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[bookmark: _Toc148130344]Executive Summary
Palm Beach Gardens Hotels is a well-known and repeated chain of international Marriott hotels. Under the hospitality services of Marriott Palm Beach Gardens Hotels, different processes and facilities have been discussed here such as prime quality rooms, restaurants, bars, outdoor activities like swimming, gym, spa and many more. The is situated in Boulevard, Palm Beach Gardens, Florida, USA and surrounded by a lot of beautiful attractions and services like malls, theatres and parks. Hence, the hotel provides information about these places to their guests they get super hospitality and travel experiences. The report has highlighted different room sizes like king, club king, queen and deluxe. After following different ethical and sustainable practices, the impacts of pandemic situation created negative impacts on the company and the entire international Marriott chain faced a loss of nearly 267 million dollars in the year 2022, where the company generated over 20.97 billion dollars in 2019, pre-pandemic year.   This loss was related to a big issue of the company which was the staff shortage. The report explained how it decreases the customer satisfaction level of the guests with a score of 78 which affects supply chain operations in an international context. The whole purpose of the report has also been introduced here with the purpose of internal and external analysis and creating a proper action plan to overcome the issue. 
[image: ]
(Source: Marriott, 2023)
In the analysis part of this conducted report, different issues have been explained properly such as the struggle of Marriott Palm Beach Garden, USA to fill nearly 10,000 staff shortages in the post-pandemic period. Hence, COVID-19 infections were increasing, and a drop in staff level and employment in the hotels were shown in the statistics over 25, 000 jobs. Its supply chain operations were also affected by an estimated drop of 121 thousand employees in the year 2020. The report also shows the study of Statista, where the hotel had over 174 thousand employees in 2019. Another tough situation that the company faced was wage pressure with hiring challenges due to prolonged restrictions. how the American Hotel and Lodging Association reported on the critical task of maintaining housekeeping staff. For the issue of arranging relevant staff, different hotels and restaurants were cutting their opening hours and services which was facing negative impacts globally in the entire hospitality industry. 17% of the corporate headcount was cut by the hotel and it led the company to oversee a proper staffing model to create job opportunities. That situation also described the issue of staff retaining in the hotel where it lost over 1 million staff and around 13,000 staff were not ready to back to their job; thus, they faced mental issues during the lockdown. Florida got worse in that situation and was unable to include a skilled workforce by reducing hotel services. The entire Marriott chain faced fallout from the struggle of layoff. The report has shown, that to keep employees during the pandemic period in the hotel, it used ERTC which was contributed by the government. The amount was around 170 million dollars. The government of Florida included new restrictions, guidelines and vaccine programs which affected the staff shortage issue with increased infection of Covid-19. However, the boosting strategy of tourism by the government has created a positive impact on the hospitality sector. It included diverse U.S. tourism experiences in coastal states which increased to 90 million international tourists. Economic factors like an increased inflation rate of over 9.1% impacted the purchasing power of the guests of this hotel. However, to reduce the inflation rate, the Job Act and Inflation Reduction Act can create a great advantage for the hotel. Technological innovations and contactless guest experience increased customer numbers in the sector; however, it developed the need for stronger protection. Sustainability practices of the sector explain the consumer’s consciousness of affordable food and eco-friendly packaging by nearly 80%. SWOT analysis has been showing the strengths of the hotel like having multiple brands with offers and deals. Weaknesses like issues in data protection and critical challenges in class action suits related to data breaches. Future opportunities and threats such as maintaining sustainability and high interest with the loss of about 2 million dollars in the travel and tourism sector have been explained here. The interrelations in each factor of the SWOT model have been discussed here such as the strength of having multiple brands can be the opportunity for better investment with more rooms and resorts.  
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(Source: Marriott, 2023)
The report has discussed different scopes, scales and impacts of these issues such as demotivated employees who wanted to quit their jobs which is a loss of the hotel by losing skilled employees. It impacted voluntary functions and fund expenditures of the hotel by restructuring maintenance and capital expenses. The report recommended multiple suggestions such as providing career improvement opportunities, health and safety measures for the staff and creating working flexibility which can attract staff to their jobs and increase productivity with increased staff retention and loyalty. Implementing these recommended strategies is connected with several change management practices like identifying issues first, communicating openly with employees and engaging project management processes. The report has highlighted different measures of these practices with the organisational benefits. After analysing all the issues and other aspects of the hospitality sector, an action plan has been recommended for the company which includes different problems and their solution with appropriate budget and period. The problem of ineffective data protection can work out the solution of using high-security software within budget. At the end of the report, a conclusion has been provided to briefly describe major areas of the report with key findings. 




