strengths 
	SO Strategy
	ST Strategy 

	
	Improve loyalty program to attract guests 
	Use brand guidelines to keep the service when aren’t enough staff

	
	
	

	Weaknesses 
	WO Strategy 
	WT Strategy 

	
	Use guest reviews to improve the restaurant service
	Avoid damage reputation and prioritise maintenance 

	
	Improve staff training to high service equality 
	Control cost 
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According to the research, Delta Hotels by Marriott Swansea is having problems with operations and service delivery that hurt customer satisfaction, the company's online image, and its overall performance. 
This section's goal is to make reasonable suggestions, based on proof, and get to the bottom of the problems that have been identified.
 Each recommendation is aimed at a specific area of underperformance that was found throughout the research. These areas include the quality of staff service delivery, maintenance and facilities management, food and beverage service quality, guest perception of value parking charges , feedback use. These five  suggestions are meant to fix  the problems that the hotel is having and the bigger problems that they are having with its reputation, making money, and keeping customers.
Adriana Organisational Consultancy got an action plan that lists the duties, deadlines, expenses, and expected results of the recommended adjustments. This will help the hotel's management team plan and carry out the modifications correctly .

Our recommendation is :
1.Improve staff service quality by training .
In the hotel industry ,training is very important because has a direct effect on service quality ,guest satisfaction and the hotel’s image.(Disprz.ai 2025). In hotel industry is nothing more important than providing to team the knowledge and the self-assurance they need to achieve the success. Investing in staff reduce turnover and improves guest satisfaction (Freedman J 2025).
2. Strengthen  maintenance and facilities management
One of the most important things for hotel owners is to keep their hotels running well and keep their guests happy. A strong preventative maintenance program is an important part of reaching these goals.(O’Neill T 2025)
In the hospitality business, facilities management is very important because it makes sure that properties run easily, guests are happy, and costs stay low. A hotel or resort's success depends on the work of grounds management, which does everything from keeping important systems running to overseeing guest services.(MRI ,2024)

3. Improve restaurant ,food and beverage service 

Hotel managers should always put the happiness of their guests first. Making quality a top priority in the restaurant can make sure that people have a great time and are happy when they leave. People may write nice things about the hotel and tell their friends about it, which can help it get even more guests in the future.(Stephens ,M 2023)
Food and beverage (F&B) services are very important to the hospitality business because they affect how happy and comfortable guests are and how memorable their stay is. They also make a lot of money through bars, restaurants, room service, and events. The way the food is served, the atmosphere, and the hotels themselves all help to build a property's brand. The food and beverage sector is a powerhouse in the hospitality business, creating jobs and making money.(Elphick ,D 2024)


4.Manage guest perception of value and parking charges 

Parking is more than just giving a person a place to leave their car. It gives you a chance to make the whole experience of a guest better, which leads to good reviews and a better picture of your brand. Parking is another place that can give you a good return on your investment because it doesn't cost much more but can bring in a lot of money.(Hospitality Association ,W 2024)

5. Use guest feedback strategically

Feedback from guests is very important for hoteliers and experience providers because it helps them make service, amenities, and the general guest experience better. It not only points out areas of success but also finds ways to make things better. A business's image depends on how well it can listen to customer feedback and make changes based on that feedback. So, feedback from hotel guests has a direct effect on how happy and loyal those guests are.(DeMers L,2024)
Guest feedback isn't just random thoughts; it's a key tool for figuring out the best pricing strategies, increasing bookings, making the property more visible, making day-to-day operations better, and eventually generating huge revenue growth. In the hospitality and short-term rental industries, properties can use guest reviews and feedback to improve their image and make more money by adopting strong management strategies and seeing reviews and feedback as useful data.(Reid ,N 2025)
 To implement all this recommendation, we’ve got an action plan .

[bookmark: _Toc219342258]Action plan 

A plan of action is a checklist of actions and resources that are necessary for the accomplishment of a project goal.(Udoagwu,K 2023).
Is providing a clear guide and framework ,help to keep  a track of what is needed to do and when .A good action plan may help  the team stay focused and get a lot more done.
This action plan gives a clear way to put the suggested changes into action. It lists the main issues, possible remedies, intended results, reasonable time frames, and anticipated prices. This helps hotel managers plan, set priorities, and keep track of progress without causing too much trouble with day-to-day operations.

	Problem identified 
	Proposed action
	Deadline 
	Resources 
	KPI

	Unfriendly staff
	Set up a structured training for customer service that focused on business values ,communication skills  and hospitality standards. Set up regular meetings to review.
	3 months 
	Hr manager ,
Staff time, training provider .
No cost .
	Improvements in online review of staff and higher score of guest happiness.

	Poor maintenance (lifts,showers,windows)
	Set up a preventive maintenance , speedy problem reporting and hiring a maintenance coordinator .
	2-4 month 
	Maintenance budget, facilities staff
£10000 spend 
	Reduce complains from guests and faster repair response time 

	Poor restaurant service 
	Improve F&B, staff training ,service process, introduce a mystery guest reviews 
	3 months 
	F&B managers ,external auditor
£5000 spend
	Improve restaurant feedback and increase the revenue.

	Lack of free parking 
	Negotiate local car park discount and discuss carefully upon booking .
	1-2 months 
	Management negotiation time 
	Reduce complains about parking ,improve booking satisfaction 

	Bad guest feedback 
	Conduct monthly review session to adopt improvements based on online comments 
	1 month 
	Management tine ,CRM system 
	Improve reviews, faster response to reviews 



[bookmark: _Toc219342259]Conclusion 

This consultancy research has critically evaluated the operational and service performance of Delta Hotels by Marriott Swansea within the context of the highly competitive UK hotel industry. The report used a number of strategic frameworks, including as STEEPLED, SWOT, and TOWS analyses, to find the most important internal and external elements that affect the hotel's performance. It also found several operational problems that need to be fixed by management. Most of these problems had to do with inconsistent service quality, maintenance and facilities management, food and drink service delivery, using guest input, and getting employees involved. 
The analysis showed that the hotel has a strong brand affiliation, a great location on the water, and access to the Marriott Bonvoy loyalty program. However, these strengths are weakened by service and operational failures that hurt guest satisfaction and the hotel's online reputation. Customer reviews and industry literature showed that there is a direct link between service quality, operational reliability, and financial performance. This shows how important it is to deal with these problems in a planned and organised way. 
The research suggested five  realistic and evidence-based ways to improve service standards, make maintenance more reliable, improve food and drink operations, and get staff more involved in response to the problems that were found. 
An action plan was given to make it obvious how to carry out the strategy, including who is responsible for what, when it has to be done, what resources are needed, and what key performance indicators are. This organised method helps managers make decisions and lets them keep an eye on performance throughout time, making sure that changes are measurable and last. 
The report's findings show how important it is to make sure that operational processes match brand standards and guest expectations in order to stay competitive and protect the organization's reputation. Delta Hotels by Marriott Swansea might greatly improve guest happiness, boost employee morale, and overall hotel performance by following the suggested measures. 
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