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Introduction 

[bookmark: _Toc157800206]Background of the study 
Employee retention has impacted the progression value of the hospitality sector in the UK marketplace. It has been reported that annual staff retention in the UK’s hospitality sector has reached 37.6% suggesting the challenging working environment (Borrow, 2023). The worldwide chain Marriott is one of the largest in the world with hotels in more than one hundred countries. The company that is almost 100 years old is also included in the list of best employers in the world. However, while 85% of employees state that Marriott International is a great place to work, the average satisfaction rate is about 59% for U.S. companies. Marriott ranks at the 40% percentile of like-size companies in terms of the quality of employees that it retains (comparably.com, 2024). The outcome is not certain as 40% of employees would not take other job offers because of the higher pay, but 71% of them are eager to come to work. Overall, 61% of Marriott's employees experience the organization as doing its best to keep them and 39% might leave the circle. It is hard to get good people which means even more that keeping them should be prioritized.
[bookmark: _Toc157800207][image: https://lh7-us.googleusercontent.com/iVasCpC1xUWgtF2_se04lC2BAA0ajZp5z8ZfmxWm_2wEe1ttmotbNmIhiDZNJqvLCxcQ2GLUyRuG9y0p91Ru2zoAkSLsiJlV6iNKuhyADmS4LUK4nSl0Qx2kdQjDyszWYuPpzH2Wtzp3UJ7t2lUdG_E]
Figure 1: Employee retention trending at Marriott, 2024
(Source: comparably.com, 2024)

Research aim and objectives 
The research aims to examine impacts of Trustpilot customer reviews' on employee retention and brand awareness in the Marriott hotels.
The objectives of the research are as follows: 
· To examine the factors of employee retention in relation to customer review on Trustpilot in Marriott hotels
· To identify the challenges of brand awareness for the consumer perspectives in regards of employee retention for hotel Marriott
· To recommended strategies to eliminate the challenges of ineffective brand awareness by reducing the employee retention rate in hotel Marriott
[bookmark: _Toc157800208]Research questions 
The questions of the research are as follows:
·  What are the factors of employee retention in relation to customer review on Trustpilot in Marriott hotels?
· What would be the challenges of brand awareness for the consumer perspectives in regards of employee retention for hotel Marriott?
· What would be the recommended strategies to eliminate the challenges of ineffective brand awareness by reducing the employee retention rate in hotel Marriott?
[bookmark: _Toc157800209]Problem statement 
The problem statement of the study is to show how declining employee retention rate influencing the brand awareness for the consumers of Marriott hotel. In other way it can be effective to find out how customer reviews from trust pilots are influencing employee within the hotel that is effective for employee retention.
[bookmark: _Toc157800210]Rationale 
Brand awareness plays a crucial role in deciding the relevancy of the UK’s hospitality sector especially on the Marriott. Employee retention and its influence on brand awareness is chosen as the hospitality sector is responsible for generating £59.3 billion and putting 3% output in the UK economy (parliament.uk, 2022). Impact of customer review on employee retention is an issue as it is affecting the brand awareness prospect of Marriott hotels in the UK. This is an issue as 90% of customers look up to online customer reviews on Trustpilot to decide the suitability of the Marriott hotels (Narciso, 2022). Therefore, the trajectory value of employee retention and its influence on brand awareness can be determined based on customer reviews. The survey of Trustpilot shows 58% of customers are aware about the consumer values of the UK market (Trustpilot.com, 2020). This research will address the impact of consumer reviews affecting the rate of employee retention and its influence on brand awareness in the hotel Marriott.   

