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Executive Summary
The concept of change management has been explained in the introduction part of the report. Change management is mainly related to the strategies and processes within organisations that undergo transformation. It has been found that management consultants are accountable for resolving organisational problems and overcoming challenges. In addition, they need to supervise that the organisation is performing at an optimal level. An outline of the report has been given in the introduction of this study. Key issues such as data breaches, reduction in brand image, and others have been identified in relation to Marriot International in the introduction part. It has been found that Marriott International claims to possess the most powerful portfolio in the hospitality industry. The vast spread of the organisation in different countries and territories has facilitated networking. Customers can opt for Marriot International when travelling to most destinations due to Marriott International’s presence in different countries. The establishment of the company more than 90 years ago makes it trustworthy. To meet the demand of millions of customers, different types of rooms are offered to customers. According to individual budgets and needs, customers can choose the most suitable rooms for their stay. However, involvement in data breaches has significantly reduced the trust of customers in Marriott International. 
This was mainly due to a lack of adequate technology and security systems. The data breach resulted in legal cases against Marriott International. This legal issue caused the organisation monetary loss as well as a loss of customer loyalty. It has been observed that Marriott International had put in significant efforts to improve its brand image. However, lack of opportunity for career growth and inequality from the perspectives of employees has reduced brand image. The political dimension of the UK economy is challenging for Marriott International to deal with. On the other hand, the economic dimension is in favour of the organisation. The social aspect of the UK economy is somewhat beneficial for the organisation. However, Marriott International is significantly affected by the technological standing of the UK economy. It has been observed that the presence of close competitors in the market poses a huge threat to the organisation. Substitutes and strategies of competitors impact the profitability of Marriott International. Further expansion into the existing markets and penetration into new markets are the biggest opportunities for the organisation in the competitive business environment. Various theories have been used in this study for a better understanding of the present position of the organisations. 
In addition, necessary changes for the organisation to increase its efficiency have been determined in the study. The Star Model has been used in the study to understand the reasons being the decisions taken by Marriott International. It is observed that it is the duty of the managers to form policies to foster a positive working environment for the employees to enhance the performance of the organisation as a whole. Adequate planning is required before making decisions towards achieving long-term objectives. Marriot International has a matrix organisational structure that ensures that proper flow of command and decisions are taken in an organised form. Lack of security in the process of Marriott International has resulted in data breaches impacting customers’ personal information. It is observed that the organisation has incorporated various plans for covering the performance gaps in employees. Marriott International through its people management takes care of the human resource requirements to address increasing customer demands. Employee dissatisfaction, customer dissatisfaction, technological issue and legal issues have been identified through the Fishbone Model. The root causes behind these issues have been evaluated. Reviews of a biased workplace environment have resulted in poor employee satisfaction affecting employee retention. 
Leakage of customers' confidential information such as payment information, personal information, and others has resulted in poor employee satisfaction, thus, affecting the brand image. Kotter's change model has elaborated upon the steps of the change management process. In order to deal with the issues faced by the organisation, changes are required in the operations and strategies. This model has explained the process of mitigating issues through the identification of issues, building and implementing a change strategy as well as making sure that it becomes permanent. An action plan has been given in the study explaining the steps that are to be taken for resolving issues faced by the organisation. Rewards and recognitions have been deemed to influence employees' attitudes and behaviour. Service training excellence has been determined in the action plan to improve performance. Strong security systems will avoid data breaches in future, thus, ensuring customers feel secure. A legal committee will be formed to avoid legal consequences in the future. This committee will focus on the Data Protection Act 2018. Furthermore, recommendations have been given in the study along with a brief summary of the report. 
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[bookmark: _Toc136021792]Introduction
The systematic approach that deals with the transition and transformation of organisational goals within the business is known as Change management (Cameron and Green, 2019). Management consultants are the bodies or the people associated with the organisation who are responsible for solving issues, maximising the chances of growth opportunities and improving the business performance (taken from lecture notes). This consultancy company will provide objective advice and ideas related to business skills that can be critically utilised to address the flaws of the operational practices in Marriot. A systematic analysis will be produced in the report which critically evaluates the arguments and assumptions. The report will highlight the role of internal and external consultants in Marriott. Change management theory like Kotler’s change management model will be applied to the organisation to gain insights related to the required change processes.  Marriott has an income of 2.74 billion dollars (Financial Times, 2023).
The company has been facing multiple issues in the operations of the organisation in recent years. The company has faced multiple issues associated with data breaches which have adverse impacts on the business. With incidents of cyber-attacks and data breaches the brand profile received a major hit, although considered in the top 5 of the industry. Only 28% of the people, like the company (Statista, 2022). A reduction in the brand image can be expected from such actions. Moreover, as per Partridge (2020), the company also has to deal with lawsuits. A negative customer review with an overall rating of 1.6 stars will have negative implications on business performance (Trustpilot, 2023). The report will be based on analysing the external and internal influences through models like PESTLE and SWOT. In the analysis section, TWOS has been used to develop strategies based on the scenario obtained.