[bookmark: _Toc148130345]Introduction
The Marriott Palm Beach Gardens Hotels is an outstanding and popular hotel in Florida, USA that was established in the year 1990 in the location near Roger Dean Stadium and Peanut Island. The current location of the Palm Beach Garden Hotels is 4000RCA Boulevard, Palm Beach Gardens, Florida, USA, 33410. The hotel provides extended stay vacations and weekend getaways with a lot of facilities. The hotel has luxurious and relaxing rooms, bedding, and flooring including the latest technology. Marriott Palm Beach Gardens Hotels also has more than 40 golf courses within a 15-mile radius, the beauty and advantage of the swimming pool. Clients of this hotel can get the opportunity to use free weights and yoga. Its restaurant facilities include exclusive and healthy options for breakfast, lunch and dinner. For a party mood, its new lobby bar provides evening cocktails and more to its guests (Marriott, 2023). The hotel provides different deals and offers for the guests such as Holiday Savings of 10% Off Home Rentals or earning bonus points and more. The organisation has the advantage of worldwide telephone reservations that support international business in different destinations. Guests also can find a private home rental facility and book for meetings and events. It has king, queen, club king, club queen and deluxe room sizes and guests can choose according to their requirements. The hotel prefers a harmonised nature and maintains different sustainable practices such as guest room recycling with good footprint results like carbon footprint- 15.55kg per room night and water footprint- 300.59 litres per room night. The hotel collaborates with nearby local attractions like Cobb Theatres, The Gardens Mall, John D. MacArthur State Park and more; thus, their guests can have an enhanced travel experience (Marriott, 2023). Its resort and spa facilities are also very attractive for guests. It has good ratings and loyal guests; thus, the entire Marriott International accounted for nearly 20.77 billion dollars in 2022 which is an increase from 13.86 billion from the previous years. In the pre-pandemic year, the hotel generated over 20.97 billion dollars which decreased in the post-pandemic year, by approximately 10.57 billion dollars (Statista, 2023). 
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(Source: Statista, 2023)
That international crisis situation has forced the company to create a layoff situation and cut off a lot of staff. This created a big issue of staff shortage in the post-pandemic situation (Korpacz and Lesser, 2023). The company is unable to provide proper care and treatment for its multiple guests. Guests feel unsatisfied and different operations of the hotels are also getting disrupted by this huge factor. This issue has impacted the whole international organisation and generated a loss of over 267 million dollars in 2022. This loss is directly connected to travel restrictions. Based on customer satisfaction the international company has reached the ACSI score of 78 with different surveys (Statista, 2023). Overcoming these challenging situations by analysing organisational issues needs to connect with the consultancy farm which can help to understand the critical aspects of this issue and overcome the situation. 
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(Source: Statista, 2023)
The following report will describe the identified issues of the hotel with its impacts on feedback, reputation, income and other areas. A PESTLE analysis will be included to understand how external factors are impacting the hotel’s operations and the hospitality sector. Internal positive and negative factors of the hotel will be explained through the SWOT and TOWS analysis with evaluating strengths, weaknesses, future opportunities and threats. After analysis of all these aspects, the company will be provided with needful recommendations which will include change management practices and procedures. These changes should be connected to the potential benefits of the hotel that will include an action plan for the clients of the hotels. It will help the organisation to initiate appropriate activities to overcome related issues.


