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[bookmark: _Toc180780147]Executive Summary
The hotel and hospitality industries are embracing digital technologies and tools to utilize resources and improve service quality and variation. Technological advancement influences the growth and success of hotels and organisations. However, digital skills gaps in the workplace of hotels and hospitality industries have been common issues affecting performance. The workers and employees are not paying attention to the development of digital skills and capabilities which is a common challenge for the organisations. The study has indicated that the Marriot Hotel has been dealing with a lack of digital skills and skills gaps among the employees and managers in the London Branch. The lack of digital skills and skills gaps in the Marriot Hotel have been related to certain causes and reasons. 
The study started with an overview of the Marriot Hotel and its problem in the branch, the aim and objective of the report and the requirement for the consultancy report for the hotel. The study has analyaed the internal and external business environment of the Marriot Hotel. PESTEL analysis has been done on the Marriot Hotel in the UK hospitality sector. The analysis of PESTEL on the Marriot Hotel has reflected that the hotel has to value rules and regulation, growth and changes in the economy to search for new business opportunities. Even the demands of the customers keep changing and these are affecting the offering and available service of the hotels. Available technological advancement, rules and requirement for environmental protection, laws and regulation have been pushing organisations and employees to value legal rules and regulation. They are expected to work on knowledge and abilities to work on updated knowledge. The study has also discussed the SWOT and TOWS analysis in the context of the Marriot Hotel to assess the internal strengths and environment of the hotel. The findings of the SWOT analysis of the Marriot Hotel have demonstrated that the Marriot Hotel has a global image, reputation and chain services, diversified services, reputation and image in the business market. The strategic partnership, collaboration, profitable brands and value have helped the Marriot Hotel to reduce all the possible and potential threats. Even the tool has reflected that the Marriot Hotel needs to work on searching for business opportunities while reducing all the threats. The findings of TOWS Analysis have reflected that the Marriot Hotel can search for business opportunities with the image, brand value, global presence, diversified service, employee loyalty, customer loyalty and innovation while reducing all the threats related to business performance and success. But, when it comes to the lack of skills and knowledge, the Marriot Hotel needed to focus on required and appropriate strategies for the employees. Here the recommendations have been provided for the Marriot Hotel. 
The findings of the recommendations for the Marriot Hotel have reflected the causes of problems, change management strategies, models used for the Marriot Hotel and benefits of change management in the workplace. The findings have stated that the Marriot Hotel has seen the lack of training and skills development of the employees has contributed to the digital skills gaps and capability of employees. The lack of access to digital resources, lack of motivation to learn digital skills, lack of awareness of the benefits of digital skills, fear of change and resistance to change, and inadequate digital infrastructure have been the main cause creating more digital skills gaps in the workplace. These have pushed the management of the Marriot Hotel to work on change management strategies and practices. The Marriot Hotel will be working on training and development opportunities and digital literacy courses for the employees to improve their digital skills and capabilities. The Marriot Hotel will be establishing a culture and systems of on-job training online training and digital literacy course which can reduce digital skills gaps.  The organisation has also chosen to work on leveraging technologies, encouragement and motivation for the employees, implementing of a mentorship program, identifying skill gaps, promotion and accessibility of learning resources, and a culture of lifelong learning in the workplace. Following Kurt Lewin’s change model, the Marriot Hotel will be utilizing the change management and recommended strategies. 
The study has also represented the benefits of change management strategies in the Marriot Hotel demonstrating the needs of digital skills in the workplace. The change management and training and skills development of the employees will be contributing to the digital skills and literacy development of the employees. The training will be helping the employees and leaders to improve productivity of the Marriot Hotel. They can understand digital tools and technologies while improving the customer service and productivity, innovation of products and leveraging technologies. The study has represented an action plan for the selected solution for the Marriot Hotel as a solution and way to implement the solution. Two solutions such as Training and skills development programs and Culture and Motivation for Employee have been selected and communicated to the Marriot Hotel. 
Finally, the study has summarized all the findings and information reflecting the situation faced by the Marriot Hotel, necessity for the solution and recommended strategies, ways to work on strategies and benefits of the change. Considering the internal and external business environment and challenge in the Marriot Hotel, the management will be investing to training in the workplace to improve digital skills of the employees and managers. 
