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Executive Summary
The present report is all about analysing the issues faced by one of the sites of famous international hotel brand named Marriott International hotel chain in London. The key issues which have been taken into consideration in this report are high rate of staff turnover, poor level of employee engagement and difficulty in managing diverse workforce management. By applying STEEPLED, SWOT and TOWS tool, the impact of internal and external factors on the company have been evaluated. A structured action plan has been developed based on the company size, scope, and income potential. The present research has identified that the hotel has been facing several issues in their day to day business operation such as poor employee engagement, high rate of staff turnover and several others. According to one of the recently published annual reports, the employee turnover rate of Marriott is approximately 30%. The company has to navigate a wide range of cultural differences. The leadership and the management authority of the respective company are observed to face strong challenges in terms of managing the diverse range of workforce in a healthy manner. The present report has revealed that being a part of the famous International brand Marriott, the selected company has been gaining a high degree of competitive advantage in the market. However, the company has an opportunity to expand its business into more emerging countries. All of the identified issues have been affecting the overall brand reputation of the company, along with affecting customer satisfaction, not only in the short run but also overall. 
This research has outlined that the issue of employee disengagement can lead to a reduction of overall organisational productivity, along with adversely affecting the overall guest experience. The research has also highlighted that the company comprises of wide range of diverse employees coming from several types of cultural backgrounds. Because of the lack of training on cross-cultural communication, it becomes difficult for the leadership and management authority to manage the diverse workforce efficiently. As a result, the overall productivity of the company may be hampered, and customer satisfaction may deteriorate gradually over time. 
After the sudden emergence of the coronavirus global pandemic, the entire Marriott brand lost approximately 90% of its overall revenue overnight (Marriott, 2025). However, when the company returned to recovery, it faced the issue of the highest rate of employee turnover in its history. Without proper employee training, it has become extremely difficult for the employees to adapt and use the latest technologies such as artificial intelligence, robotics technology and several others. 
Certain changes are needed to be brought about within the company to deal with the identified challenges. Redesigning the pattern of working shift can be considered as an effective way of decreasing staff turnover rate. However, there may not be enough resources such as money, time, or personnel to implement the required change of bringing about shifting flexibility efficiently and this can be identified with this particular rate of change rejection. It is the responsibility of the leadership and management authority of the respective hotel to pilot the new patterns of working shifts and to initiate rolling flexibility in a particular department (such as the housekeeping department). Introducing staff retention program and offering attractive employee benefits are highly effective recommendations to deal with the identified challenges faced by the respective hotel. 
Because of flexible patterns of working shifts and managing the work-life balance in a much better way, the employees can become more enthusiastic and productive within the workplace. They will also have certain control over their working schedule, and they will also feel respected and valued. The present report has also identified the importance of maintaining a good and healthy industrial relations with the trade unions so that it can easily avoid operational and reputational risk (as trade unions are highly active). TOWS analysis tool has been applied in this consultancy report to highlight the probable future direction for the company. Following this, the report focuses on identifying effective recommendations for the betterment of the business operation of the hotel along with evaluating the change management procedures and practices which must be taken into consideration by the company. Finally, a brief action plan is designed at the end of the report by desired outcome, required cost, and time scale. 
The entire hospitality industry of London is highly saturated with tech-savvy and stylish hotels, which are highly attractive to the younger travellers. Keeping this in mind, the respective site of Marriott has to find appropriate ways of differentiating and modernising their brand experience. Ensuring highly effective cultural communication is also extremely important to manage the diverse workforce and to deliver high-quality differentiated products and services to the customers in several markets. 
The management and leadership authority will have to take the responsibility of dealing with all consequences related to the upcoming changes by communicating with the employees with clarity as well as empathy at the same time. They can also conduct a survey and collect anonymous feedback from the employees to identify the probable concerns of the staff, such as the existence of fear of job loss because of the changes in shift or bringing about flexibility in the job roles and several others.
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1. Introduction
Marriott Hotels and Resorts is a famous international brand in the hospitality industry. The present consultancy report will address the crucial issues related to the high rate of staff turnover and low level of employee engagement faced by the Marriott Hotel Marble Arch site in London. The hotel was situated in the heart of one of the busiest cities worldwide to attract corporate travellers and international tourists. Unfortunately, the leadership and management authority of the brand has been facing huge difficulty in terms of maintaining a consistent standard of products and services because of the high rate of employee turnover. It also becomes difficult for the company to meet customer needs because of the frequent employee departures and highly disengaged workforce. The issue has become highly problematic not only because it has been driving up the cost of recruitment and training but also has been undermining customer satisfaction and affecting the brand reputation adversely. As a result, the overall operational efficiency of the company has also been getting hampered. In the modern world of a highly competitive hospitality industry in a busy city like central London, such an issue of inefficiency in retaining motivated and skilled employees can create a significant strategic disadvantage for the respective brand. 