[bookmark: _Toc148130346]Analysis
Staff shortage- Marriott Palm Beach Garden, USA reported that they have faced critical challenges and struggled to fill about 10,000 staff shortages during the global COVID-19 pandemic. During the lockdown, many workers left their jobs in the hotels. The CEO of the Marriott reported that in Florida in the United States Covid-19 infection had risen significantly (Pymnts, 2021). Therefore, a sharp drop in the staffing level was seen in the hotels. According to a study by the U.S Bureau of Labor Statistics employment in hotels is decreased by more than 250,000 jobs. It has been reported that around 100,000 hotel jobs are currently open to fill the staff (Hertzfeld, 2023). CEO of Marriott International said that the shortage of workers was the most significant issue that reduced the supply chain operation of the Marriot Hotel. The chief executive of the Marriott also reported about the fight for talent (Hospitalitynet, 2021). According to the report of Statista, the number of employees at Marriott International worldwide dropped in the years 2020 and 2021 due to the global pandemic. It was estimated around 121 and 120 thousand respectively compared to 2019 when the employee number was about 174 thousand (Statista, 2023).
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Fig: Number of employees worldwide at Marriott International 
Source-  (Statista, 2023).
Wage pressure- The market study has shown that Marriott International faced wage pressure and hiring challenges. Due to the prolonged restrictions of the government during the global pandemic, the hotel chain struggled to maintain its staff. American Hotel and Lodging Association reported that housekeeping staff was the most critical task for the hotels. The wage pressures have moderated reported by the Marriott CFO. However, Marriott reported that dollar revenue per available room has been rising by about 28.8% worldwide (Sadovi, 2023).
Cut in opening hours and services- Hotels and restaurants have cut their opening hours and services as the hospitality staff globally left the job permanently due to the negative effects of the lockdowns. Marriott has reported that they were forced to furlough about 10,000 workers in the hotel. The hotel cut its corporate headcount by almost 17% in the month of September 2020 (Hancock, 2021). However, Marriott reported that they were actively and aggressively hiring with incentives and benefits to fulfil the demand in the hotels. Marriott has struggled with disruption in the supply of labour. Therefore, the hotel looking for a staffing model to create jobs for the staff.
Issues in retaining workers- According to the report and study, during the pandemic hospitality and food service sector faced a difficult time with retaining workers. The hotel lost 1 million workers. It has been found from the study that hotel owners are not willing to pay wages which was demanded by the employees. Around 13,000 hospitality staff do not want to return to the hotel job. After the global COVID-19 pandemic hotel employees suffering from mental stress and challenges due to irregular working hours in the hotel (Newgen advisory, 2023). It has been found that Marriott Hotel experiences a bad impact on customer service and housekeeping management which increases its operational cost and increase the room rate very high. This situation also reduces the profit of the Marriott Hotel. In Florida, the situation was worse during the pandemic which forced Marriott Hotel to reduce hotel services as the hotel lacked in skilled workforce. 
The fallout from Marriott’s staggering layoffs- Marriott dropped around 174,000 employees at the end of 2019. The hotel has hit record-low vacancy rates due to strict orders from the government. The uncertainty of travel impacted the Marriott with waves of furloughs and layoffs which negatively affected the hotel’s operation (Sperance, 2022). The trust issues with the workers majorly affect the labour shortage crisis. However, it has been reported by Marriott that the hotel has received around $170 million for employee retention tax credit refunds from the Department of the U.S. Treasury. It has been reported by the Marriott Hotel that ERTC is equal to half of the wages that the employers pay to its staff (Sperance, 2022). This initiative aimed to keep the employees in the hotel during the pandemic.

[bookmark: _Toc148130347]PESTEL Analysis
	Political
	Government restriction on lockdown- The U.S. government has regulated and taken strong and strict legislation for lockdown due to covid19 pandemic. In the state of Florida, the Government has taken vaccine and testing regulations. This has created a major impact on the hotels and hospitality sectors to close the business to follow the restriction guideline of the government. This factor has impacted the staff shortage issues in the hotel as many staff left the job due to infection of Covid-19 (Markowitz & Rough, 2023).
Strategy for boosting international tourism- The study and research have shown that the U.S. government wants to boost international tourism that is negatively affected by the COVID-19 pandemic and travel restrictions. The government now wants to promote diverse U.S. tourism experiences in the coastal states. The national travel and tourism strategy of the government is set to increase 90 million international visitors to rebuild and more sustainable the hospitality industry to generate more revenue (Shepardson, 2022). Therefore, this political decision of the government can positively affect the Marriott Palm Beach Garden in the USA to increase customer numbers and employee retention.

	Economical
[image: ]
Source-  (Bachman, 2023)
	Inflation comes back- The consumer price index has risen by almost 3.7% in the month of September. In the year 2022, during the pandemic era, inflation increased high at 9.1%. Many economists think that a return to the normal for inflation takes time. It has been reported that The Federal Reserve aims at to 2% annual inflation rate over the long term. Gas Prices were estimated up 2.1% in September (Iacurci, 2023).
Government policy- According to the report of Deloitte Infrastructure and Job Act and Inflation Reduction Act can boost government spending which can increase the capacity of the economy. Investment in equipment has been slowing as equipment investment has been dominated by IT equipment and transportation equipment. US government policy has planned to invest in climate remediation to boost the economy (Bachman, 2023). This will positively impact the hospitality sector to increase opportunities to boost the circular economy.