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[bookmark: _Toc180780148]1. Introduction
In the era of technology and modern business, organisations need to approach digital transformation and leverage technologies for the business (El Hajal and Rowson, 2020). The necessity of digital skills and knowledge of the leaders and employees is completely higher for the companies and organisations operating in the hospitality sectors. The UK hospitality and hotel sectors can see the impacts of the digital skills gap which highly affects workers in virtually every role (Mihajlović et al., 2023). The skills gap refers to the missing or lack of digital skills carried by the employees and workers, and number of skilled workers needed to work on the tech business and activities. Today’s workers tend to lack knowledge and digital skills and this has been a growing concern within the digitised world after the COVID-19 pandemic (Parsons et al., 2023). Digital skills and knowledge are necessary for jobs and digital literacy within the era of competition and challenges in the hotel sector. Assessing skills gaps can help hotels to find out excellent opportunity to train, educate, upskill and empower existing workers and employees in the workplace (Ņikadimovs and Ivanchenko, 2020). In such a situation, the hotels, most of the time, suffer from a lack of digital skills and knowledge which also affects customer service, experience and satisfaction. Different causes are identified creating digital skills gaps in the workplace. The lack of skills and knowledge of employees, support and rigid culture from the management and poor leadership in the workplace can cause more digital skills gaps (Prabhu et al., 2022). Marriott International is the leading and reputed global hospitality company that started operating in the year 1927. The diverse portfolio of brands and accommodations has been managed within the company. Marriot Hotel UK is one of them. Marriott Hotel maintains a primarily franchise-based model for the expansion and activities of the business. The business strategy and practices of Marriot Hotel are to expand continuously while leveraging technology and business opportunities to improve guest experiences. Working as a professional Organisational Consultant, I have been approached and communicated by Marriot Hotel for its London Branch to consult on a specific problem affecting the performance and activities of the hotel. The hotel has been experiencing a lack of digital skills and skills gaps in its branches, mostly in the London Branch. This location could not ignore the fact that lack of skills gaps affect the customer service quality and experience in the long run. Also, after the pandemic, the hotel has to pay attention to the digital skills and knowledge of the employees as most of the hotels operating in the UK are leveraging technologies and digital skills of the employees. The purpose of the study is to assess the problem and issue happening in the Marriot Hotel in the UK and recommended strategies and practices for solving the problems regarding digital skills gaps in the workplace. In the case of analyzing external and internal business environment, PESTEL, SWOT and TOWS analysis tools will be utilised. The analysis of the problems will help in giving solutions to the Marriot Hotel. 
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The organisations operating in the hotel industries have seen how external and internal business environments and market forces affect business performance and decision-making in the business (Tajeddini et al., 2020). Day by day, the UK hospitality sectors are dealing with impacts from the external business environment on the demands and activities of consumers (Tussyadiah et al., 2022). In such a situation, the lack of digital skills and skills gaps in the Marriot Hotel have been affecting the performance of the business. The analysis related to the internal and external business environment of the Marriot Hotel is as follows:
[bookmark: _Toc180780150]2.1 PESTEL Analysis 
The PESTEL analysis is one of the effective and used tools by organisations to analyse and evaluate the external macro and uncontrollable factors that affect the business and decisions of the organisations (Hossain et al., 2021). The Marriot Hotel has been dealing with the business environment which might have impacts on digital skills gaps and lack of skills for digital literacy among the employees. These are discussed below:
Political Factors: The political factors and environment of politics in the country relate to the government stability, rules and regulation, regulatory frameworks, taxation policies, tourism policies, trade and tariff, policies of foreign direct investment and so on (dos Santos et al., 2020). In the case of the tourism and hospitality sector, the Marriot Hotel has been operating in numerous countries, and the hotel has been dealing with the impacts of political stability. In unstable regions and location, the Marriot Hotel saw the necessity of the skills and knowledge of the employees to operate effectively and search for new business opportunities.
Economic Factors: The overall growth of an economy such as income, GDP growth, employment, and disposable income of the people would impact the hospitality industry (Hussain et al., 2020). The hospitality sector can see how a booming economy contributes to the income and sale volume of the business. 