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Figure 1: Marriott Marble Arch
(Source: Marriott.com, 2025)
The hotel has been operating under the prestigious international brand Marriott International hotel chain and has been offering approximately 240 numbers of high-quality modern guest rooms, meeting facilities, a fitness centre, an on-site live restaurant, 24/7 customer service, free Wi-Fi, and several other facilities (Statista.com, 2025). It was inaugurated in early 1970 and since then the company has been trying to build up a reputation of maintaining high-quality customer services (Marriott.com, 2025). The main aim of the present report is to respond to the specific issues faced by the respective hotel with the help of a particular consultancy firm. The selected consultancy firm is strongly dedicated to enhancing operational excellence, organisational performance, and culture within the hospitality industry. The consultancy firm has a prolonged working experience of more than a decade in human resource management, hotel management, and organisational development. It is also involved in partnership with different resorts and hotels in the UK and many European countries to manage workforce-related issues and enhance guest satisfaction. In the present consultancy report at first, the selected issue faced by the hotel is going to be discussed in detail. Three different frameworks will be applied in this consultancy report. The STEEPLED analysis will be applied to identify the contribution of external factors to the selected problem faced by the hotel. The present report will also focus on applying a SWOT analysis tool to identify the areas of strengths of the respective hotel. After identifying the strengths and weaknesses of the brand, TOWS tool will be applied to develop a strategic plan through understanding the way the internal factors can interact with the external factors. This particular tool also helps in strategic planning for the brand so that it can successfully deal with the identified threats and challenges. 
[bookmark: _Toc198553878]2. Analysis 
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High rate of employee turnover
At present, the hotel has been dealing with a high rate of employee turnover, particularly among the front-line roles such as reception, housekeeping, food, and beverage staff (Ali and Hassan, 2022). Central London is known as a place of having dense concentration of hospitality and hotel venues for which there is a strict competition going on within the existing talent pool. As a result, it has become easier for employees to move from one employer to another with the expectation of getting much better pay or better working conditions. As stated by Han (2022), a lack of career progression can be considered another significant cause behind the increasing rate of employee turnover. 
Low level of employee engagement
The London Marriott Hotel Marble Arch has currently been going through an extremely low level of employee engagement, which is not only disruptive for the company internally but also reflects the much broader issue within the entire hospitality sector of the UK (Jami Pour and Hosseinzadeh, 2021). In this regard, the key causes that have been reported include limited involvement in the decision-making process and lack of proper recognition. Other causes include insufficient opportunity for future career development, and existence of poor communication with the leadership and management (Ghani et al. 2022). At this particular site of the Marriott Hotel, such issues have translated into some visible outcomes such as inconsistent delivery of service, increasing rate of employee turnover, increasing rate of absenteeism, and several others. 
Decreasing service quality and customer satisfaction
As opined by Michael and Fotiadis (2022), the company has been witnessing a gradual reduction in the overall quality of service and customer satisfaction, mainly because of internal workforce challenges such as a high rate of employee turnover, poor engagement of employees, and several others. In the hospitality sector, providing a high quality of personalised service and proper attention to every single detail is highly paramount (Errida and Lotfi, 2021). In such a situation, inferior quality of products and services can be considered a strong threat to the brand's reputation. According to the PWC hospitality report of 2024, approximately 65% of hotel guests feel that service quality is the most crucial factor while selecting a hotel, even above the location and the price (Pwc.co.uk, 2025). Therefore, small lapse in service quality can significantly affect the guest's perception of the hotel. The lack of commitment that the employees of the company has along with the high rate of dependency on temporary solutions has made it difficult for the company to maintain their operational consistency.  This approach has suffocated the operational flow of the company leading to lower customer satisfaction (Aithal and Aithal, 2023). As commented by Xu et al. (2022), deterioration of service quality can not only decrease the repeat booking but also raises the likelihood of negative online feedback and public complaints. 
Lack of employee training
The lack of continuous and a structured format of employee training is a major issue faced by the selected company. As commented by Balwa et al. (2021), many newly recruited employees, particularly the frontline workers such as housekeeping staff, and reception employees are facing the issue of minimal induction. As commented by Andriani et al. (2023), all of the competitive firms in the industry such as the Hilton Hotel has invested huge money on skill and knowledge upgradation of their respective talent pool. In this situation, lack of training of employees can create a potential comparative disadvantage for this brand. 
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	Factors
	Description
	Impact

