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[bookmark: _Toc128181351]Executive Summary
The purpose of this research is to analyse the Marriott Hotel in Leicester in order to pinpoint the hotel's most pressing issues and propose solutions. The report used SWOT, PESTEL, and a requirements analysis to pinpoint key factors affecting the hotel's profitability (States., 2018). These results informed the formulation of a strategy to solve the highlighted issues, as well as suggestions for longer-term enhancements. Poor maintenance and cleanliness, inconsistent customer service, obsolete policies and processes, and inadequate technology were among the concerns highlighted in the report as having a major impact on the operations of the Marriott Hotel in Leicester. The report suggests investing in staff training programmes, creating a performance management system, establishing effective communication channels, prioritising employee motivation and retention, putting an emphasis on sustainability, improving technology, and strengthening partnerships with local businesses and organisations as means of addressing these problems (Abram and Jarzabek, 2016). In sum, this research offers actionable suggestions for boosting the efficiency, quality, and profitability of the Marriott Hotel Leicester's operations, as well as its guests' overall pleasure. This hotel can stay competitive and accomplish its long-term objectives by adopting the suggested changes (Turgay, 2022).
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[bookmark: _Toc128181352]Introduction
[image: Marriott Hotel Leicester]This report's goal is to examine the Leicester Marriott Hotel's operations in detail in order to highlight the hotel's strong points and pinpoint its weaknesses. The hotel's internal and external environments are analysed in this study using a variety of analytical methodologies such as SWOT and PESTEL analysis (States., 2018). The analysis yielded several findings and outcomes, which are tabulated and presented in the report. The report concludes with an action plan outlining the particular measures the hotel may take to fix the problems it has discovered and accomplish its goals. The plan is laid out in a table, detailing the problems, their remedies, the outcomes desired, the timeline for achieving those outcomes, the completion date, and the estimated cost (Marriott Hotel Leicester, 2022). The plan is for three months and focuses on the most important things that can be done to improve things like customer service, staff morale, environmental friendliness, and technological advancements. The report concludes with a set of recommendations that summarise the major findings and offer concrete suggestions for how the hotel may advance its operations and advance its strategic goals (Marriott International, Inc, 2021). The suggestions stress the significance of putting the needs of guests first, as well as establishing collaborations with local businesses and organisations, providing better training and retention for employees, adopting environmentally friendly procedures, boosting technology, and so on. The report's analysis and action plan provide the basis for the recommendations, which are meant to direct the hotel in its pursuit of operational excellence and long-term success.

