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[bookmark: _Toc181309387]Executive Summary 
This is a consultancy report. The report is prepared to identify the key issues within a hospitality company in France. Paris Marriott Rive Gauche Hotel & Conference Center is the chosen hospitality firm. The hospitality industry in France is highly competitive for the existence of many international players. If the company does not address the key issues properly, it may lose its competitiveness in the industry. The consultancy report aims to identify the operational inefficiencies that the company is having currently and offers some strategic recommendations to overcome the challenges. The recommendations will help the company to improve service quality, enhance customer satisfaction, and the achievement of organizational goals. 
Problem Statement
Paris Marriott Rive Gauche Hotel & Conference Center has several problems affecting the company’s reputation and financial aspects. The hotel is failing to keep consistency in its service quality. Customers who have been loyal for many years are dissatisfied with the hospitality experiences from this particular site. Some customers wanted to place complaints to the hotel’s management about room size and sound pollution but they could not find any solutions to their complaints. Because the existing complaint resolution mechanism is ineffective. Guests have also identified security issues within the hotel operations. Moreover, the hotel amenities are not up-to-date. Therefore, the lack of responsiveness among the staff and the service quality have increased customer dissatisfaction, declined customer loyalty, and financial growth. 
Key Findings
The identified issues are analysed by applying PESTEL, SWOT, and TOWS frameworks. PESTEL Analysis shows that high labour costs and other factors have negatively impacted the country’s hospitality industry. Currently, there is a labour shortage in the hospitality industry. As a result, many hospitality businesses are facing issues like poor service quality and understaffing. The rising cost of living and economic uncertainties have made it difficult to invest in major projects of the company. Customers are shifting their purchasing behaviours so hospitality businesses need to assess their pricing strategies to attract customers. Having a clear understanding of the guests’ expectations and cultural preferences is crucial to serve them properly. Integration of the latest technologies within the workplace can streamline hotel operations. The increasing awareness of the customers about sustainability may influence Marriott to adopt sustainable hospitality operations. The SWOT analysis shows that Paris Marriott Rive Gauche Hotel & Conference Center has strengths such as a strong brand reputation, a prime location, and a loyal customer base. The weaknesses of the company include smaller rooms, negative customer reviews, and inconsistency in service delivery. The opportunities for the hotel are service quality improvement, adopting sustainable hotel practices, and technological transformation. The threats to the hotel are economic uncertainties, a competitive market, and staff shortages. The hotel needs to overcome its weaknesses and threats by leveraging its strengths and opportunities. 
Recommendations
Based on the identified issues and analysis of internal and external factors, the consultancy firm offers the following recommendations to the Paris Marriott Rive Gauche Hotel & Conference Center’s management:
· Firstly, the management may introduce a comprehensive training and development programme for its existing workforce because training and development opportunities will equip them with the necessary skills and capabilities to deal with organisational conflicts and inefficiencies. 
· Secondly, the hotel should have a functioning complaint resolution process. Customers must be able to have access to the system to place complaints and the management has to respond to the complaints without any delays. It will minimise guests’ concerns and make them satisfied with the services. 
· Thirdly, the hotel staff must comply with the security protocols. For example, they should check guests’ IDs before offering any services. Training in security procedures can increase their awareness. 
· Fourthly, the management should increase its investment in modern hotel amenities and technological transformation. There should be improvements in bedding, bathroom fixtures, and noise-proof interior. These are essential for a better service quality. 
· Finally, although there is a global loyalty programme for the hotel, Paris Marriott Rive Gauche Hotel & Conference Center may consider introducing a targeted loyalty programme for dissatisfied guests by offering them special discounts and benefits on their repeated purchases. 
Conclusion
Paris Marriott Rive Gauche Hotel & Conference Center is experiencing a loss of financial and reputational aspects. The dissatisfied guests are negatively representing the company in the market. If the issues are not carefully handled, the company may have significant negative impacts in the long run. However, by applying the recommendations to the organisation, the hotel can address the identified issues and make the guests loyal to the company. Kotter’s 8-step model can ensure that the management has implemented the changes successfully. 