[bookmark: _Toc157800211]Significance of the study 
The significance of the study is that it will help in understanding the importance of customer reviews on Trustpilot in case of employee retention and developing brand awareness for the hotel Marriott. It will also help in identifying how negative customer reviews causes employee retention and impact ineffective brand awareness.  
[image: https://lh7-us.googleusercontent.com/x-gC3OQA_BOFWmoM9KUmetPFVMDbwuZiAjvu9nFzUH1aRg9eoTdUQNfdmwbrtqryiqDWMZKxhCx9BtgmMlaY3qXx5wd_BNErQo4n6WnWgvcOm8X_jJnsHi4RFZsYhq5qQvbvdjS7Ss9nQAsY3lf75Gc]
Figure 2: Brand awareness reviews for Marriott, UK
(Source: Statista.com, 2024)
Marriot’s brand awareness among hotel customers in the UK is 80%. The survey was conducted employing the principle of brand identification with visuals, as both the brand logo and its name were shown to respondents. Handle employees in exactly the way one could expect them to treat the customers, and most of the time one will get the response that they are looking for. For the most part, sizable organizations such as Marriott International place their brand reputations in the hands of people like desk clerks, housekeeping personnel, and other frontline employees (forbes.com, 2020). If this staffs doesn’t have a nice experience at work, they will not have a real reason to give any good feelings to guests.
[bookmark: _Toc157800212]
Literature Review  
[bookmark: _Toc157800213]Introduction 
The factors regarding employee retention, brand awareness, challenges and its strategies will be discussed in literature review. Theoretical perspectives will be provided to support the recommended strategies appropriately. 
[bookmark: _Toc157800214]Influence of employee retention to brand awareness 
Employee retention helps an organisation in enhancing employer brand by fostering a positive work environment. As mentioned by Winit and Kantabutra (2022), vision, mission and values of an organisation impact the overall brand awareness prospect of a company in the competitive marketplace. Encouraging employees to become aware regarding the values of a company and aligning their personal goals with organisational values can improve the brand awareness prospect. As stated by Sija (2021), employee retention influences annual cost, revenue, customer relationship and turnover of an organisation. Therefore, it can  be stated that building strong corporate culture can encourage to become productive and maintain the cooperative value of brand awareness effectively.      
[image: ]
Figure 3: Influence of effective employee retention on brand awareness 
(Source: Self-created)
[bookmark: _Toc157800215]Factors influencing employee retention in hotel Marriott
Marriott is believed to be the largest asset because of their workforce. The hotels these days are tough to make and tough to sustain; but the hotels take care of the employees and customers. Employee satisfaction in the hotel industry is critical since employees must work in shifts, and hotels run 72 hours a day, and it is the duty of the employees to serve the customer with wide smiles (Joshi and Sathe, 2021). One side might be the same normal thing for the employees because they do it on a daily basis, and another side for the customers this might be the first time to avail the service but again this is a daily routine for the employees, and the challenge here is to minimize the gap between customer expectation and actual service.
Corporate social responsibility has been influential on the development process of enterprise planning. Those enterprises who want to prosper will never lack the social practice of corporate responsibility, especially the tourist hotel industry like Marriott (Ge, 2020). The interest in CSR practice is so limited it is hard to estimate the success of luxury hotels like Marriott. According to the data published during 10 years it can be concluded that there is a positive relationship between the social responsibilities of corporate and the background of executives; the number of female top managers correlate positively to the practice corporate social responsibility of Marriott Hotel. The Marriott executives with a more complete understanding of Corporate Social Responsibility  (CSR) and with the ability to make more effective decisions.

