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The report was written on the request of Marriott Hotel Manchester Airport and by Clevora Consulting, this consultancy report provides a comprehensive review of the operational and organisational impediments that impede the hotel’s performance. The overall objective of this report is to identify the core barriers to service quality, staff engagement and customer satisfaction and suggest cost-effective solutions to enable persistent improvement.
Hotel Overview
Located just alongside Manchester Airport, Marriott Hotel Manchester Airport is a resort with 4-stars that has been offering services for a long time to a variety of business travellers to holidaymakers and airport employees. The hotel is a very important component of Marriott International’s expansion process in the UK since it has over 215 rooms, an abundance of service facilities, conference facilities as well as leisure facilities. New statistics and consumer testimonies emphasize declining service, increased staff attrition and communication gaps, which need outside consultation.
Identified Issues and Impact
A set of interdependent concerns that erodes the overall effectiveness of the hotel are outlined in the report:
1. High Staff Turnover: Regular departures, particularly in such positions as housekeeping and on-site service, have stretched reliability of service, inflated hiring cost and depressed team spirit.
2. Inconsistent Customer Service: Lack of effective communication and standardised training has accounted for unpredictable service results which in turn failed to meet the service excellence requirements of Marriott.
3. Internal Communication Breakdown: The existence of departmental isolation and inefficiencies in information exchange has greatly undermined teamwork and rapid service for guests.
4. Outdated Operational Systems: Old technology systems impede departmental synergy and smooth transitions for data.
These obstacles have created a decline of customer engagement and diminishing online reviews and loss of overall profitability. The STEEPLED analysis was also able to identify effects of emerging economic trends, technological progress and changes in labour market dynamics across the UK
Strategic Frameworks Utilised
The report used numerous strategic tools to help analyse as follows.
· External influences: Inflation, labour market dynamics, digital innovation and socio-political changes were discussed through the framework of STEEPLED Analysis to evaluate the impacts on the hotel’s performance.
· Brand recognition, among others, were observed as strengths within the organisation while human resource operations challenges were observed through SWOT analysis.
· TOWS Matrix helped to transform the analysis into implementable strategies as the TOWS Matrix matched the strengths and weaknesses of a hotel to opportunities and threats in the environment.
Key Findings
· High quality image of Marriott Manchester Airport is under threat from increasing service problems and failures around its operational activities.
· The lack of proper recognition, few opportunities for promotion and poor communication fall as the top causes of the disengagement of staff.
· Reduced levels of satisfaction constructed from feedback from guests are reflected in increased incidences of slow service delivery, communication failures and inconsistencies on cleaning practices by the premises.
· Industry comparisons point out that competitors are modernising to cutting-edge solutions and flexible workplaces while improving staff engagement and guest experiences.
Recommendations
To solve these problems, Clevora Consulting recommends the following.
1. Employee Engagement Program: It is possible to put into effect a formal recognition plan, initiatives to provide a career path and less restrictive time allotments for creating an increase in retention and engagement of employees.
2. Training and Development: Developing an extensive, never-ending training to ensure that there is no breakage in service delivery everywhere that customers are interacted with.
3. Digital Transformation: Imposing the introduction of a new PMS for enhanced processes, enhanced flow of data and a higher standard of customer service.
4. Internal Communication Strategy: Deployment of a uniform communication system across all the departments, together with scheduled team meetings to reduce the gaps of information and enhance transparency.
Change Management Approach
To affect a smooth transition, the report recommends the use of Kotter’s 8-Step Change Model and Lewin’s Change Theory which are centred on creating urgency, engaging stakeholders and sustaining support. Staff feedback will be used throughout the process of implementation to build confidence and commitment.
Cost and Feasibility
The projected cost for the changes is approximately £87,000 which is inclusive of new systems installation, staff education, engagement activities and professional consultation fees. With the hotel dimensions, occupancy rates and annual revenue projections in consideration, such costs are perceived as realistic, which will generate returns such as reduced staff losses, guests’ satisfaction and efficient operations among others.
Action Plan Overview
In the report, a well-arranged, timeline guided action plan is provided, which speaks to identified problems, suggested cures, the desired outcomes, costs and milestones. Outcomes to be achieved in the next 6 to 12 months are identified and their status is to be assessed and reported every quarter.
Conclusion
The report implies that Marriott Hotel Manchester Airport can get back its services standards, retain the staff commitment and increase competitiveness with the help of staff management improvement, system improvements and sales process refinement. Marriott Hotel Manchester Airport is invited to contact Clevora Consulting in case additional support is necessary to achieve outcomes proposed within this report.