[bookmark: _Toc181309388]Introduction 
Marriott International is a multinational hospitality company. It was established in 1927 and headquartered in the USA. Currently, the company operates in more than 140 countries around the world with its vast number of properties. The company also has a significant market presence in France. It serves different market segments, from luxury to budget segments (Marriott, 2024). The primary focus of the consultancy report will be on one site of the company. Paris Marriott Rive Gauche Hotel & Conference Center is a 4-star hotel. It is situated in Paris, France. The hotel offers a variety of accommodations, dining, and conference facilities to the guests (Marriott Kensington, 2024). The consultancy report will be prepared by Insight Hospitality consultancy firm. Des McDonald and Olivier Lavigne Du Cadet established the consultancy firm. With over 50 years of experience in the hospitality industry and business consultancy, the company offers a wide range of consultancy services to UK companies as well as other international firms based on their requirements (Insight Hospitality, 2024). The consultancy report consists of different parts. At first, the analysis will be performed to identify the issues that Paris Marriott Rive Gauche Hotel & Conference Center is facing, and the internal and external factors will also be analysed using frameworks such as PESTEL analysis, SWOT analysis, and TOWS analysis. The PESTEL analysis will explore the key external forces that influence the organisation’s issues while the SWOT and TOWS analysis will focus on the internal capabilities of the hotel. In the second part of the report, recommendations will be provided to overcome the identified issues. The hotel requires significant changes to address the issues. Kotter’s 8-step change model will be applied to implement the change successfully. The KPIs to assess the outcome of the change management and the costs will also be provided in the section. Finally, an action plan will be provided to offer solutions to the problems. Paris Marriott Rive Gauche Hotel & Conference Center has several issues. The customers of the hotel are dissatisfied with the hotel’s services and operational efficiencies. They have written many negative reviews on the company’s website and other platforms. Some employees found that employees were not behaving and interacting with them appropriately (Jain et al., 2023). Staff ignore customer’s complaints. The hotel amenities are also outdated. Overall, many loyal customers of Marriott Hotels explained in the reviews that this particular hotel site is not serving the core purposes of Marriott Hotels. Therefore, the consultancy report will recommend some solutions that the hotel’s management may consider to overcome the identified issues. 
[bookmark: _Toc181309389]Analysis 
The analysis part of the consultancy report will identify the key issues that Paris Marriott Rive Gauche Hotel & Conference Center has been encountering recently. In addition to the issue identification and evaluation, internal and external factors that can influence the issue willF also be analysed using SWOT, PESTEL, and TOWS Analysis. 
[bookmark: _Toc181309390]Analysis of the Issues
Based on customer feedback and reviews on the company’s website as well as external sources such as TripAdvisor, and Google reviews, the following issues are identified for Paris Marriott Rive Gauche Hotel & Conference Center:
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· Inconsistencies in the Hotel Services: Customers who have taken services from the hotel are complaining about the poor service quality in the particular hotel. Because these customers are loyal to the hotel and receive better services from Marriott Hotels in other regions. Particularly, some customers had poor interaction with the hotel’s front desk staff. They described the staff as condescending, unhelpful, and incapable of serving customers due to poor communication skills (Marriott Hotel Kensington, 2024). According to Browning, So and Sparks (2013), customers writing reviews online on hotels’ services and their experiences can significantly impact potential customer retention. Usually, customers assess the service quality and other aspects of the hotel based on these reviews. Akarsu, Marvi and Foroudi (2022) found a strong correlation between customer loyalty and service quality in hotels. Failing to meet the customers’ expectations can lead to customer dissatisfaction as well as negative word of mouth which can be destructive to Marriott’s reputation and the success of the business (Alshamsi et al., 2020; Mellinas, Nicolau and Park, 2019). Even the financial performances and successes are dependent on customers’ satisfaction and positive reviews (Hwang, Yoon and Lee, 2022). Marriott Hotel can not achieve its financial goals without addressing the inconsistencies in the hotel’s service quality and customer satisfaction aspects. 
· Inefficient Procedure to Solve the Customer Issues: Some guests were frustrated and disappointed with the hotel brand because they could not get any solutions to the problems they were facing during their stays. Customers wanted to change the room as soon as they checked in at the hotel. But their request to change the room was approved lately. The hotel staff had poor communication with them which required the customers to explain their problems repeatedly. Berezina et al. (2016) emphasised effective and efficient procedures within the hotels to resolve customer issues. According to Karatepe (2006), inefficiencies in the problem-solving mechanism can damage a company’s reputation and there is a high possibility that the company may lose its loyal customers as a result of this. As customers repeatedly complain about an issue and the staff fails to find a solution, the situation can negatively impact employee morale (Johnston and Michel, 2008). Marriott Hotel’s employees may experience high levels of burnout and stress while handling the customers’ complaints. Bani-Melhem et al. (2020) found in their study that aggressive behaviour from customers while complaining about an issue can directly influence an employee’s behaviour. Employees become unwilling to undertake any initiatives to resolve the issue under such circumstances. In the long run, employees experience burnout and high levels of stress. The study sheds light on the fact that why customers also encountered communication issues while placing their complaints to the hotel’s staff. 
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· Security Concerns: The customers of Paris Marriott Rive Gauche Hotel & Conference Center showed security concerns at the hotel. Some guests at the hotel believe that the hotel’s security procedures are questionable. Because the hotel’s authority did not undertake any verification procedures before issuing the replacement keycard. Chan and Lam (2013) argued that a hotel’s safety and security aspects directly impact the guests’ experience and they can shape the customer’s perception of the hotel brand. As the safety and security of the guests are key components of the service quality, the management can not bring operational efficiency without addressing the safety and security concerns of the guests (Cesarotti and Spada, 2009). Moreover, Marriott Hotel may face financial losses and legal challenges if the hotel fails to protect customers’ security and safety (Anichiti et al., 2021). 