Figure: Marriott Hotel, Leicester. England

[bookmark: _Toc128181353]Scope & analysis
Leicester's Marriott Hotel is a high-end, contemporary option for lodging right in the middle of town. Its convenient proximity to the King Richard III Visitor Centre and the Leicester Cathedral make it a great choice for both business and pleasure travellers.
There is a wide range of room types available at the hotel, from modest guest rooms to expansive suites. Modern conveniences like free high-speed WiFi, flat-screen TVs, and luxurious bedding can be found in each of the rooms (Marriott International, Inc, 2021).
The Leicester Marriott Hotel first opened its doors in 1985, making it 36 years old as of 2017. This hotel may be rather old, but it has undergone extensive repairs and updates in recent years to keep up with modern standards and the evolving preferences of its clientele. Because to its sleek interior and convenient amenities, it has become a top pick among modern tourists.
[bookmark: _Toc128181354]SWOT Analysis
[image: Using SWOT Analysis to Plan an Uncertain Future and Increase Organizational  Effectiveness | News & Insights]A Strengths, Weaknesses, Opportunities, and Threats (SWOT) study is a method that may be used to evaluate a company's or organization's strengths, weakness, opportunities, and threats (Mello and Thabayapelo, 2021). The following SWOT analysis can be created by applying this framework to the challenges and obstacles that the Marriott Hotel in Leicester is currently facing:
Figure: SWOT Analysis (States., 2018)
Strengths:
· Leicester's Marriott Hotel has been around for a long time, and it's a good one because it's right in the middle of the action.
· Both vacationers and business visitors will appreciate the hotel's variety of comfortable rooms and cutting-edge conveniences (Marriot Hotel, 2018).
· Guests new and old can be attracted by the Marriott name because of the hotel's reputation for excellent service and amenities.
Weaknesses:
· Visitors who plan to drive to the hotel may be dissuaded by a lack of parking spaces.
· Tourists may find the high volume of outside noise distracting and detract from their stay.
· When customers have problems with the hotel's maintenance, it might reflect poorly on the establishment as a whole (Hogler, 2016).
Opportunities:
· As a convenience to its visitors, the hotel could form partnerships with adjacent parking lots.
· Spending money on soundproofing might reduce noise intrusion and boost the comfort of guests (Hellriegel and Slocum, Jr., 2019).
· To guarantee that all of the facilities are in good working condition at all times, it is important to conduct regular maintenance checks.
Threats:
· There is a lot of competition in the hotel sector, so it's possible that there are other hotels in Leicester with better rates, services, or amenities than the Marriott.
· A hotel's reputation and profitability might take a hit if customers leave bad ratings or criticism online or during their stay (J. Harrington et al., 2020).
· The global hotel business has been hit hard by the continuing COVID-19 pandemic, which has led to a drop in travel and tourism.
The Marriott Hotel in Leicester's SWOT analysis reveals the hotel's many advantages as well as its many potential risks. With the problems solved and the opportunities exploited, the hotel can keep providing excellent service to its guests, keep up with the rest of the industry, and keep its position as the best in Leicester.
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[image: Understanding The PESTLE Analysis With Examples]A PESTEL analysis is a method for evaluating the potential influences of the external environment on a company or other entity. The following PESTEL analysis is applicable to the challenges encountered by the Marriott Hotel in Leicester and uses this framework:

Figure: PESTEL analysis (Fren Fort University, 2019)
· Political: Governmental rules, taxation, and spending plans are all examples of political issues that could have an effect on the Leicester Marriott Hotel. Business at the hotel may be impacted by any future changes to laws governing tourism, immigration, or transportation (Fren Fort University, 2019). The United Kingdom's government has implemented a number of initiatives meant to boost the tourism sector, including tax breaks, paid leave policies, and financial aid for small businesses. The hotel will be able to recover from the effects of COVID-19 with the help of these policies and the aid provided by the government.
· Economic: Inflation, interest rates, and GDP are just a few examples of the kind of macroeconomic indicators that can have an effect on the Marriott Hotel in Leicester. Consumer behaviour, travel patterns, and the demand for hotel services are all susceptible to shifts in these variables (Gustafson, 2017). Global hotel revenues have dropped since fewer people are travelling because of the COVID-19 epidemic. The hotel may meet this challenge by prioritising cost cutting, boosting productivity, and expanding its marketing and advertising efforts to reach more potential customers.
· Social: Demographic shifts, changes in consumer tastes, and widespread shifts in societal mores are all examples of sociological issues that may have an effect on the Marriott Hotel in Leicester. Consumer behaviour, travel patterns, and demand for hotel services are all susceptible to shifts in these variables (Ha and Jang, 2019). The hotel can react to these shifts by modifying its offerings to reflect customers' changing requirements and preferences. The hotel may, for instance, expand its range of services and facilities, provide guests with more individualised attention, and make its cancellation and modification procedures easier to work with.
· Technological: Innovations in technology, more automation, and the advent of digitalization are all examples of technological elements that could have an effect on the Leicester Marriott Hotel. The hotel's operations, marketing, and customer service may all be impacted by shifts in these areas (Kampanje, 2019). The hotel may save money on staff, cut down on unnecessary expenses, and provide a better service to its guests by utilising technology. Guests can utilise mobile apps to manage their bookings and access hotel amenities, while the hotel can use automation to streamline the check-in and check-out processes.
· Environmental: The Leicester Marriott Hotel may be affected by environmental concerns such as global warming, the need for more sustainable practises, and green policies. The hotel's credibility, repeat business, and ability to stay in compliance with the law are all susceptible to shifts in these areas (Kim, 2015). In order to adapt to these shifts, the hotel can begin using more eco-friendly services, lowering its carbon footprint, and raising awareness about environmental causes. Among other things, the hotel can implement recycling initiatives, cut down on energy use, and buy food and supplies from nearby farms and businesses.
· Legal: The laws, rules, and policies pertaining to workers' rights, public safety, and personal information may all have an effect on the Leicester Marriott Hotel's operations. As such, shifts in these areas can have far-reaching effects on the hotel's legal status, exposure, and public image. To adapt to these shifts, the hotel may make sure it follows all applicable rules and regulations, offers a safe and healthy environment for guests and staff, and safeguards personal information (Marriot Hotel, 2018).
The PESTEL analysis elucidates the numerous macroenvironmental factors that can have an effect on the Leicester Marriott Hotel. If the hotel is to sustain its status as Leicester's preeminent lodging establishment, it must first and foremost comprehend the competitive landscape and adapt accordingly (Marriot Hotel, 2018). The hotel can ensure its long-term success in the hospitality business through a variety of tactics, including cost reduction, marketing and promotion, the introduction of new amenities and individualised services, the use of technology to streamline operations, the promotion of environmentally friendly practises, and strict adherence to all applicable laws and regulations.