	Social
	· Changing expectations and needs of the customers
· During post pandemic, customers expect digital convenience, high standard of hygiene maintenance, faster service (Maqableh et al. 2023)
· Majority of the travellers have been seeking for personalised experience.
· Increasing preference for sustainable hotel and tourism product 
	High

	Technological
	· Huge investment in artificial intelligence and machine learning by the competitive hotels, which has been creating immense pressure on the company.
· As stated by Iftikar et al. (2022), without proper training, the existing staff remain unfamiliar with the innovative technology. 
· Govt support for upgraded technology (Jarkovská and Jarkovská, 2022)
	Moderate

	Economic
	· Increasing cost of living in London
· High rate of inflation (approximately 2.53% in the year 2024) 
· The GDP growth rate of the UK was approximately 1.1% in the year 2024 (Statista.com, 2025)
· Strong economic threat because of increasing income inequality in the UK 
	High

	Environmental
	· Increasing pressure to use renewable energy sources (Mangaliso et al. 2022)
·  Marriott is aimed at reaching net-zero carbon emissions by the year 2050. 
· Strict compliance with the Environmental Protection Act 1990 in the UK
	High

	Political
	· The company has to maintain the rules and regulations determined by the National Minimum Wage Act 2025, Working Time Regulations (a limit of approximately 48 hours of average working per week)
· Trade unions in the UK are highly active, and recently, the hospitality strikes have been observed to increase in the UK.
· Stable political environment
	Moderate

	Legal
	·  Strict implementation of the Equality Act 2010, which places a significant role in terms of ensuring payment equality and absence of any discrimination.
· The company has to maintain health protocols determined by the governing authority of the UK
	Low

	Ethical
	· From compliance with the Data Protection Act 2018
· Strict implementation of strong ethical codes of conduct
	Moderate

	Demographic
	· Increasing rate of multigenerational bookings
· The younger generation has a strong preference for personalised, unique experiences, sustainable products, and services
	Positive