· Issues Related to Rooms and Facilities: Guests including the loyalty card holders have complained that this particular Marriott Hotel’s brand executive lounge is not prepared to meet their expectations and the rooms are smaller compared to the rooms of other Marriott Hotels. Basic amenities are not served timely. Moreover, the rooms are not well equipped to prevent outside noises. As a result, they experienced sleeping problems. Ramsaran-Fowdar (2007) emphasised on SERVQUAL model as an approach to increase guests' satisfaction and loyalty. The room facilities and amenities are key components that ensure that customers are satisfied with the hotel brand. Baquero (2023) identify room facilities and amenities as competitive factors of the hotels which means Marriott Hotels can focus on these aspects to satisfy the guests and attract new customers. Min and Min (2006) explained in their study that poor room facilities and services can have a negative impact on both the organisation’s reputation as well as human resources. Dissatisfied guests may disparage the hotel while employees who encounter the situation continuously and handle it may find the workplace unfavourable to work. Hence, the identified issue must be addressed by the management of Marriott Hotel.
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The identified issues within Marriott Hotel may have been caused for the following reasons:
· Inadequate Training and Development Opportunities: The employees of Marriott Hotel may have poor training and development opportunities. Because they failed to interact with the guests properly when the guests raised concerns about the rooms and services (Chebet, Makomere and Karei, 2019). Another reason related to the staff that might lead to the issue is staff shortage. An inadequate number of staff find it difficult to respond to the guests during peak hours (Waqanimaravu and Arasanmi, 2020). 
· Poor Communication Among Staff: The hotel staff could not solve the room issue immediately because the communication mechanism among different departments was not effective. The hotel’s communication system might have been outdated. The staff might also have a skill gap in communication (Gazgireeva et al., 2020). 
· Management Practices: The current management may have encountered challenges in bringing operational efficiencies within the organization by addressing numerous issues simultaneously.  The management practices of overlooking guests’ complaints about staff’s behaviour and service quality and use of outdated amenities indicate that the particular hotel is experiencing resource shortages (Boella, 2013). The management needs to find adequate financing options to address the issues. 
[bookmark: _Toc181309392]PESTEL Analysis 
PESTEL analysis framework can be applied to assess the external forces that might influence the identified issues of Paris Marriott Rive Gauche Hotel & Conference Center (Eichhorn et al., 2024). The political, economic, social, technological, environmental, and legal aspects of the hospitality industry in France are analysed below: 
· Political Forces: France has a stable political situation and the government policies for international businesses are favourable, particularly for international hotel chains like Marriott International. Stringent rules and regulations imposed by the government controls business operations in the country (French Government, 2021). However, France government promote hospitality businesses by subsidies and other form of assistance. The hotel brand’s security issue raised by the guest can result in regulatory scrutiny of the company which might be damaging for Marriott’s reputation in the hospitality industry.  France’s labour laws and policies were significantly changed recently. The government increased the minimum wage rate, social security ceiling, and employer’s contributions (Thompson, 2024). As a result, the businesses in the country are facing staff shortages in many sectors, particularly the hospitality industry. Marriott’s current issue is related to understaffing as well as the skill gap of employees (Horsman, 2023). 
· Economic Forces: The recent COVID-19 pandemic and the Russia-Ukraine war have negatively impacted the world economy (Taera et al., 2023). France is not an exception to that. France’s economy encountered rising inflation and overall cost of living (The World Bank, 2023). To adjust to the economic challenges, many people choose affordable sources and reduce their spending on recreation and tourism activities (Ndhlovu and Dube, 2023). It may reduce the revenue generation of Marriott Hotel and so the management of the company could not upgrade the room facilities and purchase modern amenities aligning with the customer feedback. The slow recovery of the tourism and hospitality industry may increase the revenue generation of the company (Spherical Insights, 2024). The management of the company needs to consider room prices because many people are still price-conscious when choosing hotels (Dangles, Gebel and Rémi Seners, 2024). 
· Social Forces: The consumers in France value service quality. They prefer businesses that can meet their expectations. Marriott’s loyal customers have found that Marriott Hotel does not maintain high standards like other Marriott properties. As a result, many of them became dissatisfied with the hotel. The guests in the region are accustomed to receiving attention from the employees. Marriott’s staff lacks the training to interact with the guests and meet expectations. Lack of cultural awareness has intensified the issue (Guesalaga, Pierce and Scaraboto, 2016). 
· Technological Forces: France is a technologically developed country. Businesses in the country have adopted the latest technologies to serve their customers. Paris Marriott Rive Gauche Hotel & Conference Center could not keep pace with the rapid digital transformation in the hospitality industry which was evident from its hotel operations. The hotel can not process customer complaints immediately. Its communication system has become outdated. The guests have complained that they can not have a seamless experience staying in this particular facility. Marriott’s failure to meet technological advancements and guests’ expectations has resulted in many negative online reviews and reputational damage to the company (Kaurav, Baber and Rajput, 2020).
· Environmental Forces: The consumers in France have become more aware of the environmental impacts of the businesses. They are more interested in promoting businesses that are environmentally sustainable and have the least impact on the environment. Eco-conscious customers may expect that Marriott Hotels have sustainability practices in place (EIB, 2024). The management needs to focus on its hotel operations to make the operations aligned with the customers’ expectations. Customer complaint about noise pollution indicates that the hotel has environmental issues that must be addressed by taking adequate measures such as using soundproofing materials and green practices (D.A. Tasci, 2017). 
· Legal Forces: As a member of EU, France dictates businesses through GDPR and French Data Protection laws to ensure customers’ privacy. All hotels must ensure the protection of customers’ data and privacy. Security concerns of the guests suggest that Marriott has failed to maintain the regulations and standards of the hotel. The employment law in France ensures that employees get the necessary training, better workplace conditions, and support from the employer (Croneri, 2024). If Marriott’s staff receives these HR-related aspects, the hotel will have an improvement in service quality (McClean and Collins, 2011). Many of the identified issues can be resolved if the employees are treated fairly.
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The SWOT analysis of Paris Marriott Rive Gauche Hotel & Conference Center is performed below:
	Strengths
· Strong brand reputation as a global hotel chain.
· Having a prime location, in Paris (Marriott Rive Gauche, 2016).
· Having a loyal customer-base who makes repeated purchases (Marriott, 2024).
	Weaknesses
· Inconsistencies regarding the hotel’s service quality and standards.
· Customer complaints highlighting the internal issues of the company such as understaffing and communication problems. 
· Smaller rooms and misalignment of amenities with the customers’ expectations.