[bookmark: _Toc128181356]Main Body
Although the Marriott Hotel in Leicester is a long-standing establishment with a good reputation, there are still a few problems that need to be fixed in order to enhance the quality of the experience that each individual guest has while staying there (Marriott International, Inc, 2021). These are the following:
· Parking: Because the hotel only has a limited number of parking places accessible, it can be difficult for customers who drive themselves to the hotel. In order to make things more convenient for hotel visitors, the hotel might think about either increasing the number of parking alternatives or forming partnerships with other parking facilities in the area.
· Noise levels: Because of the hotel's location in a bustling part of the city, visitors may be subjected to high levels of noise from several sources, including street traffic and other ambient noises from the surrounding environment. It is in the best interest of the hotel to make investments in soundproofing measures in order to reduce the amount of noise disruption and to guarantee that guests have a restful stay (Kozak, 2016).
· Maintenance: Despite the fact that the hotel has undergone renovations in the previous years, some customers have stated that there are concerns with the maintenance of the rooms and the facilities. It should be a top priority for the hotel to conduct routine maintenance checks in order to fix any problems as soon as possible and guarantee that all of the amenities are in good working condition.
· Staffing: A number of customers have voiced their dissatisfaction with the level of customer service offered by the hotel personnel, citing concerns such as poor response times and a lack of attention paid to the requirements of individual customers (Perrewé, 2017). Guests should feel appreciated and properly cared for during their stay at the hotel, which can be accomplished by the hotel investing in training for its staff to improve customer service.
· Wi-Fi: Although the hotel provides free Wi-Fi for its customers, some of those staying there have complained about the poor speeds and connectivity troubles. The hotel ought to make investments in modernising its Wi-Fi infrastructure in order to give visitors with internet connection that is both more rapid and more dependable (Muir Watt, 2017).
Taking care of these concerns can help to improve the overall experience that guests have at the Marriott Hotel in Leicester, making it more likely that they will have a relaxing and uncomplicated stay there.
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In order to solve the challenges and difficulties that the hotel is currently experiencing, the Marriott Hotel in Leicester has the opportunity to improve its operations through creative means. Listed below are some proposals for making improvements to operational procedures:
· Resolutions for Parking Issues: There are parking garages close to the hotel, and the hotel can make arrangements for its guests to receive special prices there. The hotel might also increase its parking capacity or implement smart parking technologies to better utilise its available parking space (Ryder, 2014). The hotel can also provide a valet parking service, which is both a convenient amenity and an additional touch of class for visitors.
· Soundproofing Measures: The hotel can reduce noise disruption and boost the quality of their guests' stays by investing in soundproofing solutions. For quieter accommodations, the hotel can install acoustic panels, double-pane windows, and insulated doors. In addition, the hotel can install white-noise generators to help visitors relax and sleep with minimal disturbances.
· Guest Feedback System: The hotel can use a guest feedback system to learn from their visitors' experiences and make changes based on what they've heard. In order to get guest opinions, the hotel may use feedback kiosks, social media monitoring, or online survey tools. In this way, the hotel can quickly fix any problems that arise, raise the bar on service quality, and make the stay more enjoyable for everyone (Ryder, 2014).
· Maintenance Checklists: The hotel can ensure that its facilities are constantly in good working condition by implementing a regular maintenance checklist. Digital checklists can be used by the hotel's maintenance team to record and monitor repairs. A hotel's reputation, repeat business, and client satisfaction can all benefit from this kind of pro-active maintenance management (Stewart, 2017).