Table 1: STEEPLED Analysis
From the above table, it can be noticed that there is an increasing preference for sustainable and personalised hotel experiences across the whole country of the UK, particularly from multi-generational and younger travellers. In the modern world of rapid technological advancements, there is a huge preference for technology-integrated products and services in the hospitality sector (Biswakarma et al. 2024). Keeping this in mind, the respective site of Marriott must modify its product and service range to attract more customers to their company. It is also important to provide necessary training to their employees so that they can get accustomed to using the latest technology for customer's needs (Rosdiana and Aslami, 2022). Similar to other hotel brands, Marriott Hotel has also experienced a strong reduction in its revenue earnings during the global pandemic (Mahmud et al. 2022). However, the company is observed to experience is strong recovery post-pandemic situation. The UK has strict environmental protection laws, and to lead a successful business in this country, it is extremely important to comply with the rules and regulations determined by the Environmental Protection Act 1990 (Legislation.gov.uk, 2025). According to the National Minimum Wage Act 2025, every worker aged 21 and more must receive approximately £11.44 per hour of work (Gov.uk, 2025). As commented by Khairy et al. (2024), there is a strong influence of regulations on working time and health protocols on the overall business operations of the respective company, Marriott. 
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Figure 2: GDP Growth of the UK
(Source: Statista.com, 2025)
This has to be remembered in this connection that in the post-Brexit situation, there was a strong implementation of strict immigration policies, for which the company had to face the difficulty of recruitment and retaining skilled employees in the hospitality sector. According to Neupane and Khanal (2022), it has become more problematic for operational roles such as housekeeping, food, and beverage preparing and serving staff, and several others, which were assessed by the nationals of the European Union. The increasing cost of living and excessive inflationary pressure across the whole country in the UK have been affecting the profitability and revenue earnings of the company. According to the point of view of Virdanty et al. (2022), the cost-of-living has also been influencing the staff of the company to consider other alternatives. This is a big loss for the company as it will affect the employee retention and the company will be required to spend additional time, resource and capital to train new employees. 
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	Strengths
· Strong International presence
· Known as a part of the biggest hotel chain in the international market.
· Associated with a strategic partnership.
·  Positive brand reputation
·  A wide range of loyal consumers (Willem and Anwar, 2025)
·  Strongly focused on innovation
	Weakness
· Ineffective method of data protection
· Poor market positioning strategy
· Negative publicity in the hospitality industry of the UK
· Extremely strict on employee productivity
·  Lack of initiatives a conduct an upgraded training and development program
· Difficulty in managing diverse employees
· Recent job cut because of organisational restructuring

	Opportunities
· Expanding business into emerging economies
· Diversifying product offerings
· Expanding business into associated sectors such as real estate, catering, and others
· Investing more money in research and development
	Threats
· Dealing with intense market competition in the hospitality industry (Ahmad et al. 2021)
· Dealing with the excessive pressure of the global recession
· Difficulty in diversifying products and services based on the fluctuating demand and needs of the customers


Table 2: SWOT Analysis
From the above table, the strengths of the respective companies can be identified. The hotel is situated in a prime location which is in central London. Such geographic advantage helps the company to attract both business travellers as well as leisure customers. As opined by Asghar et al. (2021), it has also been offering high-quality guest convenience and connectivity facilities to satisfy customer needs. As a part of the international brand of Marriott Hotel chain, the respective company tends to enjoy a strong and positive brand recognition and equity. This helps the company in terms of attracting a wide range of repeated consumers as well as foreign travellers who have a strong value for a consistent standard of branding as well as reward benefits. Recently, the company has decided to go for a job cut because of larger organisational restructuring in 2024. Experienced staffs leaving the company may result in significant skill gap and drop of morale of existing employees (Skift.com, 2024).  According to the annual report of Marriott International in the year 2024, the company operates in more than 190 countries whereby their progress is analysed on a yearly basis. As commented by Abolnasser et al. (2023), the company offers high-quality of well-maintained amenities. This includes well-equipped gym, comfortable and spacious rooms along with a city view, meeting room, on-site bar and restaurant, and several others. On the other hand, the above table has also identified that the company has to deal with intense market competition in the hospitality sector of the UK. Because of the lack of upgraded training and development programs, it has become difficult for the company to retain its employees. As stated by Filimonau et al. (2023), inadequate training has also led to inconsistent customer service and a low level of employee confidence. As commented by Onyango et al. (2022), excessive pressure on the existing staff also induces a high rate of employee turnover. 
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	Strengths (S)
	Weakness (W)

	Opportunities (O)
	SO: The company can focus on organising high-quality loyalty programs, besides using advanced technology to offer a modern, seamless hotel experience. It can also promote the sustainability of the company to appeal to the environment and friendly consumers, which can go in line with the green goals of London.
	WO: The company can invest more money in the skill development of the existing employees to overcome the issue of labour shortage age, and they can also enhance local partnerships to reduce excessive dependence on the international supply chain (Ibrahim et al. 2024).