[bookmark: _Toc136021793]Scope & Analysis
JW Marriott claims to be the most powerful portfolio in the industry with its 31 brands and more than 8500 properties. The company is also present across 138 different countries and territories which serves as a way of connection between the people (Marriot, 2023). The company was established in 1927 as a beer stand and after 30 years in 1957, it expanded into the lodging business (Marriot, 2023). In the UK, it is present in 14 different cities which are Bournemouth, Bristol, Cardiff, Edinburgh, Glasgow, Hayes, Hertfordshire, Leeds, Leister, Twickenham, Portsmouth, Manchester, London and Lingfield (Marriot, 2023). The hotel ages now 96 years old. The hotel has various rooms in its properties like the deluxe room, premium room, junior suite, executive lounge access, balcony room and many others (Marriot, 2023). As per statistics, Marriott International has more than 135 thousand rooms in its properties alone in Europe (Statista, 2023).
Despite having significant reach and strength within the industry the Marriot hotels are associated with multiple instances of data breach which pulls down its brand image and reputation. According to Sweney (2019), the international hotel group Marriott was fined almost £100m by the Information Commissioner’s Office (ICO) as the data of 339 million guests were stolen and breached by the hackers. It included personal data such as credit card details, passport numbers, and date of birth. As per the ICO again in 2020, the organisation failed to provide adequate safeguarding standards to its guests as it compromised on the guests’ data in an incident of cyber-attack. The Marriott hotel chains were again fined almost 18. 4 million pounds which affected more than affected up to 339 million guests because of a data breach (BBC, 2020). Although the company has successfully developed a positive reputation for its contribution to the significant issue of Unemployment and underemployment driven by inequality and lack of opportunity. The company has partnered with leading non-profit organisations to ensure workplace readiness and ample opportunities for the youth, women and people with disabilities (Marriot, 2023). Not only reputation, Partridge (2020), says that the company also has to deal with legal consequences as it has been charged with a legal action lawsuit in London’s high court. 
PESTEL Analysis
	External Environmental Factors
	Evaluation

	Political
	· The score of the UK in terms of the corruption perception index in the year 2022 was 73 out of 100 (Tradingeconomics, 2023). It has been observed that corruption in the economy is rising at an alarming rate. Marriott International is facing challenges related to maintaining transparency in its operations. 
· According to the political stability index, the UK received a value of 0.54 in 2021 (Theglobaleconomy, 2023). It can be implied that the political stability in the UK is moderate. Organisations such as Marriott International is slightly affected by the changes in the political scenario due to changes in policies.

	Economic
	· In the month of April 2023, the inflation rate of the UK has been recorded at its lowest at 8.7% (Tradingeconomics, 2023). It can be implied that the price level of goods and services is reducing significantly. Marriott International is benefitting from this as the price of materials is reducing enabling them to earn higher profits.
· The GDP growth rate of the UK was reported to be 4.05% in 2022 compared to 7.6% in 2021 (Statista, 2023). It is observed that the growth rate of the UK has been significantly reduced. Marriott International is facing notable issues in attracting investors to invest in the organisation. 

	Social
	· The unemployment rate in the UK during the first quarter of 2023 reached around 3.9% (Tradingeconomics, 2023). There is more availability of skilled labourers in the economy. Marriott International is being able to hire skilled employees to cater to the increasing demand of customers especially after the pandemic while investing less in training. 
· However, the population growth rate of the UK has been stagnant at 0.4% from the year 2020 to 2021 (Worldbank, 2023). It can be implied that negligible growth in population has been observed in the UK. Marriott International is facing issues in attracting new customers and expanding its customer base. 
· Customer preferences in the market tend to keep changing from time to time. The dining menu of Marriot International includes a wide variety of items (Marriot, 2023). This helps in meeting changing customers’ preferences.