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This consultancy report has been requested by Marriott Hotel Manchester Airport which is a flagship hotel in the globally famous Marriott International brand, in order to address one of the most relevant issues of the hotel that is high staff turnover. This issue affects the efficiency of operations and the spirits of employees who are working within the organisation (Buttrick, 2013). Although the Marriott Hotel Manchester Airport is very critical in the industry, its commitment to ensure that it serves high standards of service is always under pressure because of the constant drain in the pool of knowledgeable workforce that not only disturbs the delivery of guest experiences but also staff morale. This problem has increased the cost of recruitment and training programs and negatively affected the quality of service and morale of the team which requires urgent intervention (Burnes, 2014). Located right next to Manchester Airport, the Marriott Hotel Manchester Airport is an enormous, four-star hotel which has established a powerful reputation locally. Locators within the immediate vicinity of Manchester Airport make the hotel a necessity for both business travellers and tourists. Offering approximately 215 up-to-date rooms, modern meeting places, a health and fitness centre and an assortment of dining options, this hotel is easily recognisable within the local hotel industry (Noordzife, 2014). As a business in operation over more than 2 decades, there have been a number of updates to the hotel to maintain its competitive advantage and meet Marriott brand global standards. Even though the hotel’s infrastructure has improved, it is not isolated from the challenges that mainly revolve around retaining and engaging its employees (Whittington et al., 2019).
In the field of strategic and human resource management, Clevora Consulting has been employed to thoroughly analyse and come up with all root causes of this problem. Our consultancy based in London from the experience of consulting to hospitality, retail and service industries over the course of a decade is well positioned to address these challenges. At Clevora, we are focused on helping businesses get past core issues by the use of well-known, research-based initiatives that will lead them to long-term growth (Mavridopoulou and O’Mahoney, 2020). At Clevora Consulting, we put a lot of focus into a client-oriented approach that combines a deep knowledge of the industry with proven methods of management that directly add value to our client.
The report will attempt to delve into why there has been an unprecedented staff turnover followed by exploitation of remedial measures. We take this task with the emphasis on comprehensive investigations, which can give a wider picture of the situation. The report will be based on a variety of theoretical frameworks and models in its analysis. The report will start the analysis using the STEEPLED framework to explore macros-level external factors that may influence the team. After, a SWOT analysis will be used to uncover the hotel’s internal strengths and weaknesses, as well as external circumstances which present as opportunities or threats. Using this tool, the hotel’s situation related to how it handles its human resources and effectiveness in operations will be better understood. Subsequently, the TOWS matrix will support the working out of concrete strategies by aligning the hotel’s strengths to market opportunities and adapting interventions to mitigate its weaknesses and external threats (O'Mahoney, 2021).
This report will be formed to assess the challenges experienced and provide Marriott Hotel Manchester Airport practical strategies that can be used to deal with staff retention, create a positive organisational culture, as well as maintain excellent service (Kipping and Clark, 2012). Clevora Consulting will use the evidence-based approach to consulting with a view of enabling the hotel to be able to manage its human resource challenges and maintain consistency with operations.
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Identified Issue: Great staff desertion and challenges in staffing the company have been a serious problem.
Over the past 18–24 months, Marriott Hotel Manchester Airport has witnessed a massive staff turnover which has negatively impacted on efficiency with operation, guest satisfaction and performance in financial terms (Jackson Jr, 2023). The hospitality industry is usually characterized by irregular staff availability (Giousmpasoglou, 2024). Still, the level at which staff quit is higher than industry standards, which is a major problem.
Impact on Hotel Performance
1. Guest Experience and Service Quality
Continual influx of new workers ensures that Marriott Hotel Manchester Airport has low service quality as the experienced and trained employees are in limited supply (Kotter, 2012). The travellers have experienced evident waiting lines, lack of attentiveness and differences in service, with the most leverage being seen in check-in and dining (Pal, 2024). Past-year TripAdvisor response shows a 15% increase in 3-star/poorer ratings, which shows the problems of staff shortages and inadequate service staff (Trip Advisor, 2025).
2. Increased Recruitment and Training Costs
Recurring recruitment and staff training lead to continuous financial purses. A single new employee onboarding cost is estimated at £1,200 for training, uniforms purchases and administration overhead (Neupane and Khanal, 2022). In instances with high turnover, the accumulated cost of hiring and estate training new staff can have tremendous negative impacts on profitability (DiJulius and Murray, 2024). 
3. Reputational Damage
With few branded hotels at Manchester Airport, it is important to keep up a good reputation. Reviews published on Google and booking.com speak of the lack of such staffing and unfriendly staff and increasing risk of losing both customers and business deals (Subramaniam et al., 2011).
4. Internal Morale and Team Cohesion
Staff members quoting long service state burnout and frustration resulting from high staff turnover (Yan et al., 2024). Latest HR data suggests that 63% of workers say they need to be handling more tasks due to regular employee exit while 49% say they are not sufficiently supported by the management (Baskin, 2023).