	Social
	Contactless Guest Experience- The global COVID-19 pandemic has impacted hotels to become more contactless to avoid the infection. Hotels are now focusing on standard health and safety trends such as Mobile check-in and check-out to deliver a flexible guest experience to increase customer numbers (thinkaor, 2023). This will positively affect Marriott's profit and sales by increasing online bookings.

	Technological
[image: ]
Fig- Cyber-attack in the U.S in 2022
Source-  (Statista, 2023)
	Technological innovation- After the global covid pandemic hotel sectors are now looking for seamless customer experience through digital technology and software tools in customer service management. Artificial intelligence and machine learning are used by the hotel sector to increase guest experiences. Contactless communication and online room booking systems have impacted all the hotels to use various digital software and online collaboration tools to give the best hospitality services. Therefore, this will positively impact the Marriott Palm Beach Garden to increase customer retention (Hospitalityinsights, 2023).
Cyber threat and data hacking- After the global pandemic hotels are offering online facilities, e-booking and Wi-Fi connection to the guest to enhance customer experience. However, the hotel Wi-Fi can access personal data and information about the hotel which creates cyber threats. POS attacks, malware and ransomware infection are the common threats in the hotels that could be threats to the hotel. Network intrusion was the most common cybercrime attack in the United States in the year 2022 as 45% of businesses faced cyber-attacks (Statista, 2023). Therefore, this can negatively impact the Marriott Hotel to increase revenue and profit.

	Environmental
[image: ]
Source- (Danley, 2021)
	Eco-friendly business and suitability- The global covid-19 pandemic has affected all sectors especially the hospitality industry to become more sustainable to reduce and combat climate change. Consumer interest in sustainability is continuously growing. In the United States around 80% of consumers are more conscious about affordable food, eco-friendly packaging and sustainable hotel services regarding food and accommodation. This will positively impact the hotel to retain customers and increase profit (Danley, 2021).

	Legal
	Contracting issues and employment law- Hotel operators were paying attention to the major clauses of the commercial contract. The mandate has a tipping point in the employment relationship during the pandemic. It has been reported that hospitality companies are forced to cancel policies to consumer expectations (Edwards, 2021). This can cause the hotel to claim force majeure to address the issues of payments to the employees.
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Strengths
An unparalleled collection of Brands- Marriott Hotel has offered various collections of brands with unique perspectives. The brand is delivering various services such as luxury, premium, longer stays and collections. The bespoke and superb amenities in the luxury hotel make this brand more approachable for global customers. Uniquely designed and boutique craft and hospitality are one of the key strengths of the Hotel (Marriott, 2023).
Special offers- This hotel is offering special deals to the customers to make a good profit from the hotel booking and packages. The hotel provides gift cards, shopping facilities and members' offers. The member's exclusive offers include 2000 bonus points per night. The hotel also gives a Marriott Bonvoy credit card facility for special benefits  (Marriott, 2023).
Weakness
Ineffective Data Protection- In the year 2020, the hotel announced another franchisee had been hacked. The report shows that around 5.2 million information of about the guest was stolen with personal address and confidential data. In the year 2022, the hotel was hacked again related to a data breach which hacked passwords (McGarry, 2022).
Civil Lawsuits- Marriott International has faced critical challenges in class action suits related to mass data breaches. The Hotel faced legal notice from the London High Court which wants compensation from the hotel (Partridge, 2020).
Opportunity
Premium branding- Marriott’s premium branding is driving resilience and brings more opportunities to increase revenue. Marriott’s revenue per room is rising almost 31.5% higher than the previous year (O'Neill, 2023).
Sustainability- Marriott Hotel is strongly committed to bringing more sustainable opportunities to impact environmental and social inclusion through a responsible supply chain. 
Threats
High interest and Looming recession- After the pandemic total revenue loss in travel and tourism was about US$2 trillion. The global recession and high interest rates have reduced the travel demand which affects hotel industries. Consumer spending has decreased which causes customers to cut off travel spending (Abaricio, 2022).
Labour shortage- One of the global threats to the hotel industry is labour shortage which can shut down business operations. Around 87% of the hotel in the United States does not have enough staff.
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	TOWS MATRIX
	Opportunities
· Premium branding
· Sustainability
	Threats
· High interest and Looming recession
· Labour shortage

	Strengths
· Unparalleled collection of Brands
· Special offers

	Strengths and opportunities Marriott Palm Beach Garden can increase its global branding through more investment in the property extension with more rooms with inclusive resort development in future.
	Strengths and threats
With more investment and special offers, Marriott can enter in new market to fulfill the demand of the customers. Marriott plans to embrace on-demand pay to keep the staff happy (Whittington et al., 2020).