[image: ]
Figure: Revenue of the Marriot International 
Source: (Statista, 2024)
Marriott International generated more than 23.71 billion in revenue in 2023 which is a rise of 20.77 billion from the previous year. The (COVID-19) pandemic affected the income of the business and global travel restrictions severely impacted the whole hospitality and hotel industry (Statista, 2024). The era of fluctuations in currency exchange rates, changes in interest rates, and high inflation rates can increase the price of raw materials, operational costs, wages, and cost of resources (Statista, 2024). This can affect the premium and luxury services and segments of the Marriot Hotel when consumers and businesses search for more budget-friendly travel options. In such a situation, a lack of digital skills can affect the operation cost of the Marriot Hotel even more. 
Sociocultural Factors: Changing lifestyle, travel preferences, expectations, and demands of the customers keep changing and these are affecting the offering and activities of the hotels and hospitality sectors (Koseoglu et al., 2021). Changes in population, age distribution, cultural norms and values, religious practices, health and wellness trends, safety and security concerns, use of technology in social interaction and guests’ experiences, brand perception and consumer awareness and so on have been parts of the social factors that have impacts on hotels and hospitality sectors of the countries (Chowdhury et al., 2023). In such a situation, the Marriot Hotel has seen how changing demands and diversity among consumers need skills and productivity from the hotels for guest experience and with poor digital skills and knowledge, the employees cannot cope with the changing needs and preferences of the customers. 
Technological Factors: Day by day, the hotel and hospitality sectors are leveraging technologies and social media platform for every action such as operation, marketing, activities, service and offerings (Ntounis et al., 2022). The hotels and hospitality sectors have seen the rising need for online booking systems, payment systems, needs of seamless booking experiences, integrated management systems, AI and IoT, VR and AR, data analytics, personalization of experiences and connectivity to streamline operations, improve safety and quality of services, and enhance guest experiences, personalize experiences, enhance guest comfort, improve guest satisfaction and meet guest demands, and create customer loyalty (Melián-Alzola et al., 2020). Within all of the changes and current practices, the lack of digital skills and skills gaps would cost the hotel more than they can think of. These can affect the performance and use of technologies in the Marriot Hotel for better service and guest experiences in the changing business market. 
Environmental Factors: The hotels and hospitality sectors and organisations are dealing with the growing demand and changing preferences from travelers for the acceptance of sustainable and environmentally friendly hotel services and options (Johnson et al., 2020). The hotels are expected to approach green initiatives to reduce their participation in climate change. To follow the trends towards the local sources, such as reduction of the local transportation emissions and support supply chain management and local communities, the professionals and employees need to have knowledge of using technologies and strategies (Fisman and Sullivan, 2014). The Marriot Hotel is expected to follow green building standards and initiatives to reduce any type of environmental impact of their actions by using sustainable materials. The lack of digital and other skills and professionalism will be challenging for the Marriot Hotel in the long run. 
Legal Factors: The legal factors and environment of the hotel and hospitality sectors relate to the legal obligation, employment laws and contracts, health and safety regulations, environmental laws, taxation laws, trade and tariff regulations, and other legal rules and these have impacts on decision-making and activities of the hotels (Melián-Alzola et al., 2020). The management of the Marriot Hotel would be highly successful when the employees can understand their legal obligations and expectations along with digital skills and capabilities. 
[bookmark: _Toc180780151]2.2 SWOT Analysis 
A SWOT analysis is approached by the organisation to assess the overview of the organisation, its strengths, and the areas for consideration, threats and opportunities of the business (Wu et al., 2021). In case of assessing whether the lack of digital skills and skills gaps can affect the performance of the Marriot Hotel or not, the SWOT analysis is as follows:
Marriott’s Strengths: The global presence, image and operations influence the revenue, profit and business of the organisations (NIKOLSKAYA et al., 2020). The Marriot Hotel has been able to develop global operations and presence to improve its reputation and image in the business market. The hotel is the largest global hotel chain in the world with over 30 brands (Eschenbrenner et al., 2023). The hotel has worked on diversity, best employer position, and performance. In terms of global brand value and market share, the Marriot Hotel has placed the position among the top five most valuable hotel brands within the market (Statista, 2024). The strategic partnership and collaboration have helped the Marriot Hotel to undercut the competition and develop profitable brands and value in the marketplaces. The loyalty of the customers in the hotel and hospitality sectors can also help organisations to gain access to the success of the business (Han et al., 2021). The Marriot Hotel has the most loyal customers with the quality of service, diversified service and innovation in the management. 