[bookmark: _Toc157800218]Theoretical Perspective
[bookmark: _Toc157800219]Herzberg’s two-factor motivation-hygiene theory 
Incorporation of “Herzberg’s two-factor motivation-hygiene theory” can help in determining the reasons for satisfaction and dissatisfaction of employees. As suggested by Bundtzen (2023), the hygiene factors of “Herzberg’s two-factor motivation-hygiene theory” include job necessities, condition and salary and motivators include recognition and achievement. These combinations of hygiene and motivators can encourage employees to engage effectively within an organisation. Therefore, this theory can improve the working condition of an organisation and reduce the employee retention rate in an effective manner.    
[image: ]
Figure 4: Herzberg’s two-factor motivation-hygiene theory
(Source: Sun and Zuo, 2023)
[bookmark: _Toc157800220]Brand equity theory 
Brand equity theory can improve the brand awareness prospect of an organisation supporting the “equity” and “assets”. According to WU et al. (2020), “brand equity theory” helps in identifying resonance, judgements and performance prospects in a detailed manner. It can help an organisation in determining the areas that require feather improvement to enable brand awareness. Effective brand equity can help in reducing employee retention and enhance customer relationships appropriately. Therefore, it will provide a detailed perspective of brand awareness and support managing the effectiveness of brand equity.    
[image: ]
Figure 5: Brand Equity Theory 
(Source: Hawker, 2019)
[bookmark: _Toc157800221]Literature Gap 
The literature gap includes lack of focus on the organisational culture and its values in relation to employee retention. Inadequate benefits within the hospitality sector have also impacted the progression value of literature review. 
[bookmark: _Toc157800222]Summary
It can be summarised that gathering in-depth knowledge regarding the research topic has helped in understanding the relevance of the topic. It has supported the overall prospect of the research by providing theoretical background.   
[bookmark: _Toc157800223]Methodology 
[bookmark: _Toc157800224]Introduction 
The detailed process of research methodology will help in understanding the steps of the research effectively. It will help in gathering sound information and reach the conclusion of the research. 
[bookmark: _Toc157800225]Research Onion
Incorporation of “research onion” will help in articulating this research by choosing the lawyers of research in an appropriate manner. According to Saunders et al. (2018), research onion supports the suitable research practices by answering the research questions effectively. Therefore, it will guide in terms of inhibition of apoptosis by highlighting the critical factors of the research.   
[image: ]
Figure 6: Research Onion 
(Source: Saunders et al. 2018)
[bookmark: _Toc157800226]Research Philosophy
“Research philosophy” is a belief that supports the phenomena of a research by analysing the critical component appropriately. There are four types of “research philosophy” include “positivism”, “interpretivism”, “pragmatism” and “realism”. In this case, “interpretivism research philosophy” will be chosen to analyse the subjective reality of trustpilot reviews in developing brand awareness and employee retention in the hotels of Marriott of the UK. As stated by Alharahsheh and Pius (2020), “interpretivism research philosophy” helps in analysing a sociological event based on the beliefs, norms and values. On the other hand, “pragmatism” and “realism research philosophy” will be avoided due to its complex procedures and inability to establish sound discrepancies between different types of data. “Positivism research philosophy” will be ignored due to its inflexibility in measuring gathered data from the research.          
[bookmark: _Toc157800227]Research Approach
The extensive process of collecting, analysing and interpreting data is considered as the “research approach”. Research approach can be divided into two groups such as “inductive” and “deductive research approach”. Incorporation of “deductive research approach” will support the research by understanding the patterns of consumer reviews impacting upon employee retention in Marriott hotels of UK. As mentioned by Corley et al. (2021), “deductive research approach” encourages critical thinking based on the gathered data and helps in developing theories, and concepts effectively. “Inductive research approach” will be avoided as its lack of possibility in producing replicable results according to the subject of research.       
[bookmark: _Toc157800228]Research Design 
The critical process of answering research questions based on the empirical data is referred to as the “research design”. There are four types of “research design” such as “descriptive”, “explanatory”, “experimental” and “correlation”. In this case, “descriptive research design” will be selected to describe the primary prospect of analysing reviews influencing employee retention and brand awareness by developing effective theories. As suggested by Gopalan et al. (2020), “descriptive research design” uses the data to derive results and provide extensive insight according to a topic. On the contrary, “experimental research design” has been avoided for its time-consuming and complex nature to analyse data. “Explanatory” and “correlation research design” have been ignored due to the possibility of a confounding factor and its inability to derive a concrete result from the gathered data.    
[bookmark: _Toc157800229]Research Strategy 
“Research strategy” is a plan that guides the overall research activities and helps in reaching its conclusion in an effective manner. There are two types of research strategy such as “qualitative” and “quantitative research strategy”. Incorporation of “qualitative research strategy” will help in gaining in-depth understanding as how customer reviews on Trustpilot is driving the employee retention which is impacting brand awareness within the hospitality sector of the UK. As commented by Gray et al. (2020), the advantage of “qualitative research strategy” is that it is flexible and explores different phenomena to derive results. The possibility of “quantitative research strategy” will be ignored due to its inability to provide a detailed result regarding the influence of employee retention and brand awareness based on consumer reviews.          
[bookmark: _Toc157800230]Data Collection and analysis
The process of “gathering", “measuring”, and “analysing” accurate data to derive the result for research is called “data collection”. There are two types of “data collection method” which include “primary” and “secondary data collection”. In this case, “secondary data collection method” will be followed considering the published reviews from consumers on the several trustpilots for Marriott hotels. In this regard information from research journals will also be considered for analysing and justifying the instances might have happened.  According to Bustani (2022), the advantage of the “secondary data collection method” is that it is cost effective and saves time appropriately. Data based on the reviews on trust pilots would be collected Twitter, linked, indeed etc. Influencing factors of employee retention exhibiting clients’ reviews from several trust pilots will be collected and analysed. 
The systematic process accompanying with review transcription would be condensing and evaluating the gathered data as the process of “data analysis”. Based on the “secondary qualitative data” this research will conduct a mode of review transcription. Collected data which will be reviews collected from twitter and other trust pilots will be analysed using the transcription.         
[bookmark: _Toc157800232]Ethical Consideration
The ethical considerations for this research are as follows: 
· Data that are collected and analysed is strictly based on the research purpose, there will be no intentions of harming anyone’s sentiments during this research process. 
· Plagiarism will be avoided to maintain the authenticity of the research and support its findings efficiently. 
· Authors will be acknowledged with appropriate citations to support the credibility of the research. 
· Anonymity of the data is the top notched priority doing this research. 
· Manipulation of the data in order to meet the research aim and objective is strictly prohibited.
· During data analysing the chances of data fragmentation will be ignored to conduct the research appropriately.    
[bookmark: _Toc157800233]Time Horizon
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[bookmark: _Toc157800234]Table 1: Time plan of the research 
(Source: Self-created)
Summary 
The summarisation that can be derived is that the overall implication of these methodological processes will support the research. It will provide credibility to the research by answering the research questions. 