	Threats (T)
	ST: The company can use its international operations and experience to absorb the excessive cost pressure coming from the high rate of inflation, increasing the cost of standard of living.
	WT: It can diversify its employee recruitment channels to deal with the labour shortage and high rate of employee turnover issues. In this regard, they can also get involved in partnership with local colleges and local apprenticeship programs. The company is also required to diversify its product range to deal with the intense market competition in the hospitality sector of the UK.


Table 3: TOWS Analysis
By considering the above table, it can be stated that to address the issue of low level of customer retention because of intense market competition and poor service quality, the company can adapt smart technologies and can organise loyalty upgrades. Investing more money on skill development and training program can help the company in terms of resolving the issue of poor employee engagement. Diversifying the recruitment channels can be considered as an effective strategy to deal with the employee turnover issue. 
Analysing the scope, scale, and impact of the issue
	Issue 
	Scope
	Scale
	Impact

	High rate of employee turnover
	Affecting Human Resource Management, customer servicing, and the stability of the team
	It is an extremely common issue in the hospital is the receptor of the UK, specifically in the post-pandemic and Brexit situation
	High

	Low level of employee engagement
	Affecting productivity, employee retention, and overall service quality
	This has become a common trend across the entire industry of hospitality in the UK (Zhu et al. 2024)
	High


	Poor service quality
	Damaging brand reputation and affecting customer satisfaction adversely
	 This has become an immediate and urgent operation. I am concerned for most of the hotels, particularly related to the front desk job roles
	High


	Difficulty in managing a diverse workforce
	Affecting productivity and hampering the communication channel
	Highly common in London, particularly in the biggest hotel chains in the country
	High