· Digital Services: With the help of cutting-edge technology, the hotel may provide further conveniences to their guests and improve their whole stay. Guests can use hotel-provided mobile apps to check in and out, get room keys, place room service orders, and view and modify their reservation details. In addition, the hotel can use energy-saving and guest-pleasing smart home technology like voice-activated assistants, smart thermostats, and automatic lighting systems (Marriot Bonvoy 2019).
· Employee Training: Investing in the hotel's staff's education and development can pay off in the form of happier, more satisfied visitors. Training courses in customer service, communication, problem solving, and conflict resolution are available from the hotel. Educating and training staff to become more proficient can help the hotel create a higher quality experience for guests and keep them coming back (Williams, 2016).
· Sustainability Initiatives: The hotel can take sustainability activities to spread awareness of environmentally friendly procedures and to lessen its impact on the environment. By implementing recycling and energy-saving initiatives, purchasing locally grown food and supplies, and switching to eco-friendly cleaning agents, hotels may make a positive impact on the environment. It is also possible for the hotel to reward customers for taking part in sustainability activities with perks like room discounts or membership to a loyalty club (Turgay, 2022).
The Marriott Hotel Leicester may fix its difficulties and enhance its operations by becoming more creative. The hotel may increase the quality of its services, its standing as a Leicester landmark, and the satisfaction of its guests by making investments in such areas as parking, soundproofing, guest feedback systems, maintenance checklists, digital services, employee training, and sustainability (Turgay, 2022). These steps will help the hotel stand out in a crowded industry, entice potential new guests, and satisfy current ones.
[bookmark: _Toc128181358]Review sites suggest improving a variety of staff training programme management strategies.
Training for employees is key to the operation of any hotel, and it plays an important part in resolving the issues that have been brought up on review websites with regard to the Marriott Hotel in Leicester (Tsui and Chen, 2020). It is possible to improve the hotel's training programme by implementing the following strategies:
· Job Shadowing: New hires might benefit greatly from spending time "shadowing" more seasoned workers in order to learn the ins and outs of their jobs. This method can aid in teaching new hires how to do their jobs properly. Skills like customer service, communication, problem solving, and conflict resolution are just few of the many that new hires can pick up through seeing more seasoned workers.
· On-the-Job Training: Employees that receive on-the-job training benefit from a practical, experiential method of education. This method can be used to instruct workers on the finer points of cleaning, cooking, or responding to client complaints. Training workers on the job in a hands-on manner helps them become proficient in their roles (Daouk‐Öyry, Sahakian and Vijver, 2020).
· Classroom Training: Traditional classroom training can be used to teach employees both theoretical concepts and useful skills. This method can be used to educate workers on the ins and outs of the hotel's operations, as well as on customer service, communication, and other fundamentals. Employees might obtain a better understanding of their duties and responsibilities through classroom training (Hotel Management 2016).
· E-Learning: E-learning, or "online learning," is a method of training that takes place entirely online and may be utilised to give employees with training modules that are both interactive and interesting to them. This method can be used to educate staff on the norms and expectations of the hotel's management. Employees may learn at their own pace and in their own time with e-learning, which can be both cost-effective and convenient for the business (Daniels, 2014).
· Cross-Training: When staff are cross-trained, they are prepared to take on a variety of positions and responsibilities across the hotel. This strategy can be implemented to improve the employees' knowledge and abilities, as well as their level of job satisfaction and the likelihood that they will keep their jobs. The hotel can better manage its staff with the help of cross-training.
· Role-Playing: A method whereby workers simulate real-life situations that may arise in the course of their work. Employees can learn to deal with challenging scenarios, such as irate customers, arguments, and even emergencies, with the help of this method. One more way that role-playing can help workers hone their social and communicative abilities is by putting them in a different position.