Causes of the Issue
1. Low Wages and Limited Benefits
Low salaries are ubiquitous in the hospitality industry and little does Marriott Manchester Airport propose as an alternative in this regard. Basic roles pay the minimum wage and have only the minimal additional over mandatory employment benefits (Newton, 2019). New talent becoming accessible to competitors such as Hilton Manchester Airport with slightly increased pay and additional benefits like free accommodation or travel costs becomes much easier.
2. Limited Career Progression Opportunities
From interviews with workers, it is discovered that lacking promotion options causes disinterest in long term participation. Less than one in five current workers knew that there were clear channels for promotion or professional development. However, Marriott hotels in large cities provide the personnel with more options for development than hotels on the airport site (Baron and Armstrong, 2007).
3. Inadequate Feedback and Communication Channels
Staff has not got a constant route for giving or receiving feedback. Reporting of performance is restricted to annual reports and meetings at the team’s level are uncommon. This leads to feeling away and demotivated when employees end up quitting (Brierley, 2006).
4. Work-Life Imbalance and Rotational Shifts
Such night and weekend jobs are common if one is working in the hospitality sector. On the other hand, disorganisation in rota management at Marriott Manchester Airport has led to a large number of disagreements and dissatisfaction of the staff.
External Factors: STEEPLED Analysis
In order to discuss the role that broader environmental factors play in this challenge, a STEEPLED analysis was conducted.
Social: Since the beginning of the COVID-19 crisis, the hospitality sector has been transformed considerably in terms of what employee’s demand from their employers. A generation gap exists between older working generations and their younger counterparts which are the millennials and Generation Z, who value work-life balance and mental health, as well as corporate well-being promotion (Fisman and Sullivan, 2014). Marriott Hotel Manchester Airport has lagged behind these changing expectations leading to staff dissatisfaction. In addition, due to Manchester’s wide demographic, the hotel should promote an accepting and supporting work environment. Lack of sufficient personalised approaches to involve staff, recognition efforts and flexibility on work schedule have rendered the hotel less attractive as an employment destination in particular to young, regular workers who seek out stability and estimable jobs (Johnson, 2005).
Technological: Marriott Hotel Manchester Airport has failed to catch up in terms of use of technology to enhance employee engagement, training and timings. As Marriott has been a renowned entity throughout the world for identifying opportunities for technology in the customer facing areas, the internal operations at Manchester Airport site have yet to implement major technological changes (Hounsgaard and Woods, 2024). There is a lack of automated solutions for activities like rota coordination, digital feedback, staff induction compound communication challenges and stress on staff members. Additionally, millennial and Gen Z employees tend to look for higher level technological tools to help them work in the hotel. The failure to advance outdated systems consigns Marriott into an operational effectiveness hole and an area of competitive disadvantage compared to more technology-oriented rivals like Hilton and the Premier Inn (Eschenbrenner et al., 2023).
Economic: The economic situation in the UK (and especially in Greater Manchester) puts pressure on employees as well as organisations. Together with increased prices, especially for transportation and living expenses, has muted the financial attractiveness of hospitality employment. Marriott Hotel Manchester Airport sits uncomfortably, as do its entry-level wage rates comparable to the national minimum in relation to higher paying jobs in retail and logistics (Allmer and Sears, 2025). With the state of the economy, Marriott has also experienced higher turnover and struggle in attracting new talent. Additionally, the falls in overseas businesses due to inflation and the uncertain economic scenario have caused a decline in bookings at hotels, thus reducing capital to invest in HR upgrades (Kumar, 2024). 
Environmental: Environmental sustainability is now an integral part of building up and attracting new talent to an employer’s reputation. Marriott Hotel Manchester Airport has not been able to become an innovator of environmental accountability at the local level till this date. While Marriott brand’s global environmental goals are generous, such as reducing carbon emissions and ultimately reducing single-use plastics, they are not shining through at the site level in terms of execution and communication. Youths aged at 35 and under are particularly attracted to organisations focused on environmental responsibility (Lee and Kim, 2024). An absence of green programs (recycling, energy conservation, staff rewards for sustainability) may dissuade job seekers (and dampen enthusiasm among current staff). The falling behind in the responsibility for the environment, in its turn can cause reduced morale among employees and reduced organisational pride.
Political: There have been very significant effects of Brexit related political changes on the UK’s hospitality industry. The curtailment of free movement around the EU has led to a staffing issue, particularly in low levels of work, including housekeeping and food services. Marriott Hotel Manchester Airport located at an important travel gateway has faced the greatest challenges since it is so dependent on short term and international workers (Hudson, 2025). In addition, modified governmental provisions regarding workforce rights, immigration and those of safety in the face of a pandemic have increased the operational responsibilities of the management of hotels (Pennington-Gray and Lee, 2024). 
Legal: Recent upsurge in the National Minimum Wage as well as increased employment laws have increased the strain on the financial and administrative functions in running hotels. Compliance of national wage standards, anti-discrimination laws and safety regulations is compulsory for Marriott Hotel Manchester Airport. Furthermore, miserable internal updates on new laws and employee standings cause confusion and perpetual annoyance. Employees might by accident violate the law if training is not thorough or if the grievance procedures are not well understood (Li and Van Rooij, 2022). In addition to this, employees can observe divergence in policy implementation and such divergence can destroy confidence in the company as a whole (Bastos Lima and Schilling‐Vacaflor, 2024). Compliance with legal standards is necessary although open clear communication is effective to ensure there is harmony in the workplace.
Ethical: According to Marriott Hotel Manchester Airport staff, the issues of complaints and concerns are poorly and transparently addressed. Apparently, the hotel does not have real moral leadership since employees often complain that they do not get enough recognition and appreciation from the management (Chao et al., 2024). This usually leads to lower trust in management, which may lead to higher absences and workers tension (Hinson et al., 2024). Outcomes of these are biased treatment towards the employees, unreliable implementation of rules, discrepancy in recognition of employee’s efforts and further reduction in job satisfaction. Errors in the ethical standards can potentially become disastrous reputation threats for the hotel in case they are revealed in places such as review sites or social media. Such perceptions in one facility could have adverse repercussions to Marriott’s international image.
Demographic: Most of the hotel staff are relatively young members, especially those between the ages of 18-25 that often see hospitality as a time to get by until the next thing but not a true career. Turnover rates are widely known among this demographic but Marriott Hotel Manchester Airport has only done little to emancipate these retention problems. Useful amenities such as mentorship programs, organised career advancement and flexible hours are lacking are the aspects that young staff especially look for (Mittal et al., 2025).  Additionally, there is a lack of senior team members with rich experience, who may offer support and guidance to younger workers. To create sustained employee satisfaction and staff retention, the workplace needs to consider the unique demands of all generations.
Despite some internal problems, Marriott Hotel Manchester Airport still excels in certain areas.
Strong Brand Affiliation: Marriott International association increases its trustworthiness and improves participation among Marriott Bonvoy adherents.
Prime Location: Standing proximity to the airport allows the hotel to cater to transit passengers as well as corporate clientele (Polat et al., 2024). 
Facility Offerings: The hotel has the best of wellness facilities including a spa and pool while updated conference rooms will attract business guests.
Global Standards in Guest Experience: Longer tenure of employees leads to a steady high quality of services especially in executive suites and conference facilities (Subramaniam et al., 2024). 
SWOT Analysis
	Strengths
	Weaknesses