	Weaknesses
· Ineffective Data Protection
· Civil Lawsuits
	Weaknesses and opportunities
Marriott can improve data protection and data breaches from the cyberthreats by implementing encryption and tokenisation.
	Weaknesses and threats
Ineffective data protection and legal notice from the court can create threats for the hotel as customers are now more concerned about their privacy. This can negatively affect the reputation of the hotel.
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[bookmark: _Toc148130351]The cause of the issues 
Labour Shortage
[image: ]
Source: (Eatough, 2023)
At the time of the COVID-19 pandemic, employers could not find employees for their business while the existing workforce was decreasing due to this pandemic. Several people were losing their jobs due to this pandemic as work-from-home dynamics were regulated between workers and employers. American employees want better flexibility, development, and opportunities, and managers treat them with respect and empathy. Due to a lack of growth alternatives, workers left Marriott Palm Beach Gardens as they chose to stay in the hotel industry all over their careers with job satisfaction (Eatough, 2023).
Increased Competition: The workers of the USA became the biggest generation in their workforce, and they have workforce demands like previous period. After the COVID pandemic, when the situation was sorted, tourists started to come and as a result, the hotels are facing huge issues. The competition is increased as every hotel wants the guests to keep staying at their hotel at low prices. The hotels are offering cheap room prices with limited services. The employees of Marriott Palm Beach Gardens demand high salaries and extra employee benefits. As a result, this hotel cannot meet the expectations of its employees, employees are choosing another hotel to work in that (operto, 2023).
Overlapping Brands
[image: ]
Source: (Koziolek, 2022)
The market section is increasing as tender chains focus on a particular place of travellers. Marriott Palm Beach Gardens observations are worried that franchisers can expand their number of brands and businesses to the point that investors who buy from the relevant franchisers will be in straightforward competition. Also, the number of brands and hotels is increasing, and the capability of guests to understand the speciality between them is reduced. This has become a key issue in the hotel industry market to fit into its primary marketplace. As the franchise influences customer choice for its quality, therefore, Marriott Palm Beach Gardens is facing this issue to deliver their guests better service and quality of products (Koziolek, 2022). 
[bookmark: _Toc148130352]Scope, scale, and impact of issues 
Scope: The Marriott Palm Beach Gardens is a well-known hotel with huge rapid growth and this is estimated to continue developing in the upcoming years. If the issues are not controlled this can affect the supply chain of this hotel and this is how the hotel can face voluntarily leaving roles, retiring workers, and immigration limits (Johnson et al.,2014). This can lead the workers to quit their jobs, become demotivated employees, and get frustrated. Also, the customer service levels will be dropped, errors will be increased and employees will become irritated. Along with the increased competition, this can arise in market efficiency. Therefore, it can cause unethical behaviour by customers (Félix & Maggi, 2019).
Scale: If in case the issue of a labour shortage continues, the hotel can lose experienced and talented people as the employees cannot handle the pressure of the hotel. Therefore, the output of the company will be decreased, profitability will suffer, and growth and development will be reduced. The reputation of the hotel will be compromised due to the effects of the issues. The effect of COVID-19 on their workforce has been destructive. Due to layoffs, the workers of Marriott Palm Beach Gardens felt hopeless and let down. It is possible that the workers can change their career path for better pay, flexible work schedules and more flexibility. The chances of this scale of the effects of labour shortage, increased competitors, and overlapping brands are moderate in this hotel (TravelAge West, 2022).
Impacts: The labour shortage has a huge impact on this hotel in various ways. The hotel searched for another way to provide service without decreasing the service quality to ensure the employees’ job satisfaction. Labour shortages, increased competition and overlapping brands have affected the growth of the economic condition of this hotel. Operators and shareholders have tried to reduce the cash shortage and working fund issues. This is the reason; the hotel decreased all the voluntary functional and fund expenditures and restructured the maintenance and other capital expenses where the potential is to save the cash (Hutton, 2022). 
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Career Improvement Opportunities 
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Source: (Eva Lacalle, 2023)