· Coaching and Mentoring: Individual meetings between a worker and his or her manager or mentor are the basis of the coaching and mentoring processes. By using this method, staff members constructive criticism, morale boosts, and career advice to help them do better on the job. Employees' abilities and self-assurance can be boosted through coaching and mentoring programmes (Andy Whitehead 2021).
· Incentives and Rewards: The use of incentives and prizes has been shown to increase productivity and morale in the workplace. Employees might be rewarded in this way when they excel at their jobs, reach their goals, or finish a training course. Employees can better serve clients and feel appreciated by receiving incentives and awards for their efforts.
A performance management system lets the hotel track worker performance, provide feedback, and identify areas for improvement. Performance management helps set goals, track progress, and improve continuously. The performance management system can rapidly address performance issues and reward good performers (Mitchell, 2014).The Marriott Hotel's training programme is essential to their guest service strategy. Management solutions can improve the hotel's training programme, address visitor complaints, and raise performance (Mello and Thabayapelo, 2021). The hotel may track employees' progress, offer feedback, and identify issues via a performance management system. The hotel's investment in staff education and development can lead to happier personnel, fewer turnover rates, happier visitors, and more revenues. So, hotel management must increase worker training and use it to achieve strategic goals.
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The Leicester Marriott Hotel needs the following improvements as soon as possible as the investigation is complete:
· Enhancing customer service: The hotel may do a better job of satisfying its customers if it places a premium on customer satisfaction by teaching its employees to treat visitors with kindness, deal with complaints maturely, and supply correct information in a timely manner (Ryder, 2014).
· Improving maintenance and cleanliness: Increased cleaning, upkeep, and upgrades of furniture, fixtures, and fittings are all areas where the hotel might spend money to improve its maintenance and cleanliness (Mansour Ghazi 2018).
· Implementing a performance management system: The hotel needs to set up a performance management system in order to keep track of employee progress, offer them constructive criticism, and find out where they can make the most progress.
· Reviewing and updating policies and procedures: The hotel should examine and update its procedures and policies to make sure they are in line with its long-term objectives and the standards of the hospitality sector (Stewart, 2017).
· Addressing communication issues: The hotel has to develop efficient communication channels and provide personnel with training on communication skills in order to fix its communication problems, which include poor communication between employees, across departments, and between staff and guests.
The following adjustments may stand to wait:
· Upgrading technology: Although updating technology is necessary for enhancing the customer experience and reducing inefficiencies in the business, it is not an immediate requirement and can be put on the back burner until more pressing problems have been resolved (Jauhari, Apple Academic Press & Press 2014).
· Redesigning the hotel's layout: Redesigning the hotel's layout is a large endeavour that can wait until more immediate concerns are handled because it can improve guest flow, accessibility, and functioning. Yet, because it is such an undertaking, it can improve these aspects of the hotel (Tullar, 2019).
The following aspects need to remain:
· The location of the hotel: The location of the hotel is a major selling element, and it is essential to the success of the hotel. That's why the hotel's address shouldn't change.
· Brand identity: One of the most important aspects of a successful hotel is its brand recognition and reputation, and the Marriott name has both. Hence, it is important that the hotel's unique image be preserved (Williams, 2016).
· The hotel's values and culture: Consistency in service and conduct among hotel staff relies heavily on the hotel's shared ideals and culture. They should therefore not change at all.
Service to guests, upkeep of the property, open lines of communication, and the introduction of a performance management system are all top priorities for the Leicester Marriott. The hotel's guests would benefit from technological upgrades and a new layout, but these aren't priorities right now. It is essential to maintain the hotel's current location, brand identity, values, and culture if it is to continue to be successful (Young et al., 2018).