	Technological
	· It has been observed that the government's investment towards technology in the UK has reduced significantly. It was reported that UK technology investment dropped by around 22% from $36 billion in 2021 to $27.9 billion in 2022 (Simister, 2022). For Marriott International, this is a huge drawback as it is not able to use the latest technologies to enhance customer experience.
· On the other hand, the expenditure on research and development (R&D) in the UK was 61.8 GDP in the year 2020 (ONS, 2022). Increasing investments in R&D indicate innovation of new methods and processes. Marriott International is able to develop new services to attract new customers.

	Environmental
	· The Environment Act of 2021 puts forward laws related to environmental protection (ClientEarth, 2022). This law ensures that organisations incorporate sustainable measures to reduce harm to the environment. Marriott International has incorporated sustainability practices to reduce wastage, pollution, carbon emissions, and others in its operations. 

	Legal
	· The Equality Act 2010 protects the people of the UK against discriminatory practices on the basis of age, race, sex, gender, disability, and so on (Ageuk, 2022). The policies of Marriott International prohibit discriminatory practices in the workplace. This enables the organisation to maintain diversity in the workplace. 


Table 1: PESTEL Analysis of Marriott International
(Source: Created by the learner)
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Figure 1: Corruption Perception Index of the UK
(Source: Tradingeconomics, 2023)
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Figure 2: Inflation rate of the UK
(Source: Tradingeconomics, 2023)
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Figure 3: The unemployment rate in the UK
(Source: Tradingeconomics, 2023)

SWOT Analysis
	Strengths
	Weaknesses

	· Among hotel customers, the brand awareness of Marriott in the UK is 80% (Statista, 2023). It can be inferred that the organisation is popular among the customers due to which they prefer Marriott International over other organisations present in the market. Having a loyal customer base enables Marriott International to remain sustainable in the long term. 
· In addition, the international presence of the organisations enables them to be competitive and more profitable. It has been reported that in the year 2022, there are more than 8,288 Marriott International properties across the world (Statista, 2023). It is easier for organisations to hire skilled employees across the world while having control over their operating costs. 
· Moreover, due to its international presence, the organisation has access to materials and technologies in different economies. This enables Marriott International to increase the efficiency of its operations while maintaining optimal performance. 
	· The employees of Marriott International have reported complaints related to work-life balance, long working hours, workplace environment, and so on (Glassdoor, 2023). Employees are considered to be the key stakeholders of an organisation that ensure its success in the market. Unsatisfied employees result in higher employee turnover rates. Marriot International has been facing issues in retaining skilled employees as they consider work-life balance.
· Furthermore, it has been observed that salaries received especially by the employees in lower positions are very low. Due to this reason, employees tend to look for better job opportunities even though they are receiving additional perks from the organisation. 
· It was reported that Marriott International was fined £18.4 million due to a major data breach that affected millions of customers (BBC, 2020). This incident impacted the trust of customers in the market, thus, affecting the customer base of Marriot International.

	Opportunities
	Threats

	· Marriot International has the opportunity to expand its operations to new markets to increase sales and profitability by increasing its customer base. According to Tien, Phu and Chi (2019), the world market increases the opportunities for organisations as they can transfer their capabilities. However, it is necessary to analyse customers' demands and preferences in the foreign market before penetration in order to be successful. 
· Paul and Mas (2020) observe that expansion into foreign markets gives organisations access to new resources and building relationships with the government, suppliers, and so on. The organisation will be able to hire employees from economies where the cost of labour is low. In addition, Marriott International will be able to further acquire technological requirements.
	· Hilton, Hyatt Hotels, Las Vegas Sands and Arena Hospitality are some of the major competitors of Marriott International in the market (Craft, 2023). The presence of a greater number of competitors in the UK market can significantly reduce the profitability of Marriott International while affecting its customer base.
· Moreover, the presence of substitute services in the market which is offered by the competitors affects the organisations. Customers tend to be attracted by the services being offered in addition to perks by competitors at comparatively low prices. Employees tend to shift jobs to those organisations where they receive work-life balance and job security is adequate. 