	Opportunities
· Improving the service quality by focusing on the issues raised by the customers.
· Integrating the latest technologies to increase the operational efficiency.
· Making the hotels sustainable and eco-friendly to meet the expectations of the guests (Melissen, van Ginneken and Wood, 2016).
	Threats
· Negative online reviews of the customers can damage the hotel’s reputation. 
· The hospitality industry is highly competitive and there are many big players that can attract customers of Marriott Hotels by offering greater services (Mortor Intelligent, 2024). 
· Staff shortage and high employee turnover can be a significant threat to the hotel as these can affect the service quality and customer satisfaction (Hwang et al., 2014). 
· The digital transformation and investment to upgrade hotel amenities can be challenging for the management if France’s economic uncertainties persist in the long run. 
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The TOWS matrix on Paris Marriott Rive Gauche Hotel & Conference Center is prepared below to address the internal and external challenges:
	TOWS
	Threats 
	Opportunities 

	Weaknesses 
	· The management should undertake proactive approaches to address the inconsistencies in the service quality. If the service quality can be improved, customers will write positive online reviews on the hotel. 
· To avoid financial and reputational damages, the hotel must increase the security and privacy of its customers. 
· The management may consider increasing room facilities for the guests because it will make Marriott more attractive to the customers. The company can overcome competitive pressure by this approach (Gottfried et al., 2018). 
	· Paris Marriott Rive Gauche Hotel & Conference Center need to invest in its communication systems. Upgrading to the latest technologies can improve the service quality and customer satisfaction. 
· The hotel can modernise its facilities aligning with the sustainability principles. 
· Staff development programmes should focus on cultural awareness. It will ensure that staff can understand the expectations of the guests (Brown Epstein, 2022). 