[bookmark: _Toc128181360]Findings & Results
To summarize the analysis findings and results for the Marriott Hotel in Leicester, the following table provides an overview of the major issues identified, the causes, and recommended solutions:
	Category
	Findings
	Results

	Customer Service
	Consumers have voiced their dissatisfaction with the lack of service as well as the behaviour of the workers.
	Improving one's ability to provide excellent service to customers by putting into place a training programme (Williams, 2016).

	Maintenance and Cleanliness
	Guests have voiced their dissatisfaction with the hotel's maintenance and cleanliness.
	Maintenance, deep cleaning, and upgrades to furniture, fixtures, and fittings should be performed on a regular basis.

	Performance Management
	A performance management system is not in place at the hotel.
	Putting in place a performance management system to evaluate and provide feedback on how well employees are doing their jobs (Woolcock, Braithwaite and Drahos, 2016).

	Policies and Procedures
	It is necessary to bring the hotel's policies and operating procedures up to date (Perrewé, 2017).
	Conducting a review of existing policies and practises, as well as making any necessary amendments, in order to guarantee that they are in line with the organization's strategic objectives.

	Communication
	There is a lack of interaction between staff members, departments, and customers.
	Putting in place efficient communication channels and providing personnel with training on how to communicate effectively (Valentine, 2014).

	Technology
	There is a need for technological advancements to be made at the hotel.
	Enhancing the guest experience while improving business operations through the implementation of new technology.

	Hotel Layout
	Changing the layout of the hotel can help enhance traffic flow and access for guests.
	The redesigning of the hotel's layout is not an immediate necessity and can be put on the priority list at a later time (Mitchell, 2014).

	Location
	The location of the hotel is both a major selling point and an essential factor in determining its level of success.
	The location of the hotel should not be changed in any way.

	Brand Identity
	The Marriott brand enjoys widespread recognition and esteem across the globe.
	The brand identity of the hotel ought to be preserved in its entirety.

	Values and Culture
	The hotel's core principles and culture are extremely important for ensuring that all aspects of service delivery and employee conduct remain consistent (Mello and Thabayapelo, 2021).
	The standards of excellence and the friendly place at the hotel should not change.



The analysis demonstrates that the Leicester Marriott Hotel should put more emphasis on customer service, maintenance, communication, introducing a performance management system, and revising outdated policies and processes. Fixing these things quickly will greatly benefit hotel guests and bottom line. The hotel's guests would benefit from technological upgrades and a new layout, but these are not priorities right now. It is essential to maintain the hotel's current location, brand identity, values, and culture if it is to continue to be successful (Marriott, 2019).
The Leicester Marriott Hotel can enhance revenue, decrease costs, and boost morale by making the appropriate upgrades to the hotel. Staff members who are well-instructed and enthusiastic about their jobs are more likely to go above and beyond for guests, resulting in more word-of-mouth advertising and bookings for the hotel (Maher, 2015).