Table 4: Scope, scale, and impact
Root cause analysis of the two chosen issues
Low level of employee engagement
Poor quality of employee engagement is attributed to several interconnected causes such as inconsistent communication between frontline staff and leadership authority. Because of lack of recognition, many employees had started to feel undervalued. Frequent restructuring of the organisation can be considered as another root cause behind the issue of low level of employee engagement. 
Poor quality of service
The main cause of poor quality of service provided by the respective hotel is the fact that the employees are not meeting the consumer expectations. As stated by Ibrahim et al. (2024), because of lack of training and development program, there is gap of proper knowledge about product and services. Lack of training has also led to significant skill gap among employees. By looking at the leadership strategy of the respective hotel, it can be noticed that since the very beginning of the business, the company is focused on cost-focused leadership strategy. Cost cutting strategy often leads to less investment on latest tools and technology. Employees may feel undervalued under this organisation. Gradually this will lead to decreasing the quality of the products and services offered by this brand. 
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[bookmark: _Toc198553884]Identifying recommendations for the hotel
I) Offering competitive benefits and compensation to the employees: To reduce the employee turnover issue faced by the company, it is important to offer attractive employee benefits and compensation. As commented by Cherlyn and Sentoso (2022), these will motivate the employees to stay with the company for the longest period. Offering incentives such as free hotel stays, free meals, travel vouchers, discounts on mobile plans, attractive gym memberships and several other offers can also help the employees to boost their retention rate. After a successful implementation of this particular recommendation, the expected employee response can be quite positive because this is a strong reflection of the long-term investment in their overall growth and well-being. 
ii) Introducing a structured staff retention program: This particular recommendation can be highly effective for the company to reduce the employee turnover rate because it is highly concentrated on employee performance recognition, overall well-being, and career development. As a part of this particular retention program, the leadership and management authority of the respective site of the Marriott chain can launch monthly one-to-one meetings with the supervisors to discuss the monthly progress and set further goals. As commented by Ahmad et al. (2021), they can also offer cross-cultural training opportunities for the employees so that they can learn new responsibilities, which will add variety to their performance and decrease anxiety and burnout at the workplace. As stated by Ababneh (2021), to take care of the mental health of the employees, the company can initiated a program whereby the company appoints counsellors and mental health operators to provide necessary assistance to their employee. Within the context of expected response of the employees after a successful implementation of this recommendation, it can be stated that this has a strong potential to improve employee morale along with enhancing their job satisfaction, particularly that of the younger employees who are seeking career progression while working in this company. 
iii) Redesigning the working shift pattern to enhance work-life balance: To improve employee engagement, it is recommended to revise and modify the shift structure of the employees and provide more flexible options for working. In this regard, the company is recommended to conduct a face-to-face survey of the existing employees to identify the preferred shifting pattern. As commented by Magdy and Salem (2024), they can also use a digital system to permit the employees to review and request their shift changes easily. They can also offer the opportunity of shift swapping between employees for promoting autonomy. The existing workforce of the respective hotel is likely to respond to these changes of shifting enthusiastically, particularly those who have been dealing with the issue of maintaining work-life balance. As stated by Oh et al. (2023), the successful implementation of this particular strategy has a strong potential of leading to a lower rate of absenteeism and a much better quality of service delivery. 
iv) Conducting cross-cultural training and development program: To deal with the issue of difficulty in managing diverse teams, the company needs to consider this particular recommendation of developing a robust training program that will particularly focus on inclusive communication and cultural awareness. As stated by Agarwal (2021), to implement this strategy, it is important to incorporate frequent interactive sessions and provide the employees with practical case studies, which will involve staff and guest interaction. The hotel is also recommended to schedule quarterly workshops for the employees, which will be led by inclusion and diversity consultants. Gradually, the inclusive environment can help the company in terms of improving the overall communication channel, along with enhancing employee morale. 
v) Implementing Quality Assurance program: As commented by Andriani et al. (2023), to improve the service quality, the hotel is recommended to introduce a consistent program of measuring quality and to identify the existence of any weak points in their product and service quality. In this regard, they can provide significant refresher training in guest communication and can develop an SOP (standard operating procedure) with a bunch of clear guidelines for delivery service. As commented by Saputra and Suwandana (2022), the management authority can also develop a team that will be responsible for rolling out mystery visits to the customers to take real-time customer feedback. Employees of the hotel can initially feel immense pressure because of this evaluation, but this can motivate them to deliver high-quality customer service consistently (Ingram et al. 2023). Gradually, such public recognition of their performance is going to boost their job satisfaction and morale. 
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Intending to ensure a seamless transition of implementing the above-recommended strategies at the Marriott Hotel Marble Arch, it is extremely important to implement a structured plan of change management. According to Abualigah et al. (2023), the application of Lewin's change management model can be taken into consideration in this regard to implement the desired changes within the company successfully. This particular model comprises three distinct stages, which have been described below:
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Figure 3: Lewin’s change management model
(Source: Ingram et al. 2023)
Unfreeze: This is the first stage of the change management framework determined by Lewis. The main motive of this particular stage is to break the status quo by helping out the employees and the management authority in terms of understanding the causes and necessity behind the upcoming changes. As stated by Alreahi et al. (2022), in this particular stage, at first, the leadership and management authority will take the responsibility of examining the present state by overviewing the internal data such as the record of employee turnover over the past 3 years, score of employee satisfaction and customer satisfaction, reports of employee absenteeism and several others. After evaluating the current state, it is extremely important to communicate with the employees about the significance of the upcoming changes. As commented by Calinaud et al. (2021), they can organise department-specific meetings frequently to share their opinion.  
Change: This is an extremely crucial stage of the entire process of change management, which is aimed at implementing the desired change in a supportive and structured manner, besides managing all kinds of uncertainties (Ntounis et al. 2022). The most important part of this particular step is to conduct high-quality skill-building campaigns and workshops to train and upgrade the employees' skills and knowledge (Forbes.com, 2025). As commented by Ngoc Su et al. (2021), the training will be given on cross-cultural management, customer care, application of innovative technology such as artificial intelligence, machine learning, and say what are others. In this regard, they can use digital platforms for employees to access the training and give potential feedback (Etareri, 2022). Throughout the entire process of change, it is extremely important to maintain regular communication with the employees through conducting frequent staff meetings, which will help the company in terms of understanding the small progress of the entire process of change management. As stated by Elshaer et al. (2021), based on the collected feedback from the employees, the hotel can remodify the shift timings and offer more options for flexible working based on the employee's choice and preferences. 
Refreeze: This is the last stage of the change management process, which is aimed at stabilising the entire process of change (Goffi et al. 2022). One of the most important actions of this particular state is to monitor whether the planned changes have been integrated into reality with the operational management process of the hotel or not. As commented by Tanova and Bayighomog (2022), it is extremely important to sustain employee motivation in this particular stage, for which they can introduce an employee recognition program based on the regular review of employee performance. 
Reviewing the success rate 
To measure the overall impact and the success rate of the respective change in the selected site of the Marriott Hotel, a set of performance indicators is going to play a pivotal role (Chen et al. 2023). According to Piwowar‐Sulej et al. (2021), these metrics tend to provide significant and valuable insights into the actual effectiveness of the efforts related to change management, enhancing employee engagement, and reducing the staff turnover rate, along with analysing the overall progress towards the desired and planned outcome.
Rate of change rejection: This is a significant key performance indicator that can measure the total number of proposed changes that have been rejected or have never been implemented within the respective hotel (Bianco et al. 2023). This will help the company in terms of tracking the internal resistance, challenges, and obstacles faced during the entire process of change management. 
Measuring employee turnover: The leadership authority can measure monthly tracking of the employees who have been leaving the company versus the total headcount (Ghahremani-Nahr and Nozari, 2021). This will help them calculate the employee turnover rate per cent. They can also compare the pre- and post-figures of change to the industrial standard. In case the observed 20% to 25% decrease in the annual rate of employee turnover within 1 year, then this employee a successful implementation of the change management process (Wang et al. 2021). 
Measuring guest satisfaction score: The company can measure the score of guest satisfaction by conducting a post-day survey (Amina et al. 2022). This will help them in terms of understanding the actual effectiveness of the change management process and to recognise whether the employee performance has improved after bringing about the changes in the working shift and flexibility within the workplace. 
Feedback sessions: One of the most crucial indicators of measuring the success of the change management is to examine employee engagement by conducting feedback sessions. This is a systematic process of communication to investigate the existing level of employee engagement (Dipura and Soediantono, 2022). 
Potential benefits to be experienced by the company
The potential benefits that can be experienced by Marriott Marble Arch London after implementing the above recommendation successfully are as follows:
· The company can experience a low rate of employee turnover, which can reduce the excessive cost of new recruitment, training, and onboarding staff in their company (Mahmud et al. 2022). A high rate of employee retention also indicates that there are more confident and skilled human resources working in the company, which will improve customer satisfaction, besides decreasing operational error. 
· Initiative-taking and trained employees have the potential to deliver much better-quality customer service, which will translate into a positive experience for customers. The company can also observe positive feedback and reviews about its hospitality services on social media platforms (Radwan, 2022). This will also help them in terms of attracting repeat customers. Standardising service excellence with the help of continuous performance feedback and training will ensure a high-quality guest experience.
· Successful implementation of the above recommendation has a strong potential of reducing internal conflicts within a team, besides improving communication. The company will also be capable of maintaining a strong consistency of branding with the help of highly trained and skilled employees (Bagnaresi et al. 2021). This will enhance the perception of the respective Hotel as a forward-thinking and modern one, along with attracting more international and tech-savvy young guests. 
The cost associated with the recommendations
	Initiative
	Estimated cost (British pound)
	Justification