Table 2: SWOT Analysis of Marriott International
(Source: Created by the learner)





[bookmark: _Toc136021794]Main Body
Research methods
The data has been collected using a desk strategy where only secondary sources have been utilised.  The Secondary sources have allowed the researcher to collect the data easily as all were available online. Databases like Financial Times, statistics and company reports were used to extract objective data. Information for the understanding of the models has been collected from scholarly articles and journals. Lastly, the subjective data of employees and customer reviews were collected from trusted websites like Trust Pilot and Indeed. This study involves the analysis and handling of both qualitative and quantitative data. Although getting the specific required data was hard was difficult because of the secondary data collection technique. Moreover, the consultant ensured that all the data has been cited properly to avoid copyright claims and academic misconduct. Further none of the data collected has been modified or misinterpreted.
The Star Model 
The star model framework for organisations provides the business with a framework to make design choices (Safikhani et al., 2020). These design policies are controlled by the manager and can potentially influence employee behaviour. The design policies fall under five categories which make up the Star structure (Galbraith, 2011). The first component is the Strategy which determines the direction, the second is the structure that determines the location of decision-making power and the third is the process that highlights the flow of the information. The fourth component is of reward system depicting the designs undertaken by organisations like Marriot to motivate employees and the last is the policies which refer to the human resource policies.
[image: ]
Figure 4: The star model
(Source: Galbraith, 2011)
Strategy: It refers to the organisation’s formula for winning completive battles with the competitor companies (Galbraith, 2011). The mission, vision, and objectives that the company is pursuing in order to create and maintain a competitive advantage fall under this component.  The company has a long-term objective to improve its financial capabilities further by diversifying the financing sources and optimising the mi and maturity of long-term debt. Marriot even tries to enhance the guest experience through frictionless digital experiences which are integrated with stays as well as superior guest satisfaction so that it can increase the base of loyal guests (Marriott, 2023). The company also engages its employees by providing them with benefits worth $243 million.
Structure: It highlights the specialised jobs, shape, distribution of power and departmentalisation of the organisation (Xue et al., 2023). The main highlight of the organisation is its matrix organisational structure. It was recently done by Anthony Capuano to ensure that the company can introduce effective strategies for the benefit of driving strategies to benefit of customers and other stakeholders. For integrating global consumer strategy, Peggy Fang Roe was appointed as the Executive Vice President and Chief Customer Officer (Marriott, 2023). The changes were implemented by the organisation to address the challenges of customer dissatisfaction and disengagement. From the customer reviews it can be seen that the technological department- of Marriot has not been the best as the customers suffered because of multiple glitches and bugs. Their customer service has also been questioned.
Processes: The management processes represent the functioning of the company, which can be both vertical and horizontal (Pérez-Lara et al., 2020). There have been discrepancies within the organisation in the business processes which has resulted in serious implications. For instance, the lack of security measures within the organisations has resulted in privacy breaches. Sweney (2019), has presented the issues of data breach and added financial stress that the company encountered as fines.
Rewards: The rewards are implemented by the company to align the goals of the organisation and the employees (Jawaad et al., 2019). The employees get motivation and a strategic direction of work and achieve the organisational objectives. It includes the salaries, promotions, bonuses, profit sharing, and stock options that are available for the employees (Reddy, 2020). The company employed a variety of schemes and policies to motivate the employees which consists of Retirement Savings Plan, Stock-Based Compensation, Self-Insurance Programs, and RSUs (Marriott, 2023). The RSUs are provided to the employees so that their intention to stay with the organisation gets positively influenced along with performance and satisfaction levels. Despite all these efforts, 41% of the employees consider leaving the company upon getting new employment opportunities (Comparably, 2023). It ranks only in the 4th position among the five other competing organisations and therefore significant changes are required in the recording policies of the organisations to enhance its capabilities.
People: It refers to the human resource policies of the company responsible for recruiting, selection, rotation, training, and development. The combination of proper Human resource policies can produce the talent which will fit into the strategies and structure of the organisation (Tien et al., 2020). The company aims to maintain its position as the employer of choice both for the job seeker and the other related associates (Marriott, 2023). Moreover, Marriot continuously optimises its recruitment potential and tells the story of long-term career potential in the company to attract new talents. Further, the company has introduced a flexible hybrid working model so that it can meet the evolving needs of the corporate workforce. Additionally, Marriott is aware of the correlation between associate satisfaction and customer satisfaction and therefore looking for innovation in the hotel jobs to increase their satisfaction level.