	Strengths
	· Marriott Hotel can undertake a comprehensive marketing strategy to counter the negative impacts of the customer reviews. It can use its key location and brand reputation as key drivers to influence customers’ choices. 
· The company can train its staff to upskill the staff. The training and development programmes are crucial to overcome the skill shortages and staff turnover issues. 
· Marriott’s strong brand recognition can be used to overcome the competitive pressures and challenges of other businesses. 
	· The strong brand reputation of the hotel can be used to promote the hotel’s service quality and how it has improved its services recently. 
· Paris is the perfect location where the hotel can target eco-friendly customers as well as those customers who want to experience a seamless hospitality experience. 
· Loyalty programme can be offered focusing on the customers who had poor experience.
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Paris Marriott Rive Gauche Hotel & Conference Center needs to undertake several strategies and approaches to overcome the issues identified in the analysis part. To address the issues, the management of the company may consider the following recommendations:
1. Targeted Customer Loyalty Programme: Marriott Hotels already has a global loyalty programme which is known as Marriott Bonvoy. Its Paris Marriott Rive Gauche Hotel & Conference Center may consider introducing a localised version of the loyalty programme. The loyalty programme will target customers who are interested in local attractions. Guests will receive exclusive benefits and discounts for their repeated visits (Uncles, Dowling and Hammond, 2003). Some loyal customers are disappointed with the Hotel’s services. The loyalty programme will communicate with those customers and offer them the opportunities to experience improved service quality and avail the exclusive discounts. This way the company can retain its customers and increase the market share. The targeted loyalty programme is feasible within the existing loyalty infrastructure of the company. The hotel can easily implement regional-specific perks. This is a cost-effective approach to increase customer satisfaction and address the hotel’s issues (Noone, Kimes and Renaghan, 2003). 
2. Staff Training and Development Programme: Many customers have made negative reviews on service quality and staff interactions. To address the issues, the hotel needs to undertake a comprehensive staff training and development programme. In the training and development programme, the management should evaluate the skill gap and identify the areas for improvement within the workforce (Tracey and Swart, 2020). Employees might have different needs and preferences. Their needs and preferences should be considered while structuring the training and development programme. The key areas of the training and development programme should be customer service, problem-solving, and cultural awareness (Ubeda-García et al., 2013). The staff should know about customer service and their satisfaction. Particularly, the frontline employees must be able to offer solutions to customer problems. They must have cultural awareness to deal with customers from diverse cultural backgrounds (Whittington et al., 2019). Arranging a training and development programme is feasible for the hotel. Because Marriott Hotels have extensive access to global resources to make the training and development programme relevant to the employee needs (Baum, 2002). The management will barely require any external investment. 
3. Upgrade Internal Communication System: The hotel has an internal communication problem so the staff can not coordinate properly to resolve the customer issues. To overcome the organizational issue, the management of the hotel may consider investing in upgrading the internal communication system. If the hotel has a modern communication system such as mobile apps, the staff of the company can easily interact and coordinate in task completion (Ortega et al., 2023). It will facilitate the task completion of the staff and bring efficiency to the hotel’s operations. Technological advancements in system upgrades are crucial to streamline operations (Buhalis et al., 2019). Marriott Hotels already has launched a mobile app for the guests to experience a better hospitality service. It suggests that upgrading the internal communication system is feasible for the company. The existing organisational resources and capabilities can support the idea (Patafta and Milohnić, 2022).  The management can achieve the goal without incurring any significant costs. 
4. Invest in Modern Amenities and Improve Security Procedure: The hotel may have outdated amenities or the amenities are not aligned with the customers’ expectations because many customers have made negative reviews on these aspects on the company’s website and external sites such as TripAdvisor and Google reviews (TripAdvisor, 2024). The management of the hotel should allocate a significant amount of resources to purchase modern amenities so that guests can find them relevant to their needs. Research has found that guests’ satisfaction in the hospitality businesses such as hotels and restaurants mainly depend on the quality of services and the amenities. Outdated or irrelevant amenities can cause customer dissatisfaction (Choi and Chu, 2001). In addition, the management of the hotel should enforce strict rules and guidelines within the workplace to ensure that the hotel has strong security procedures. Staff should check the IDs of the guests before serving them or issuing keycards. Both modern amenities installations and enhanced security procedures can create a positive perception of the hotel (Hotelier & Hospitality Design Magazine, 2024). Considering the current situation of the hotel and the challenges it is facing, it would be very challenging for the hotel to implement the renovation plan. However, the management can implement the plan in different phases over the years. The budgetary constraint issue will be addressed in this way. Investment in modern amenities is also aligned with the commitment to luxury of the brand. 