Marriott’s Weaknesses: The weaknesses of the organisations/hotels in the growing sectors can affect a lot of the business, even in survival in the marketplaces (Peng et al., 2020). The facts and evidence of the Marriot Hotel and its weaknesses have reflected the lack of effective data protection for consumers. The poor or family-positioning of the brand of the Marriot Hotel has affected the performance and is considered a major weakness (Barreto and Mayya, 2022). The negative publicity of the Marriot Hotel or image from 2017, strictness in the workplace and other weaknesses have created issues and challenges for the hotel. 
Marriott’s Opportunities: The business opportunities and options can help hotels and hospitality sectors to grow and succeed within the changing business era (Duric and Potočnik Topler, 2021). The hotel industries have seen the impacts of the shifting demographics, changing demands, and preferences in the markets. The hotels and companies have the opportunity to work on the services and grow their customer base by positioning the brands (Pizam et al., 2022). The Marriot Hotel has seen a rising shifting of consumers and demands of the guests, putting more business opportunities in the markets. In the meantime, demands for high-end hospitality services and experiences have brought impacts and opportunities for the Marriot Hotel (Dev and Bird, 2024). They are working on diversified services and offerings to the customers while managing personalized experiences and services in order to cater to the specific needs of customers. The hotel has option for business expansion and market value for the wide range of sectors in the growing market. 
Marriott’s Threats: The threats for the hotel and hospitality sectors are increasing with the impacts on the business and performance of the organisations (Frye et al., 2020). The impacts of the pandemic, intense and stiff competition and challenges have brought challenges to the Marriot Hotel and other hotels. The adverse effects of the global recession, risk of terror and challenges have created issues that have been increasing threats for the Marriot Hotel. 
[bookmark: _Toc180780152]2.3 TOWS Analysis 
A TOWS Analysis is a great tool that is the extension of the SWOT Analysis framework focusing on the Strengths, Weaknesses, Opportunities and Threats and matching the strengths and opportunities of the business to the threats and weaknesses (Sharma et al., 2021). After the completion of the SWOT, the organisation uses TOWS analysis to work on the future direction of the business (Buttrick, 2009). The lack of digital skills and skills gaps in the workplace of the Marriot Hotel could be challenging for the business. The TOWS analysis is as follows:

[image: Using the TOWS Matrix for Strategy Formulation]
Figure: TOWS Analysis 
Source: (Johnson et al., 2020)
Strengths and opportunities: Considering the strengths of the Marriot Hotel, the management can see how brand value, global presence, diversified service, employee loyalty, customer loyalty and innovation can help them to grab more opportunities from the business markets. The strengths of position, employee and customers can help any organisations to leverage resources and available opportunities (Mavridopoulou and O’Mahoney, 2020). 
Strength and threats: In some cases, organisations can reduce the possibility of threats while enhancing the degree of strengths and resources in the business (Kipping and Clark, 2012). The global operations and presence, reputation and image, diversity, income, brand value and performance of the Marriot can help them to fight all the available threats related to competition, pandemic, and changing behaviour of consumers. 
Weakness and opportunities: The weaknesses of the organisations can help them to search for business opportunities after improving the areas (Subramaniam et al., 2011). As the Marriot Hotel has weakness related to data protection, negative publicity and strictness, working on these areas can open doors for them to leverage the best technologies and social media platform. 
Weakness and threats: If the weaknesses of the organisations are not handled and mitigated effectively, the threats to the business can rise (Fisman and Sullivan, 2014). The Marriot Hotel could see the possibility of creating competition, changing behaviour and challenges towards the income if the hotel does not work on their protection, strictness, and publicity in the business market. 
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The businesses of hotels and hospitality industries cannot ignore the rising digital skills gaps in the organisations and their impacts (Adeyinka-Ojo et al., 2020). The management of the Marriot Hotel has been dealing with the digital skills gaps in their London branch. There are some causes and reasons identified for creating and increasing the digital skills gap in the workplace. These are as follows:
Lack of digital literacy and skills among employees: Digital literacy represents the person’s ability to confidently use the technologies and internet to research the trends in the markets, communicate and interact with others, and engage the customers in social media (Qian et al., 2022). The lack of digital literacy and skills among employees would affect their ability to perform their best and leverage technology. The digital skills gaps and capability of employees in the Marriot Hotel have been related to the lack of digital literacy and skills of the employees and leaders in the workplace. 