Fishbone model 

Customer Dissatisfaction
Employee Dissatisfaction
Legal issues
Technical issues
Strategic Issues of Marriott
Technical problems and privacy isues
Biased work environment
Data breach due to lesser security measures
Lawsuit

Figure 5: Fishbone Model
(Source: Created by the learner)
The fishbone model helps organisations to visually outline the problem and its root cause through a diagram (Qu et al., 2019). It extracts deeper insights regarding the strategic issues that organisations are dealing with. The diagram has come up with four strategic issues that Marriot Hotel is experiencing.
 Employee dissatisfaction: With the help of the Star model the issue associated with employee dissatisfaction has been identified despite significant investment made in them through various reward and compensation schemes. From employee reviews issues like biased work environment, misbalanced work-life balance, and management issues come to light. Issues associated with training facilities were also identified (Indeed, 2023). 
Customer Dissatisfaction: The customer has been dissatisfied with the services provided by the organisation. Significant issues like privacy breaches, disruptive environment, sudden cancellations in reservation bookings and terrible customer service were identified from the reviews presented on different online media channels (Trust pilot, 2023).  
Technical issues:  There are multiple instances of technical fallacies have been observed in the case of Marriott International. First, from the customer reviews the issues related to glitches and bugs in the organisational webpage can be identified. Secondly, 339 million guests were victimised by incidents of data breaches (BBC, 2020). This highlights the lack of security measures implemented by the hotel chains.
Legal issues: The repetitive incidents of data breach and cyber-attacks which exposes the public towards severe fraud and scams has led to legal complications for the hotel industry. Now as per Partridge (2020), a lawsuit has been filed against the organisation as a consequence of the damages inflicted on the gussets of the hotels.
The Change Management Model
Burnes (2004) relates change management to the strategic development of an organisation. Strategic development is related to the evaluation of internal and external environments for the purpose of determining resources and actions in order to maintain a competitive edge and remain successful (Indeed, 2022). Organisations tend to face various issues due to changes in the business environment both internally and externally. The adoption of various change management models allows organisations to effectively deal with these issues. Kotter’s 8-Step change model is considered to be a framework that enables organisations to implement change in their practices and operations to deal with such issues (Indeed, 2022). Marriott International is affected by the changes in different economies, government policies, events, and others due to its global presence (Marriott, 2023). Furthermore, it has been observed that the organisation is facing issues in terms of technology, quality as well as legal problems. These issues have significantly reduced the profitability and performance of the organisation in the competitive business environment. Marriott International can implement this change management model to resolve its issues and problems in the following ways:
Convey the urgency of change
Kotter (2012) investigates that strong forces of the business environment compel organisations to reduce costs, improve the quality of their products and services, identify opportunities as well as enhance productivity. Since Marriott International has identified the problems, it needs to communicate the immediate need for change to its employees and management. In addition, the benefits of the change process for the employees need to be explained.
Form a representative coalition to guide the change
In the second stage, Marriott International can form a team of skilled employees who have the ability to facilitate the change process and help it to gain momentum. This high-performance team will need to agree to the implementation of the change process. In order to influence the guiding coalition, a proposal of change needs to be submitted that highlights key facts, issues that it will address and benefits. 
Detail a clear strategy
Organisational culture, cross-functional communication and integration of values are crucial for change management (Kok and Siripipatthanakul, 2023). Marriott International will need to consider these factors when developing a change strategy and determining a vision. It has been observed that clear visions are easier to follow in comparison to ideals. However, it is important that the organisation determines achievable goals that are flexible for future modifications.  
Spread this vision of change
The Serve 360 Report presents Marriott International’s commitment towards creating a positive and sustainable impact (Marriott, 2022). The organisation has been putting significant efforts in terms of Environmental, Social and Governance (ESG). It is important for Marriott International to spread its vision related to sustainable development. Furthermore, the vision of its change strategies needs to be conveyed to the employees effectively. 
Remove obstacles to the initiative
Misunderstandings and doubts may arise concerning the change strategy of the organisation. Employees may resist the change process due to the rise of uncertainties concerning job security, authority and power, and so on (Charoensukmongkol and Phungsoonthorn, 2021). Marriott International needs to ensure that these queries and misunderstandings are resolved earlier to foster the change process. Giving guarantees to the employees in the aspect of job security, position, and others may influence the behaviour of employees to support the change process.
Creation of short-term milestones
Organisations may divert away from their final goals due to the absence of short-term goals. it is crucial for Marriot International to decide upon the short-term goals for the purpose of keeping the change process aligned with the final goals. In addition, it provides the employees with an early sense of success. They are motivated to put in more effort to make the change process a successful one. 
Develop the successes
Constant measurement of the change process allows organisations to determine further changes and modifications that are required. These additional changes and modifications increase the efficiency and effectiveness of the change strategy. Marriott International can communicate with the employees and the management to receive feedback and act on them. It is reported that Marriott International has been facing issues in retaining employees. According to Kurdi and Alshurideh (2020), employee retention has a notable impact on the performance of the organisation. Skilled and experienced employees tend to adopt changes at a faster pace. 
Incorporate the vision into the culture of the organisation
In the last step, Marriott International has to make certain that the change has been incorporated and become a part of the organisational culture. It has been observed that a lack of adequate training and amending systems may result in the return of old practices. Voyage is a development programmes that focuses on employee training in Marriott (Marriot University Programs, 2023). Marriott International will need to evaluate that the actions and behaviour of employees are supporting the change in its operations. 
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	Parameters 
	Details
	Linking with Issue