5. Upgrade Digital Booking Platform: Marriott has digital transformation over the years. Its digital booking platform has facilitated customers’ booking. However, the existing booking platform does not meet the guests’ expectations such as changing the room preferences as well as immediate solutions to the problem. The management of the company may consider upgrading the existing platform and bringing new features to address the identified issues (Balsiger et al., 2022). The booking platform must have quicker room-changing options and a direct communication channel with the hotel’s management. Upgrading such features is feasible in the existing booking platform and it will require minimal financial investment for the company. 
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Change is an inevitable reality. Organisations must accept changes within the operations or different aspects to overcome emerging challenges and remain competitive in the industry. Paris Marriott Rive Gauche Hotel & Conference Center has encountered several issues which can affect the company’s success in the long run. To overcome these issues, the management of the company must make some changes in the organisation. Kotter’s 8-step change model can be applied to manage these changes successfully (Haas et al., 2019). These steps of changes are explained below:
1. Establish a Sense of Urgency: The management of the company should identify the negative reviews of the customers about the hotel’s services and other aspects. These negative reviews indicate that customers are dissatisfied with the hotel brand. Customer dissatisfaction has a long-term impact on the company’s reputation and profitability. All such negative impacts should be communicated to the employees. It will convince the employees that the hotel requires the changes urgently (Ngang Tang, 2019). However, there might be resistance from some employees because they do not prefer any changes as they are used to the existing processes. Explaining to them the consequences of customer dissatisfaction and business risks can minimise the resistance. 
2. Form a Powerful Coalition: The implementation of the change plan is not possible without including all the stakeholders within the change management. Hence, the management should create a strong coalition of stakeholders such as senior management, front desk employees, security personnel, and the housekeeping team. Among these stakeholders, the senior managers are the champions of the change. They will dictate others’ roles in the change process. The members of the coalition will not resist the change because the coalition indicates that their opinions matter and their voices are heard by the senior managers. 
3. Create a Vision: The management of the hotel should create clear visions for the change. It will clearly state what type of changes are required for the brand. Paris Marriott Rive Gauche Hotel & Conference Center needs improvement in the customer services, internal processes, and guest satisfaction aspects. These improvement aspects are aligned with the company’s broader goal which is to offer premium hospitality services to the guests. Creating clear visions for change is crucial to overcome employee confusion about the change (Appelbaum et al., 2012). If the senior managers communicate an unclear vision, employees will be overwhelmed and they may fail to perform their tasks properly. Hence, a clear vision statement must be communicated with all the stakeholders of the change management. 
4. Communicate the Vision: After creating the vision, the management needs to communicate it with the stakeholders. It can communicate the vision by arranging a meeting or using the intranet of the hotel. Communication of the vision reinforces the key change messages (Haas et al., 2019). The employees can understand their role in the change process. The resistance to change gets minimised when the communication of the key message is performed properly. 
5. Remove Obstacles: The implementation of the change plan may encounter some challenges. These challenges are termed as obstacles. The outdated technologies, internal processes, and employees can oppose the change process. Marriott’s management needs to remove these obstacles to implement the change plan. It should provide necessary training and support to the employees. It should also equip them with the latest technologies so that they can accomplish their tasks properly. In most cases, employees resist any changes when they feel that senior managers are not supporting them adequately and they do not have the resources to perform their duties (Burnes, 2014). Therefore, offering improved customer services and technological advancements require training and development opportunities for the employees. 
6. Create Short-term Wins: The management should focus on easily achievable goals. For example, upgrading the internal communication system. When the goal is achieved, the management should celebrate the win with the stakeholders. Celebrating the short-term wins is important to bring momentum to the change process. Employees who are involved in the change process get motivated to achieve the broader goals of the change (Appelbaum et al., 2012). Skepticism within the resisting employees is also eliminated by the win celebration. 
7. Build on the Change: As the hotel brand has successfully upgraded the internal communication system, it should focus on other broader goals to achieve. Other complex changes such as loyalty programme for customer retention and training programmes should be introduced in various phases. Otherwise, many stakeholders of the change process might presume that short-term change achievement is temporary and the change will not last in the long run. By making changes in different phases, long-term successes can be achieved. 
8. Anchor the Change into Corporate Culture: It is the last stage of the change model. The management of the hotel should create a changing culture in which employees will understand that change is a continuous process. The key changes in the hotel will be reflected when customers receive better services and find the expected hotel facilities (Cheong and Law, 2023). 
The change management process is challenging for the managers because stakeholders show resistance to change. Such resistance can be minimised by taking proper initiatives. Marriott’s senior managers may consider offering training and support to the employees. They may also communicate with the stakeholders transparently about the goals and visions of the change. Sometimes incentives and rewards can motivate employees to perform certain responsibilities (Hon, Bloom and Crant, 2014).