Lack of access to digital resources: Most of the time, the employees do not know how to collect and find out the information to complete their roles and responsibility (Prabhu et al., 2022). Lack of access to digital resources and information in the workplace affects the ability and digital skills in the workplace. The company might have to lack in training resources for the employees which also affects their ability to accept and use technologies (Alrawadieh et al., 2021). In the Marriot Hotel, the management has seen lacking digital resources and access of employees to resources for digital skills and capabilities in the workplace. 
Lack of motivation to learn digital skills: The motivation and encouragement for employees to work on digital skills and capabilities are sometimes missed in the workplace (Bergson-Shilcock and Taylor, 2023). The lack of motivation and engagement in the workforce will affect the digital skills and knowledge of the employees who are not able to produce top-notch results. Disengaged and discouraged employees cannot improve their digital skills while not having proper time to learn digital skills and interest in learning digital skills can create more challenges for employees (Carlisle et al., 2023). In the Marriot Hotel, the employees have not been properly supported and motivated to learn, improve and manage their digital skills and capabilities which has created digital skills and lack of digital literacy. 
Lack of awareness of the benefits of digital skills: The management has to analyse the availability and benefits of digital skills and knowledge for employees in the hospitality and hotel sectors (El Hajal and Rowson, 2020). The lack of awareness of the benefits and impacts of digital skills on employees and leaders in the Marriot Hotel has affected the availability of digital skills and capabilities of the management and employees. 
Fear of change: The fear of ranges, resistance to change and poor change management in organisations influence the digital skills and literacy level of the employees and leaders (Mihajlović et al., 2023). The lack of digital skills and capabilities of employees is highly related to resistance to new technologies in the workplace. In the Marriot Hotel, the fear of change and lack of change management can create skills gaps in digital technologies in the management. 
Inadequate digital infrastructure: The demands for digital literacy relate to the necessity of digital skills and literacy in the workplace (Ņikadimovs and Ivanchenko, 2020). With inadequate digital resources and infrastructure, the organisations cannot support the skills and knowledge development of the employees. In the Marriot Hotel, the inadequate digital resources and infrastructure affect the digital skills of the employees and management. These require a great solution and strategies for the employees. 
[bookmark: _Toc180780155]3.2 Change Management and Recommended strategies of the Marriot Hotel
Change management represents the systematic approach used in organisations to deal and handle the transformation of the goals, process, technologies and practices of the business (Neupane and Khanal, 2022). The main aim of change management in the organisation is to implement strategies and practices for effecting, maintaining, and controlling change in the workplace and helping the management to adapt to the changes (Stankov and Gretzel, 2021). The recommendations for change management of digital skills and knowledge development of the Marriot Hotel are as follows:
Training and development opportunities and digital literacy courses: The organisation/hotel in the hospitality sectors need to offer training and development opportunities for the employees to improve their digital skills and capabilities (Niati et al., 2021). To facilitate digital literacy and skills, the hotels should be offering training to new and existing employees with digital literacy courses and development programs (Bilsland et al., 2020). The Marriot Hotel will be establishing on-job training online training and digital literacy course for the employees who are interested in working and boosting digital literacy and skills. The management will be working on flexible training with the options available for them to participate in the courses and activities in the workplace. 
Leveraging technologies: The hotels and hospitality sectors have to approach and use technology to streamline operation and reduce any possible human errors (Rêgo et al., 2024). Working and leveraging technologies and the internet can help organisations to reduce repetitive tasks and activities in the workplace. The Marriot Hotel will be leveraging technologies and tools that can help employees learn digital skills and work on their knowledge for career advancement. 
Encouragement and motivation: Encouragement and motivation help employees to work on their career planning and learn new skills (Chohan and Hu, 2022). Encouragement is necessary for the employees in the hotel industries to work on their solid understanding of emerging technologies and use them for better customer experience management M. In the Marriot Hotel, encouragement and motivational strategies will be applied along with training and skills development for employees in order to develop digital skills and capabilities for the performance of the organisation. 