	Employees
	More than 140000
	Employee retention has been a major problem for the hotel chain in the UK because of the saturated job market.

	Training 
	Voyage global leadership 
	A lack of training programmes has caused issues associated with skill gaps among employees. The transparency associated with training and development programs at Marriot has not been clear. The voyage leadership program provides training to aspiring students, the training employees have been significantly less.

	Employee reviews 
	4.1 Star on Indeed, UK
	Although most of the employees have been satisfied with the organisational culture and management, there are significant flaws within the system which got highlighted from the negative comments of the employees. Even if they are lesser in number, the problems are never negligible.

	Menu list
	Varied options of foods available for all times of the day
	The company has been trying to adjust to the changing customer needs regarding food choices by providing a wide range of foods and beverages. However, this can put stress on the financial situation of the organisation as the shift in demands will never get exhausted.



Table 3: Key highlights
Analysis: As identified in the PESTLE analysis, the UK job market is very competitive and therefore Marriott faces issues in retaining employees. The company has provided various benefits to its employees to make them satisfied and engaged with the organisation. Even the company has made investments worth $243 million in employee benefits. Despite these efforts, the employee reviews signify negative highlights about the organisation. Marriott is also expected to experience financial stress due to too many investments in the shifting consumer needs and preferences. The company has also been associated with many data breach incidents which puts the brand image and reputation at stake.
On the positive side, it can be seen that Marriot still employs about 140000 employees. Moreover, it has been seen that most of the employees have given a positive review towards the organisational culture. The company is also trying hard to adapt to the dynamic consumer preference by availing a wide-ranging food service to the consumers. In addition to these, it has been seen that the company adheres to major sustainability practices to comply with the sustainable norms.
	
	Opportunity
· Enter New markets
· Strengthening human resources
	Threats
· Competition
· Similar services

	Strength
· Brand Awareness
· Global Presence
· Technological Access
	SO strategy
· Marriot can utilise its brand awareness to enter new markets and gain a customer base easily 
· The global presence of the company will help it, to access the global job market and get talented and skilled employees for its business.
	ST strategy
· With the technological access of Marriot, the company can easily develop a competitive advantage over its rival organisations.
· Brand awareness will help the organisation to draw a distinguishing line between their services and similar services provided by other smaller organizations.