	· Part of Marriott International brand
· Prime location near Manchester Airport
· Broad service offering rooms, dining, spa, events
· Strong corporate client base and Bonvoy membership
	· High staff turnover
· Low staff morale and engagement
· Poor internal communication and feedback systems
· Inconsistent shift scheduling and workload management

	Opportunities
	Threats

	· Introducing employee engagement and development programs
· Investment in technology to streamline HR and training
· Leveraging sustainability initiatives to appeal to younger workforce
	· Competitor hotels with better benefits and work culture
· Economic downturns impacting travel and hospitality
· Rising inflation reducing spending on non-essential hotel services


Table 1: SWOT Table
(Source: created by the learner)

TOWS Analysis
	
	Strengths
	Weaknesses

	Opportunities
	Make use of the Marriott brand and strategic location to attract qualified staff through development programmes and benefits programs.
	Bring in digital rota systems and timely feedback mechanisms to enhance motivational levels of the staff and for ensuring uniformity in the operational process.

	Threats
	Take advantage of Marriott’s good reputation to conduct campaigns that are meant to counter detracting feedback and communicate progress to stake custodians.
	Mitigate burn out by reviewing job responsibility and modifying recruitment regimes in a way that balances workload.


Table 2: TOWS Matrix
(Source: created by the learner)