[bookmark: _Toc128181361]Action Plan
The following table outlines the action plan for addressing the issues identified in the analysis within a three-month time frame. The action plan includes the problem solution, desired outcome, time scale, completion date, planned budget, and action plan:
	No.
	Problem Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget
	Action Plan

	1
	Enhanced staff training
	Improved customer service
	Month 1
	End of Month 1
	$5000
	To find areas that require improvement, conduct a needs assessment.
Create and administer individualised training courses geared towards enhancing employees' capacity for interpersonal interaction, problem solving, and service to customers (Maher, 2015).
Measure how happy customers are and how well employees are doing to determine how successful the training was.

	2
	Maintenance and cleanliness
	Improved visitor experiences
	Month 1 - Month 2
	End of Month 2
	$10,000
	Check every aspect of how the hotel keeps itself clean and in working order.
Prepare and carry out a schedule for thorough cleaning and maintenance of the hotel's guest rooms, common areas, and service areas (Kim, 2015). 
Make necessary improvements to the hotel's furniture and fixtures to ensure the highest level of satisfaction from the customers at all times.

	3
	Performance management system
	Improved retention and motivation of employees
	Month 2 - Month 3
	End of Month 3
	$5000
	Create a method for monitoring employee performance that includes goal-setting, feedback, and the pinpointing of problem areas. Managers and supervisors can better help their staff with constructive comments and coaching after receiving training in the subject (Jacques, 2019). Use increases in staff motivation, employee retention, and customer happiness as measures of success to assess the performance management system's success.

	4
	Policies and procedures
	Improved efficiency and consistency
	Month 2 - Month 3
	End of Month 3
	$5000
	Review all existing policies and procedures thoroughly. Determine what must be updated or improved so that the hotel is in line with both industry standards and its long-term objectives.
Create brand-new protocols, and then instruct the staff on how to use them (J. Harrington et al., 2020).
Measure the efficiency and consistency gains in service provision to assess the efficacy of the new policies and processes.

	5
	Effective communication
	Improved guest experiences and staff morale
	Month 1 - Month 3
	End of Month 3
	$5000
	Create and maintain reliable channels of communication, such as frequent meetings, bulletin boards, and electronic means of interaction. Employees should be taught how to listen actively, how to resolve conflicts, and how to work together effectively. Assess the efficacy of the new methods of communication by gauging the influence on both customer satisfaction and employee morale (Hellriegel and Slocum, Jr., 2019).