[bookmark: _Toc181309398]Measuring Success
Paris Marriott Rive Gauche Hotel & Conference Center can measure the success of the recommendation by the following Key Performance Indicators (KPIs):
· Customer Satisfaction Score: The management can analyse customer reviews on a quarterly basis. It should track the improvement in their satisfaction level. It is expected that the changes will increase the customer satisfaction by 10% within 6 months. 
· Net Promoter Score (NPS): Customers promoting the hotel in online platforms can be measured by NPS. The hotel can also conduct a survey on customers to understand the percentage of the customers likely to recommend the hotel to others (Walker, 2020). The change process aims to increase NPS by 15% by the end of the year.
· Employee Performance and Engagement: The management can assess employee performance and engagement rate with the organisational activities after providing training and development opportunities to them. The training and development programmes aim to improve employee performance and engagement (Barreto and Mayya, 2023). 
· Complaint Resolution Time: Paris Marriott Rive Gauche Hotel & Conference Center’s management should track the customer’s complaint resolution time to assess the improvement in the internal communication processes of the hotel as well as its operational efficiencies. 
· Financial Metrics: Finally, financial metrics such as revenue growth can be assessed to analyse the impact of the change on the hotel brand (Walker, 2020). 
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The overall costs are provided below:
	Recommendations 
	Cost
	Ongoing Cost 