Research Methodology
The conclusions of this report are based on drawing together secondary and primary research techniques.
Secondary Sources: UK Hospitality reports, government departments’ statistical facts, reviews on TripAdvisor and Booking.com and refereed articles on hospitality HR and benchmarking with industry competitors were used.
Primary Sources: Employees filled in anonymous surveys, attended HR interviews and used the client’s internal performance evaluation directly.
It is through the use of these research approaches that the report was able to keep the objectivity and balance as a research organisation, thus guaranteeing that the following recommendations for consultancy are credible and actionable in nature.
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Based on the above analysis following recommendations are intended to tackle high turnover rates, enhance employee participation, process optimisation and development of a stronger internal environment. All recommendations integrate comprehensive change management frameworks to manage transition well and to successfully implement greater employee adoption of new practices.
Implement an Employee Engagement and Recognition Program
Recommendation 
For the purpose of increased morale, improved retention, and job satisfaction, companies should incorporate diverse strategies including permanent recognition plans, structured team work options, and employee anonymous feedback opportunities (Hancock, 2024). In the core of this endeavour there is the introduction of a digital platform, through which the peers are instantly matchable, peers are to grant thanks to their colleagues, which is promoting a culture of appreciation. Feedback from staff satisfaction surveys will be used as an instrument to monitor in perpetuity engagement and fill gaps. The use of informal appreciation activities like quarterly social events, ‘thank you’ breakfasts will help build camaraderie and make departments collaborate better (Berglund and Ekelius, 2024). 
Change Management Strategy
Our implementation of this framework will proceed according to the steps suggested by Kotter's 8-Step Change Model (Engmann et al., 2024). Urgency shall be communicated through HR data and exit interviews utterances. A team of supervisory and middle level managers will be formed to ensure the promotion and guidance of the implementation of the framework. In-house celebration of monthly recognition awards is intended to strengthen positive behaviours and build enthusiasm in the long term.
Implementation Details
The managers will also be trained to lead and sustain engagement initiatives properly. Staff will be kept posted with achievement highlights through use of newsletters and email bulletins across the facility.
Budget
It is expected that a yearly expenditure of £20,000 will cover software costs, event, and reward programs.
Expected Outcomes:
It is expected that this initiative will increase employee engagement, reduce employee attrition as well as develop a lasting culture which appreciates recognition.
Flexible Scheduling and Work-Life Balance Initiative
Recommendation 
The increase in dissatisfaction with the current shift structures is a concern, and introducing a flexible digital data management tool is suggested (Sahraeian, 2024). With such a system, the employees can request for shifting candy, customize shifts to personal needs, or opt for flexible shift arrangement when required. The goal is to encourage a better work-life balance, reduce stress related to schedules and increase overall satisfaction with work for employees (Volk et al., 2024). The pilot phase should be aimed at departments reporting higher rates of staff turnover rates, where flexible scheduling is likely to provide the greatest positive effect. Flexibility in work hours shall allow for a more keen and loyal employee force.
Change Management Strategy:
Lewin’s Change Model will guide the transition. This Unfreeze phase attempts to make staff realize the difficulties relating to fixed scheduling patterns by examining our organization’s record on burnout, absenteeism, and turnover (Adelman-Mullally et al., 2024). The Change stage will be a three-month trial of the new rota system together with open communication and feedback. In the Refreeze stage, the successful practices adopted during the pilot will be incorporated into revised scheduling policies with extensive training for managers as well as regular staff briefings.
Implementation Details:
By pre-launch focus groups, we can integrate the staff feed-back into the system ensuring it matches their expectations. To ease the use, an existing mobile app with strong functional behaviour will be instituted.
Budget:
The set up costs are expected to be £5,000, with annual maintenance costs expected to be at £2,000.
Expected Outcomes:
It is expected that transitioning to the new system will result in lower amounts of absenteeism, increased morale among staff members, and increased retention especially for younger and part-time workers.
Career Development and Progression Pathways
Recommendation
As an encouragement to sustained employee development and to address internal skill deficiencies, formal internal career progression pathways are recommended (Ghahremani et al., 2024). Major elements include formal mentorship programs, easy-to-use digital learning aids, and neatly described career progress routes. Informing these chances early in onboarding can set either positive or negative expectations and signal long-term potential within the organisation. Individualised development strategies will shape particular roles leading to more enhanced longitudinal growth and enhancing of skill sets (Zamiri and Esmaeili, 2024). The drive to advance employees is likely to make the firm maintain a loyal and committed workforce and reduce the need to bring on new employees from outside.