The following action plan comprises concrete, quantifiable steps to take in response to the analysis's findings, along with specified goals, milestones, and financial allocations. The plan is meant to be carried out over the course of three months, giving enough time to see results and evaluate the efficiency of the proposed solutions.
The Leicester Marriott Hotel can fix the problems found in the analysis, boost productivity, and advance towards their long-term goals with the help of this action plan. Guest happiness and loyalty, employee motivation and retention, and financial success can all benefit from an additional $25,000 spent on training, maintenance, cleanliness, performance management, policies and procedures, and communication (Gustafson, 2017).
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The following are some recommendations for the Marriott Hotel in Leicester, which were derived from the study and action plan:
· Focus on enhancing customer service: The hotel's top priority should be making its guests happy, thus it should provide them with training opportunities to hone their interpersonal, problem-solving, and communication skills. The results of the needs analysis can then be used to design effective training for all staff members. In addition, the hotel should routinely survey guests to gauge their level of satisfaction with their stay and make any necessary adjustments (BAQUERO, 2022).
· Improve maintenance and cleanliness: The hotel should do a thorough evaluation of its current maintenance and cleaning procedures, and then design and implement a complete programme of deep cleaning and maintenance to improve the quality of these services throughout the establishment as a whole. The comfort and happiness of the guests can be improved by upgrading the furniture, fixtures, and fittings as necessary. Maintaining a hotel's appearance requires consistent upkeep and sprucing up (FABER, BRODZIK and NYCZ, 2021).
· Develop a performance management system: The hotel should create and use a performance management system to track and analyse indicators including goal attainment, employee satisfaction, and gaps in service. There has to be training for managers and supervisors on how to give useful feedback and coaching to their staff. Employee morale, retention rates, and customer happiness can all be enhanced with consistent and objective assessments.
· Review and update policies and procedures: The hotel should perform a full assessment of its policies and procedures and identify areas that need updating or improvement to guarantee alignment with industry standards and the hotel's strategic goals. A new set of policies and procedures needs to be drafted, written down, and communicated to all staff members. There has to be consistent monitoring of performance to gauge the success of efforts to enhance service quality and reliability.
· Implement effective communication channels: It is important for the hotel to establish and maintain clear lines of communication between its staff and guests. It is important to train all employees in active listening, dispute resolution, and teamwork as part of effective communication. Improvements in both customer satisfaction and employee morale can be tracked through regular reviews (FABER, BRODZIK and NYCZ, 2021).
· Focus on Employee Motivation and Retention: The hotel should place a high priority on employee motivation and retention by allocating resources towards staff training programmes, creating a performance management system, and enhancing communication channels. In addition to providing competitive pay and benefits, the hotel should also create avenues for career advancement, publicise employee successes, and award those who deserve it (Sandhya and Kumar, 2011).
· Focus on environmental responsibility: The hotel should make sustainability a top priority by adopting green policies and cutting down on waste. Lighting and appliances that use less energy, water conservation strategies, recycling initiatives, and cutting down on food waste are all examples of sustainable practises.
· Enhance technology: To boost efficiency, productivity, and the overall visitor experience, the hotel should upgrade its technology. Online reservation systems, mobile check-in/out, keyless room entry, and digital communication tools are all examples of what technology can do for the hospitality industry.
· Strengthen partnerships: The hotel can do more for its own marketing and for the local economy if it works to develop stronger ties with other companies and community groups. Combining forces with a neighborhood's eateries, stores, and sights allows for the provision of unique deals and packages to visitors.
By adopting the above-mentioned measures, the Marriott Hotel in Leicester will be able to advance its operations and realise its strategic objectives. In order to better serve its guests, retain and motivate its staff, reduce its environmental impact, keep up with technological advances, and forge stronger ties with other local businesses and organisations, the hotel might set its sights on these goals (Anitha, 2014). Maintaining the hotel's success and financial stability requires regular assessments of its operations and the implementation of any necessary changes.

[bookmark: _Toc128181363]Conclusion
To sum up, the review of the Marriott Hotel in Leicester has uncovered a few spots for enhancement. The hotel's internal and external environments were thoroughly analysed using SWOT and PESTEL analysis, revealing the hotel's strengths, weaknesses, opportunities, and threats (Marriot Hotel, 2018). The data and conclusions, laid out in tables, call attention to the most pressing problems and offer suggestions for how they might be fixed. This study outlines a plan of action that places a premium on initiatives with the greatest potential to improve visitor pleasure, employee motivation and retention, environmental friendliness, and technological advancements (Fox, 2021). The plan is set up such that it can be completed in three months, with specified dates and budgets for each step. Guests will be happier, employees will be more productive, and the hotel will be more environmentally friendly and cost-effective thanks to the measures outlined in the action plan.
Many suggestions are provided to help the hotel improve operations and reach strategic goals based on the analysis and action plan described in this report. It is suggested that the hotel implement sustainable practises to lessen its negative impact on the environment and operational costs, increase employee training and development opportunities to boost retention and performance, enhance technology to boost efficiency and communication, and strengthen partnerships with local businesses and organisations to promote the hotel and attract locals (Jacques, 2019).
Success in implementing and measuring these suggestions is crucial to their ultimate success for the hotel. To guarantee that it is accomplishing its objectives and growing, the hotel should conduct frequent evaluations of its operations and solicit feedback from customers and staff. The Leicester Marriott Hotel may thrive in the face of intense competition if it places a premium on its customers' experiences, its employees' development and retention, the hotel's environmental conscience, its use of cutting-edge technology, and its collaborations with other businesses.
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