Implementation of a mentorship program: The organisation can apply a mentorship program for the employees with personalized activities and planning for them where the traditional training cannot benefit the employees (Aliyyah et al., 2021). The hotel needs to work on a mentorship program for the employees with mentors with clear lines of communication and a feedback process (Marr, 2022). In the Marriot Hotel, the management will be applying a mentorship program and practice for the employees where the employees can work on their digital skills and capabilities in the workplace. 
Identifying skill gaps: The organisations and leaders need to assess the gaps and lack of skills of the employees in the workplace which affect performance (Jawabreh et al., 2020). Identifying skills gaps in the workplace can help the organisation build and develop better training programs for the employees. In the case of helping the employees to develop digital skills and knowledge, the Marriot Hotel needs to identify skills gaps and lack of skills of the employees. 
Promotion and accessibility of learning resources: The promotion of digital skills development, and access to learning resources and knowledge in the workplace need to be approached (Huang et al., 2021). These help organisations to push employees for personal development, career planning and development, access to learning resource and knowledge, and ways to develop training for the employees who can follow and accept the standard of digital literacy (Sarwar and Muhammad, 2021). The management of the Marriot Hotel will be using and encouraging the employees to use digital tools to access learning resources and materials in the workplace. 
A culture of lifelong learning: The culture of the organisation needs to be flexible. A lifelong culture with commitment can help any hotel sector to encourage and convince their employees about digital skills development and productivity for business success (Lazić et al., 2023). The lifelong learning culture and commitment can help the Marriot Hotel to bring change and improve the knowledge and learning of employees for digital literacy and capabilities. 
[bookmark: _Toc180780156]3.3 Change Management Model 
Change management models are required for the development and implementation of changes in the workplace (Pratiwi et al., 2020). In the case of change management of the Marriot Hotel, the management has to pay attention to the implementation of the change management practice and change management model. Following Kurt Lewin’s change model, the Marriot Hotel will be applying chain management. 
Kurt Lewin’s change model represents the process of assessing how restraining forces influence the actions and behaviour of organizations and individuals where the driving forces motivate changes and employees to the new state (Kasa et al., 2020). Three stages within the model represent the processes to implement change such as preparing for the desired changes, implementing the desired changes and adopting the desired change. 
[image: Lewin's change model]
Figure: Model of change by Lewin 
Source: (Goulart et al., 2022)
Considering the situation and change management in the Marriot Hotel, the management will be applying Lewin's change model to approach and implement change management strategies and practices. The stages of the change management are as follows:
Stage 1-Unfreeze: In the first stage of Lewin’s model of change management, the organisation deals with perception affecting the situation (Eid and Agag, 2020). In this stage, the change leaders focus on the change to improve the preparedness of the organisations and employees for changes while creating a sense of urgency for changes (Pillai et al., 2021). In this situation, the leaders of the Marriot Hotel will maintain communication for the change while involving the team members in the change management. A strategic change vision and change strategy will be developed while communicating the change and addressing employee concerns in the workplace. 
Stage 2-Change: This stage deals with the management and implementation of change in the workplace (Oriade et al., 2021). A continuous flow of information, change management process, empowerment of the employees and motivation will support the implementation of the change management in the workplace (Sarhan et al., 2020). The Marriot Hotel will be maintaining communication and continuous flow of information, engagement and empowerment of employees, encouragement and motivation, and change management process to implement change for digital skills development and learning of the employees. The culture will be flexible and supportive enough for the development of skills of the employees with training and knowledge development. 
Stage 3-Refreeze: The stage allows the organisations and employees to accept and cope with the available changes in the workplace (Van Laar et al., 2020). This follows the acceptance and stabilization of the changes in the refreezing’ stage. The management of the Marriot Hotel will be collecting employee feedback regularly and offering on-demand employee training and support in the workplace. 