Change Management Strategy:
In line with the ADKAR Model, the process will be created to pursue a simple transition of personnel while keeping clear objectives (Anjum et al., 2024). 
· Awareness will be built through onboarding sessions and regular staff meetings that outline the benefits of career development.
· Desire will be cultivated through engaging mentoring relationships that show tangible career progress.
· Knowledge will be provided via structured online training modules, aligned with career goals.
· Ability will be developed through job shadowing and on-the-job learning.
· Reinforcement will come from celebrating internal promotions and development milestones.
Implementation Details:
Some Marriott branded digital learning tools will be presented, alongside experienced staff as mentors to those moving up in their careers. Training and mentorship participation will be tracked.
Budget:
£15,000 is set-aside annually to support course subscriptions and mentoring support.
Expected Outcomes:
It is expected employees will be more committed, internal talents are raised, and little dependency for external recruitment.
Pay Review and Incentive Schemes
Recommendation
In order to improve the control over staff numbers and to attract new employees, it is recommended to rethink the pay scheme and make employee rewards dependent on employee performance (Afolashade et al., 2024). The following special benefits should be available that should be customised: allowances for working at night negotiating level, bonuses for the fulfilment of high service periods (for instance, 1, 3, and 5 years), and payments of recognition to group staff who work well. Teams can also be motivated by monthly performance incentives that heighten cooperation and increase motivation from department to department (Nguyen et al., 2024). Equating pay adjustments with employee performance and length of service will send a message to the organization’s commitment in retaining important employees.
Change Management Strategy:
Based on the McKinsey 7S framework, the process will align the new compensation strategy with the organisation's structure, systems, shared values, skills, staff, style, and strategy (Yazıcı, 2024). By a holistic approach to implementation the adoption of such changes would be easier and resistant to change in time. Leaders will work to deliver messages of fairness and recognition on a daily basis in order to achieve buy-in in the organisation.
Implementation Details:
The HR department will undertake an assessment of pay and benefits in comparison to surrounding enterprises to assure us we are competitive in the marketplace (Popescu et al., 2024). The incentive program will incorporate bonuses on staff after 1,3 and 5 years of service. Furthermore, we are going to implement monthly incentives on team performance in high turnover departments to establish their effect and increase engagement.
Budget:
Advancement cost for the organization is estimated to be £50,000, factoring in expected adoption and result for performance goals.
Expected Outcomes:
Improved positioning when seeking new employees, reduced staff exits, reduced occurrences of temporary fillers, and more constant number of employees.
Technological Modernisation of Operational Systems
Recommendation
With a view to provide added-value to operation capabilities and meet present-day workforce expectations, it is recommended to complement existing operational tools with modern, digital platforms. Focusing the efforts on introducing simple use of onboarding guides, mobile-based planning services, and creation of communication channels with the help of tools such as Slack or Microsoft Teams (Schelble et al., 2024). These enhancements will streamline crucial HR and operational work, depersonalize laborious manual work, and facilitate upward-to-the-second communication and scheduling information. In particular, in the hospitality industry where quick response and coordination are necessary such tools become the key. Besides, the adoption of advanced technology is necessary to attract younger professionals that value digital convenience and efficient methods of working.
Change Management Strategy:
The use of Bridges’ Transition Model will ease the emotional and interpersonal aspects of change to help manage them (Santos de Souza and Chimenti, 2024). 
· During the “Ending” phase, staff will be supported through the transition away from legacy systems with clear communication, reassurance, and training opportunities.
· In the “Neutral Zone,” hands-on support and drop-in help sessions will guide employees as they adapt to new tools.
· In the “New Beginning,” leaders will highlight time-saving benefits and improved efficiency to reinforce the value of change.
Implementation Details:
Digital literacy training will be offered to staff who will be exposed to skills that enable them to make full use of the new systems (Junaedi et al., 2024). Vendor selection will be based on whose experience in providing support is established in the hospitality industry.
Budget:
Initial investment: £30,000 and annual maintenance: £10,000.
Expected Outcomes:
Higher productivity, better cooperation, and a modern technology environment.
Ethical and Environmental Engagement
Recommendation