	Conducting a staff training program
	2500
	This will help the company in terms of improving employee performance

	Installing staff scheduling software
	4000
	This includes all kinds of human resource management tools and the tools for monitoring employee turnover.

	Conducting an employee wellbeing and engagement program
	7000
	This will help the company to increase employee retention and improve productivity, along with reducing the rate of absenteeism.

	Improving product and service quality
	5000
	This will help the company attract more customers to their brand.


Table 5: Estimated cost
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	Number
	Problem
	Solution
	Desired result
	Time scale
	Estimated budget (Single site)

	1
	High rate of employee turnover
	Implementation of structured onboarding programs, conducting employee engagement program
	Increasing rate of employee retention
	 6 months
	Approximately 12000 British pounds

	2
	Poor employee engagement
	Installing staff scheduling software, providing flexible working schedules, introducing an attractive employee benefits scheme, and taking care of the mental health and well-being of the employees
	Enhancing employee motivation, inducing employee productivity
	 6 months to 8 months
	Approximately 15000 British pounds

	3
	Decreasing quality of products and services
	Conducting regular training on service quality and introducing mystery visits to take employee feedback
	Customer satisfaction Enhancement and increasing the rate of repeat bookings
	 1 year
	Approximately 22000 British pounds

	4
	Problems in managing a diverse workforce
	Providing training on cross-cultural communication and developing multilingual communication
	Resolving team conflict and developing an inclusive work culture
	 6 months to 12 months
	Approximately 15000 British pounds



Table 6: Action Plan
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At the end of the consultancy report, this may be concluded that Marriott Hotel Marble Arch of London has been facing challenges in their day-to-day business operation. The key issues that have been taken into consideration in this particular report are the high rate of employee turnover, poor employee engagement, difficulty in managing a diverse range of workforce, mediocre quality of products and services after Brexit, and the post-pandemic situation. In the present consultancy report, three different tools for analysing the internal and external business environment of this particular hotel and their influence on the company have been identified. With the help of the STEEPLED analysis, it has been revealed that the company has been facing huge difficulties because of aligning with the frequently changing rules and regulations of the governing authority of the UK. It has also become difficult for the company to meet the evolving expectations of the customers and to meet the complicated environmental standards in the hospitality sector of the UK. From the SWOT analysis, the strengths and weaknesses of the company have been identified. This can also be concluded in this connection that it is the responsibility of the leadership and management of the respective hotel to ensure that the changes that have been made within the workplace can be sustained even in the future for the betterment of the overall business organisation.
As a response to the identified issues, the current report has outlined a significant and comprehensive action plan in which the probable solutions to the problems have been determined. The consultancy firm has provided practical and effective recommendations to help the company in terms of dealing with the identified issues. The present report has a strategy of flexible work scheduling and conducting high-quality training and development programs to develop and upgrade the skills of the existing employees. The present consultancy report has also emphasised the importance of taking employee health and well-being initiatives along with implementing inclusive policies to increase the employee retention rate. To bring about the planned changes within the company, the present report has applied Lewin's change management model, which comprises three distinct stages such as unfreeze, change, and refreeze. The model has played a significant role in terms of supporting the changes, besides ensuring a successful and sustainable implementation. All of the recommendations have been evaluated for economic feasibility based on the size of the hotel as well as income potential. 
Finally, being a consultant, I would like to show my sincere gratitude to the leadership and management authority of the Marriott Hotel Marble Arch in London for giving me the opportunity to collaborate with this consultancy project. Your commitment and openness to a continuous process of organisational development and highly commendable and have a strong potential to form an efficient foundation for future innovation and growth. I hope that the insights provided in this consultancy report are going to support your company in terms of achieving tangible improvement. Lastly, I would also like to welcome the possibility of collaborating with your company again in the future, so that together we can explore new opportunities besides navigating the emerging trends in the hospitality sector of the UK. 
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