	Staff Training and Development 
	£35,000
	£15,000

	Upgrading systems 
	£40,000
	£10,000

	Customer loyalty programme 
	£15,000
	£5,000

	Improving Room Amenities 
	£100,000
	£30,000

	Total Costs
	£190,000
	£60,000


Source: Self-made
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An action plan is provided below which identifies the key issues of the hotel and proposes solutions to the issues in a structured way:
	Number 
	Problem 
	Solution 
	Desired outcome 
	Timescale 
	Completion date
	Planned budget 

	1
	Poor customer service and inconsistency in the service delivery and hotel’s standards 
	The hotel has to provide a comprehensive staff training and development programme. The training and development programme will equip the employees with the necessary skills and understanding about Marriott’s commitment to luxury and customer services. 
	There will be improvement in the customer service and the brand will be able to maintain its standards. Customer satisfaction will be increased by 15%. 
	3 months
	31/1/2025
	£35,000

	2
	Poor handling of the customer complaints (Magatef, Momani and Altrjman, 2019) 
	The hotel should introduce a more efficient way to place complaints for the customers using its digital systems. 
	Speedy complaint resolution and customer satisfaction 
	2 months 
	15/3/2025
	£10,000

	3
	Outdated amenities 
	The hotel has to invest in the purchasing of modern amenities that align with the customers’ expectations. 
	Enhanced guest satisfaction and increased customer loyalty 
	1 year
	31/12/2025
	£100,000

	4
	Lack of repeated purchases and customer loyalty 
	Marriott  may introduce a regional loyalty programme for a targeted group of customers. 
	20% increase in guest retention 
	6 months
	15/6/2025
	£15,000

	5
	Inefficient internal communication system 
	The hotel has to upgrade its internal communication system with more advanced technologies. 
	Faster service delivery and improved customer services
	3 months 
	15/8/2025
	£40,000


Source: Self-made
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The consultancy report has synthesised the key issues and challenges of Paris Marriott Rive Gauche Hotel & Conference Center systematically. It has identified the key areas in which the company should focus and make improvements. These areas of the hospitality business such as service quality, problem resolution, amenities, and security can significantly impact customer satisfaction and the efficiency of hotel management. The consultancy firm has evaluated the hotel’s operations and customer feedback to identify the existing problems. There are many critical problems in the hotel such as inconsistent service quality, customer complaints handling, security lapses, and outdated amenities and technologies within the hotel. Factors that are contributing to the issues are the lack of proper staff training, communication systems, and management capabilities. If the issues are not addressed properly, the hotel may encounter several challenges such as loss of the hotel’s reputation and financial outcomes, and customer retention. The analytical frameworks such as PESTEL analysis, SWOT, and TOWS analysis showed that the external and internal forces can directly and indirectly contribute to the issues. The hospitality industry in France is highly competitive. If the issues are not addressed properly, the hotel may lose its competitive position in the market. The report offers some actionable recommendations that can overcome the identified issues. Firstly, Marriott’s management may consider arranging training and development programmes for its workforce. Secondly, it should streamline the processes to encourage customers to place their complaints and respond to the complaints immediately to demonstrate the commitment of the company to service quality. Thirdly, the hotel should strengthen its security procedures. Fourthly, the hotel may consider introducing a targeted loyalty programme for a particular region. Finally, the management should allocate resources to upgrade the hotel amenities so that customers may find the hotel amenities relevant to their expectations. By following the action plan, the hotel can ensure that it can achieve long-term success in managing the organisational changes. The recommendations are important for the hotel for several reasons. Marriott is a leader in the hospitality industry. It has a strong brand reputation. Customers have high hopes for its guest services. But when they visit this particular hotel site, they become disappointed and dissatisfied with the services. As a result, Marriott Hotels may lose its reputation and its operational efficiency. The recommendations for changes within the hotel’s operations can significantly improve guest satisfaction. Satisfied guests positively promote the brand. The hotel may encounter a drastic decline in the number of negative reviews on its websites as well as other external sites. 
Insight Hospitality Firm appreciates the opportunity to work and collaborate with Paris Marriott Rive Gauche Hotel & Conference Center on the change management project. The experts of the consultancy team are looking forward to working with the management team of Marriott to overcome the emerging issues. They are committed to guiding the hospitality business in the right direction and helping to achieve long-term goals.
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a week ago on & Google

The room is decent... not super clean. Air
condition broken. | asked as soon as | first
checked in to get the air conditioner fixed
or to change my room. They kept telling me
to “wait for the technician” but | have called
5 times in 2 days and no “technician.” Last
night | was promised a new room if it
wasn't fixed, but then again | was told to
wait for the technician. Now they say all
other rooms would likely have the same
problem. They offered me a fan but | am
still waiting for that at 11:30pm. Stay at the
Hilton.

Trip type Business - Solo
Rooms 2.0 Service 2.0
Location 3.0
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Marriott should be embarrassed their name is
in this property. Everything is horrible. Rooms
are old and very small, the hotel has no air
conditioning at all, and there is black mold on
the tiny window in the room. ...
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