The introduction of holistic sustainability plans and the promotion of positive ethical practices in the employee experience to reconcile organisational values with increasing eco and societal standards (Onyekwelu et al., 2024). Such initiatives need to go beyond the decencies of regulations and work at creating an environment where responsibility and awareness of environmental ills are encouraged on all organisational levels. Strategies may include adopting workplace recycling efforts, the establishment of the green related training programs, as well as creating sustainability as a key component of leadership development. The practices that should be followed in this regard are ethical sourcing, conserving the energy, and supporting the local community which should be the company’s policies and things being done on a daily basis (Abdussamad et al., 2024). Actions targeting sustainability promote environmental goals and at the same time enhance the involvedness and loyalty of the employees, especially socially-conscious employees.
Change Management Strategy:
A participatory approach will be used in order to facilitate general participation and commitment (Özden, 2024). Employees will be asked to participate in the process of development and implementation of initiatives, contributing to a feeling of ownership and responsibility. Employee inputs will be brought into sustainability debates and the approach will not just come from above but at least be a collaborative one.
Implementation Details:
To motivate staff, we intend to roll out monthly themed campaigns such as “Zero-Waste August” and “Eco-Friendly February,” rewards being provided for those teams who take the largest steps (Fagerholm et al., 2025). There will be a “Green Champion” in each team to support local green initiatives and set an example of the desired culture.
Budget:
Pay of £8000 every year will cover training materials, publicity materials, and employee recognition programs.
Expected Outcomes:
Greater internal branding recognition, a healthier employer appearance and an increased attraction for acquiring employees in search of sustainable work practices.
Internal Communication and Staff Advisory Forum
Recommendation 
To enhance communication, engagement, and clarity of decision making it is proposed to establish a staff council with rotating representatives from various departments (Syah et al., 2024). Monthly council with HR and senior management representatives for discussion on operational blockages, employee issues and possibilities of improving the company. The forum provides a formal but not intimidating forum for staff members to voice their ideas, voice their opinions and contribute to both the policies and the practices of the workplace. Through staff council staff rotation and the selection of a diverse team we will always capture and include a myriad of perspectives.
Change Management Strategy:
Democratic leadership and open dialogue will be the approach’s cornerstone endeavouring to engage the staff, at all levels, and transform it towards improvements (Lodhi et al., 2024). It can promote a better understanding and trust at every organisational level through the elimination of the gap between management and rank and file employees.
Implementation Details:
Inclusion will be very important with open invitations to all the employees from various departments (Stark et al., 2024). Meeting resolutions will be collected and used to revise internal guidelines, strengthen staff education, and introduce changes in the current workflows. Regular feedback will develop transparency on how proposed solutions are implemented.
Budget:
The yearly spending is estimated to be approximately £1,500 and this will cover both preparation for meetings, refreshments and communication materials.
Expected Outcomes:
Going further, increase in attentiveness to staff grievances, reduced challenges to communication, constructive, welcoming environment for work.
Monitoring and Evaluation
Evaluation of each strategy will occur every quarter, with the use of a stable set of Key Performance Indicators (KPIs). The criteria for review will include data such as figures of retention, absences, statistics from employee satisfaction assessment exercises, promotions in the organisation and opinions on staff training sessions held. Other tools like 360-degree feedback, anonymous employee poll and exit interviews will provide us with deep qualitative views on how employees perceive changes and how they are welcomed. HR and departmental managers will collectively assess results in order to discover patterns, address hurdles, and improve continuous proceedings. Through frequent recording and dissemination of results, the management will have access to clear data and make decisions that gratify employee needs as well as organisational agendas.
Potential Benefits:
· Enhanced employee satisfaction and retention.
· Increased productivity and service quality.
· Lower recruitment and training costs.
· Better image as a desirable vinyl record to work at.
Total Estimated Annual Cost: £141,500
The size of the Marriott Hotel Manchester Airport, the continuing guest movement on the airport, and status as part of a worldwide brand make the proposed funding a realistic fit for everyday HR and operational spend.
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	SL No.
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	High staff turnover due to low morale and lack of engagement
	To implement a staff engagement and development program including recognition, training and well-being initiatives.
	Increased employee satisfaction and retention.
	6 months