[bookmark: _Toc157800236]Potential Risk
The potential risk can occur while deriving information according to the research objectives to support the progression value of the research. The potential risk to individual subject can alter the subjective value of the research while answering research questions. It can be stated that it can be unsuitable for the overall value of the research.
[bookmark: _Toc157800237]Findings 
[bookmark: _Toc157800238][image: https://lh7-us.googleusercontent.com/8J_aASunyDblus14T3jgOXW2Nld5gIa5W8Fix_U0hjBWO3DJNQ_oF38wknDbS5kcOjnmaJl2JgXIRqApQFyGcrZGbtah8NtsD2HFfs_MswTJM8HM81Uh1DkwoUzOO8xzWyL4NrOpovNmdly2aDiAG7M]
Figure 7: Trustpilot reviews for hotel Marriott
(Source: uk.trustpilot.com, 2024)
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Figure 8: Trustpilot reviews for hotel Marriott
(Source: uk.trustpilot.com, 2024)
Trustpilot reviews on Marriott hotel shows that the manager of the hotel showed a discrepant attitude while maintaining consumers liabilities while they were availing hotel services. a client may be dissatisfied with the situation being handled that way, because of that they can leave negative reviews, which can affect the choice of the potential visitors. Negative reviews are one of the factors that influence a hotel's reputation. Bad reviews on customer service led to the hotel's reputation decrease. This can cause a decline in the trust among potential guests who use reviews for guidance in making well-informed bookings (Neves, 2019). The negative experience can be amplified by social media platforms. When the client decides to publish their story on social media platforms the message will be able to spread rapidly and create negative publicity. Customers who are not satisfied with the services provided by a hotel are less likely to stay with the same hotel in future. For a hotel to address such a complaint and not lose that customer, and not lose the potential of repeat business can be the hardest thing to do.
To deal with these probable challenges, hotels, including Marriott, will time to time revisit and update their policies based on the feedback from the customers and in accordance with the industry trends. To navigate these potential challenges, hotels, including Marriott, may periodically review and adjust their policies based on customer feedback and industry trends. Notably, good communication and customer service are essentials for managing guest expectations and also handling issues that stem from policies like the no-cancellation. In general, guests are inclined to value transparency and explicitness of the hotel regulations. Associated with a no-cancellation policy is the situation where customers may find that this policy was not well explained or was unclear (Altin et al. 2023). These negative reviews may highlight this aspect, which can affect the reputation of the hotel. The negative reviews that the customers received because of the strict no-cancellation policy could influence how satisfied the customer is with the company in general. The guests may have a negative attitude towards the hotel if they feel that the flexibility or understanding they expect from the hotel isn’t given in case of any unpredicted situation or change in plans. The issues of the no cancellations policy can lead to a negative image of the hotel, and customers might become disinclined to book their stays at this hotel thus disturbing its reputation management.
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Figure 9: Trustpilot reviews for hotel Marriott
(Source: uk.trustpilot.com, 2024)