[bookmark: _Toc180780157]3.4 Benefits from the Change 
Any changes in the organisations for skills development and performance can help businesses to grow and improve employee attachment in the workplace (Sony and Mekoth, 2022). The importance of digital skills in hotels cannot be overstated. From the development of productivity to fostering innovation and effectiveness, the organisation needs to approach change management that values digital skills development (Al-kharabsheh et al., 2022). As the Marriot Hotel will be working on training and skills development of the employees for digital skills and literacy development, the changes will benefit the business and performance. The benefits from the changes in the Marriot Hotel are as follows:
It can start with productivity. The digital skills and capabilities of the employees help organisations in the hospitality sector to improve their productivity (António and Rita, 2021). Understanding digital tools and technologies, leveraging digital skills, and applying digital literacy can help hotels work on customer service and productivity (Natocheeva et al., 2020). This can help the Marriot Hotel to work on the effectiveness and innovation of products. Studies showed that digital skills can foster workplace innovation and change management in the workplace (Ahmed et al., 2022). The employee and leaders will be staying updated with the latest digital tools in the workplace while learning digital design skills in the workplace. These knowledge and abilities of employees contribute to boosting confidence, career development and innovation for quality and diversified customer services (Bennett and McWhorter, 2021). Moreover, the employees and managers in the Marriot Hotel can develop digital skills and knowledge to adapt to new technologies and trends in the hospitality sector (Dev and Bird, 2024). These can help the Marriot Hotel to keep up with industry trends and best practices for better customer service and satisfaction level.
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An action plan for a consultancy project can help the organisation to break down and assess the problem, the solution, the desired outcome, and the required cost and time for the solution (Goulart et al., 2022). The action plan can help the Marriot Hotel to under desired outcome from the given solution at the given cost and time. 
	No 
	Problem 
	Solution 
	Desired outcome 
	Time scale 
	Completion Date 
	Planned Budget 

	1 
	Digital skills gaps/ lack of digital skills 
	Training and skills development programs
-Different types of training programs for new and existing employees such as on-job training, off-job training, digital learning courses, access to learning materials, mentorship program, career planning and advancement programs will be designed and provided. 
	With the help of training, learning and skills development programs for digital skills and knowledge, the management can provide access to learning and digital skills resource, ways to leverage technology and improve the digital skills of the employees. The training programs can help the Marriot Hotel to improve mentorship programs, career planning and learning resources for employees. 
	2.5 months 
	30/12/2024 
	£25,000 
(London Branch) 

	
	
	Culture and Motivation for Employees
-Flexibility in culture, learning options, encouragement, motivation, career development options, and engagement will be adopted for learning and skills development.
	Flexible and lifelong learning culture, encouragement and motivation can help employees to work on their learning and skills of digital literacy and capability. The employees will be motivated to work on their digital skills and learning for productivity and performance. 
	2.5 months 
	30/12/2024 
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After the pandemic and post-pandemic, hotels and hospitality industries could see the use of technologies and tools to survive, grow and succeed in the business markets (Poláková et al., 2023). In the meantime, organisations with digital skills and capabilities of workforce and labour can work on their customer service and quality of services, communication and interaction for customer experience. Day by day, the need for digital skills and capabilities of employees and managers of hospitality sectors will be rising with changing demands and technological advancement (López Peláez et al., 2020). The findings of the study have indicated that the Marriot Hotel has been dealing with digital skills gaps and lack of digital literacy among the employees which have affected the performance and productivity of the London branch. The consultancy service has been done for the Marriot Hotel which can benefit from the given solution of their problem affecting the business performance. Considering all the findings and assessment of the internal and external business environment, the Marriot Hotel has been dealing with changing demands and market segmentation in the business markets. Technological advancement has also influenced the decision-making and services of organisations in order to satisfy the needs of guests and customers (Chadee et al., 2021). The intense competition and challenges have pushed the Marriot Hotel to leverage technologies for the sake of better performance and quality in services. Without digital skills and knowledge, capabilities and literacy, the employees and managers could not leverage the digital technologies and perform their best in the Marriot Hotel. In the meantime, the Marriot Hotel has seen the necessity of encouraging and supporting employees and managers for digital skills and knowledge development in the workplace. The hotel will be working on its change management strategies applying a chain management model for the development of skills and knowledge of digital literacy and abilities. Under change management strategies and practices, the Marriot Hotel will be working on training and skills development programs with culture and motivation for employees. With a great culture with motivation, organisations can easily work on training and skills development programs and support for the employees (He et al., 2023). The action planning is done and designed for the development of training for the employees who can have access to digital resource and materials for digital skills and capabilities. Moreover, the study has discussed and explained the change management strategies and practices to deal with the problem faced by the Marriot Hotel with the solution for the situation. The Marriot Hotel will benefit from the digital skills training and development programs while helping employees to work on their knowledge and capabilities for career development and productivity in the workplace. 
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