	30 November 2025
	£15,000


	2
	Inconsistent service levels affecting guest satisfaction and online reputation.
	To roll out a comprehensive guest service training initiative focusing on consistency, communication and service standards.
	Enhanced guest satisfaction and improved reviews.
	4 months

	30 September 2025
	£8,000


	3
	Poor internal communication and departmental coordination.
	To adopt some digital communication tools like Slack and establish weekly interdepartmental meetings.
	Improved workflow and information sharing across departments.
	2 months
	31 July 2025
	£2,000


	4
	Outdated systems leading to operational inefficiencies
	To upgrade the hotel’s Property Management System (PMS) and staff scheduling software.
	Streamlined operations and improved productivity
	6 months

	30 November 2025

	£20,000

	5
	Lack of formal feedback systems for staff and guests.
	To focus on launching anonymous employee surveys and install digital guest feedback kiosks.
	Continuous service improvement driven by data.
	3 months
	31 August 2025
	£3,000


	6
	Dated uniforms affecting morale and brand image.
	To introduce newly designed uniforms aligned with Marriott’s premium brand.
	Boost in staff confidence and enhanced visual branding.
	3 months
	31 August 2025
	£10,000


	7
	Staff resistance to organisational change.
	To apply Kotter’s 8-Step Change Model to ensure structured and inclusive change management.
	Smooth transition with staff buy-in.
	6 months

	30 November 2025
	£5,000


	8
	Low motivation due to lack of performance-based incentives.
	To launch a performance-linked incentive program to reward productivity and service quality.
	Increased staff motivation and performance
	4 months
	30 September 2025

	£5,000



Table 3: Action plan for Marriott Hotel Manchester Airport
(Source: created by the learner)


[bookmark: _2go062za1j5n]Conclusion
This report was quite effective in examining the present organisational problems at the Marriott Hotel Manchester Airport, specifically, staff retention, consistency in services, communication gaps and back-dated technology. The continued existence of these complexities is likely to damage the efficiency of the operation, tarnish guest image and adversely affect the hotel’s financial performance and market position in Marriott International. Using the STEEPLED, SWOT and TOWS frameworks the report examined the core drivers and external factors which have led to the current organisational challenges. Such factors are external financial crisis, changing workplace expectations and new technology introduction are key elements shaping the hotel’s environment of operations. There are also inadequacies at play such as low staff motivation, inadequate skills development and fragment communication which have compounded the existing issues and eroded employee satisfaction and guest experience. The proposed strategies make an attempt at tackling the challenges smoothly with smart, cost effective and sustainable plans that encourage continuous improvement. An area of emphasis for the recommendations is the following initiatives ranging from improving staff engagement, rewriting service training content, internal communication reinforcement and embracing new operational technologies. Each suggestion has been worked on to present realistic time frames and costs that will fit the hotel’s dimensions, available income as well as operation context. With the use of change management practices borrowed from Kotter’s 8-Step Model as well as Lewin’s Change Theory, the consultancy firm hopes to ensure smooth rollout, reduced reluctance and lasting acceptance on the part of the staff, as well as management for Marriott Hotel Manchester Airport. The direction of the recommendations were based on reviewing the employee retention numbers, customer feedback, efficiencies in operations and financial performance. With the help of these indicators, Marriott Hotel Manchester Airport can evaluate performance and plan the future using exact feedback.
Clevora Consulting believes that by putting all the suggested strategies into practice Marriott hotel Manchester airport will continue to meet the existing challenges as well as improve internal culture, quality of goods and competitiveness in the market. Clevora Consulting also wants to extend warmest appreciation to the Marriott Hotel Manchester Airport management team for permitting the firm to collaborate on this important project.
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