The recognition of Marriott’s positive contributions by its employees helps them to feel like they belong to the team. The environment in the workplace; which includes the relationship between the workers and the organization, helps to shape the overall job satisfaction and minimizes the chances of looking for opportunities elsewhere. Employees who receive recognition will be given more opportunities to focus on their development and growth virtually any time there is an opening for training, promotions, or other professional growth opportunities in the company that they can benefit from, and this will also make them more likely to stay with the company. Positive feedback cultures enhance the worker's bond to the organization. When the employees’ efforts are recognised and support is provided, they are more prone to hold the organization in a positive light hence loyalty and lower turnover result.

Conclusion 
It can be concluded that negative customer reviews can drive employee retention and cause ineffective brand awareness in Marriott hotels, UK. Cultural values, leadership and lack of training and development is causing the employee retention rate in the competitive marketplace. The absence of effective employee and consumer relationship along with lack of transparency is causing the high employee retention rate over the course of time.  
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Car Parking
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We parked with Marriott Courtyard Gatwick during a family holiday 23/24. On
returning to the car, it was underwater. It had been for many days and the hotel had
failed to contact us. On doing so, we received no reply from their CEO (Chris Dexter)
who instead passed the to their Operations Director (Malcolm Rain) (both Kew Green
Hotels). Their response was that they accept no liability for the duty of care of the car.

Date of experience: 07 January 2024
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Absolutely shocking customer service at...

Absolutely shocking customer service at Delta Marriott Birmingham. I’'m due to attend
a wedding in March. I’d booked a room, however, | have had a NHS letter for a total
knee replacement, falling on 12th March (hotel room booked for 30th March). | have
had to decline attending the wedding and with more than 3 months notice | have
informed Marriott. They have outright refused to cancel the room for me. | never use
Marriott hotels but had no choice to book this due to the wedding arrangements
which I will no longer attend. | am shocked that they will not offer any cancellation
options, simply keep suggesting rescheduling but why would | reschedule if | am not
attending the wedding. I’'m shocked at their service, | really am. They should offer a
refund but they’re greedy so and so’s!!!

Date of experience: 11 December 2023
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30 Dec 2023

The staff in the restaurant at The...

The staff in the restaurant at The Marriott Abingdon (Oxford South) U.K.
Arpit, Isabel and Perry were exceptional - they were professional, efficient and very
friendly - lovely people!

Date of experience: 29 December 2023
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