	Weakness
· Employee Dissatisfaction
· Customer loss
	WO strategy
· The employees of the organisation can gain satisfaction with the policies undertaken for strengthening the human resource section.
· The opportunity to enter new markets will help the organisation to get access to more customers
	WT strategy
· Marriot can focus on the improvement of engagement and satisfaction level of the employees so that the competitors cannot  lure them by any means
· The organisation needs to attract customers by implementing offers and discounts or any loyalty programs so that they do not get lured and attracted by organisations offering similar services


Table 4: TOWS
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	Number 
	Problem 
	Solution 
	Desired outcome
	Time scale 
	Completion date 
	Planned budget (£)

	1
	Employees are dissatisfied with the workplace and the overall operation of the company 
	To engage more employees there are three major actions that can be taken. Firstly, reward and recognition can be implemented. Apart from that overall training and development can be introduced for the better professional growth of the employees (Khan and Abdullah, 2019)  
	The employees will be more focused on their work and might be able to boost their productivity 
	3 months 
	26-08-2023
	12,000

	2
	Customers are dissatisfied with the services of the company and they are losing trust as well.
	Privacy breaching is one of the major issues for companies in the hospitality sector (Yallop and Seraphin, 2020). To resolve this, issue the company need to change or modify their data security system and thus clearing any issue regarding the privacy of the customers. Apart from that the company might provide service excellence training for better customer service. 
	The customers might get along with the company and thus they will be satisfied with the service as well
	3 months
	26-08-2023
	15,000

	3
	Technical issue 
	The glitch of the webpage that has been occurring can be removed through the alternate system software or technical changes in the backend of the website  
	The webpage can run without any hassle and the loading speed will be increased. Thus the accessibility of the official webpage can be increased as well 
	3 months
	26-08-2023
	10,000

	4
	Legal issues 
	Data breach and the loss of trust in the company is the key issue for the company. Thus to mitigate that an internal legal audit committee needed to be set up. After that, the company needs to strictly follow the guidelines of the Data Protection Act 2018 (Legislation.gov.uk, 2023) 
	The trust of the customers can be dealt with and thus the company might thrive in the UK market 
	3 months
	26-08-2023
	9,000


Table 5: Action plan
(Source: Created by the learner)
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· It can be recommended to Marriott that the organisation can implement the reward and recognition system to engage with employees. According to Bashir, Wright and Hassan (2022), rewards and recognition is linked within employee engagement within and organisation. This will help the company to engage with the employees at a deeper level. Moreover, by providing recognition, the employees will be motivated to perform at a higher level. When the employees will perform at an elevated level the company can successfully operate at a higher productivity. Further, the skill gap among the employees can be addressed by integrating training and development programmes.  This will also motivate the employees as training and development programmes will make them feel supported (Karim, Choudhury and Latif, 2019).

· Changes in the data security system are needed to enhance the security of data of the customers. Further, the organisation also needs to take care of privacy breaches so that customers do not lose faith in the service provided by the company. They can achieve this by installing dedicated security teams for data management. Moreover, buying an advanced firewall will help organisations to defend against the attacks launched by hackers (Hanfy and Rana, 2022). Marriot needs to clear its brand reputation from any sort of media scandals by setting up of advanced security committee for advanced audits and also adhering to the guidelines outlined by the Data Protection Act 2018.

· Lastly, it will be important for the company to tackle the technical issues that the customers had to deal with while availing of the service from the website. Multiple glitches and bugs have harmed the experience of the consumers which has resulted in customer dissatisfaction (Gao et al., 2019).
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It can be concluded that change management for any of the companies can be defined as the transition and transformation of the organisational goals. JW Marriott is one of the most prestigious companies in the hospitality sector. Thus in recent times, the company have been facing some major issues. Management consultants are the bodies or the people associated with the organisation who are responsible for solving issues, maximising the chances of growth opportunities and improving the business performance. It can be said that with the help of the scoop and analysis, the company has been facing the issue of underemployment as well. With the data, it has been identified that the overall credentials of the data breach and lack of maintenance is the reason. By assessing the situation of the company apart from employee issues, JW Marriott is facing customer dissatisfaction, technical glitch issue and legal dispute for possible scams. With the help of the Fishbone analysis, all these issues are identified. By using the star model, the major aspects of the company such as structure, strategy and people have been conducted as well.  The company continuously optimises its recruitment potential and tells the story of long-term career potential in the company to attract new talents. However, the essentiality of these issues is significant thus the overall aspects needed to be solidified. Thus the best ways to mitigate these issues are to conduct an action plan. To get ahead in the market the company might have to take serious decisions for the betterment of the organisation. The company needs to cater to the need of the employees with training and development. Apart from that the overall success of the company might come from legal audits and implementing a service excellence system. With that, the company might thrive in the foreseeable future. 
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