The Marriott Palm Beach Gardens can provide career development opportunities, ownership campaigns, and professional improvement steps that are important for engaging top talent. By giving the scops to their employees, this can improve the productivity and performance-based advertisements that engage employees to invest in their responsibilities and promote a sense of loyalty. These strong mentorship practices can develop the engagement of the employees and concern them in decision-making for this hotel’s success. Advertising innovation and innovation by asking for feedback to execute it. Also, the hotel needs to invest in training and improvement opportunities such as skill training, customer service, and other hospitality expertise (Eva Lacalle, 2023).
Health and safety measures
[image: ]
Source: (EVOTIX, 2023)
Employees of this hotel value demanding health and safety protocols in the work environment. The hotel should maintain safety protocols by making sure of regular sanitisation, giving personal protection tools and vaccination support including paid sick leaves. This will enhance the interest of the employees and these advantages packages are important in grabbing attention and maintaining talent. When the employees know the protocols for their roles, they will become more confident, speedy and effective. Along with these ideas, the hotel needs to create an environment where employees have an outlet to communicate their minds to increase their productivity and engagement (EVOTIX, 2023).
Working flexibility
[image: ]
Source: (Castrillon, 2022)
Working in flexible hours allows employees more freedom with increasing productivity. Flexible working hours allow employees to maintain their schedule as per the time of day they perform better, increasing employee engagement. This is how employees will not feel stressed and frustrated. They will enjoy the work culture and environment. Also, employees can control the way they perform and tend to be more active in their job roles. They will develop their skills along with investing themselves in the success of the company. Therefore, it will build a loyal workforce and culture for those who will work hard to achieve the goals of the company (Castrillon, 2022).
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Identify the issue
[image: ]
Source: (Jouany & Martic, 2023)
When the hotel has a proper plan for how to accept the change, it can be utilised critically for its benefits in the workplace and the hotel industry. A change management practice can be utilised as a figure to estimate and finetune the goals of Marriott Palm Beach Gardens as well as to examine how employees can help the hotel develop. With the help of this practice, this can expand their employee retention and develop their business. his hotel needs to add new facilities, and services, reevaluate the target audience, or address the issues as per the hotel norms (Jouany & Martic, 2023).
Communicate openly: Change management professionals frequently struggle against the misunderstanding of communicators. Efficient interactions are vital to leading the modifications successfully. This hotel needs to include various factors such as consistency, transparency, and preferred retailers. This is how the employees of this hotel would prefer to accept communications about the personal effects of change directly from their managers. This practice can build proper communication between employers and employees. With the help of change management, the changes of this hotel are created too fast without an appropriate strategy for transition. When employees communicate with the supervisors it will reduce the confusion or trouble that can occur in transition (Prosci, 2023). 
Engage with project management
[image: ]
Source: (Dagher, 2020)
The research on change management underlines the best applications in project management approaches. These complementing regulations rely on the life of a beginning, empowering a combined value presentation and more successful modifications (Noordzy, 2014). There are several combinations such as people, processes, outcomes, tools, and other areas with common dimensions. This is very important to examine the focus of the project such as task activities and assets that the employer can guide the team to achieve outcomes. The objective is to establish a project management perspective that works better. These types of information such as the role of team members, timeline, budget, and client information can improve the modification of Marriott Palm Beach Gardens (Dagher, 2020).
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Advertising the hotel with online travel agencies
[image: ]
Source: (Revfine, 2023) 
Nowadays hotels are receiving constant bookings in the new digital world without capitalising on the services of travel agents and online travel operators. After the pandemic, people are going outside and it leads the USA to a large-scale tourism sector. Several people are coming to the USA to travel and also, and they book their tickets, rooms and destinations from digital platforms. However, this is essential to remember that a commission has been taken from the booked tickets through any agency. Therefore, Marriott Palm Beach Gardens will not take the extra charges or commission at the time of booking the tickets on online travel operators (Revfine, 2023). 
Provide the guests with an inventive experience
[image: ]
Source: (Hospitality Net, 2022)
This hotel is much more popular in the USA and therefore, the senior authority needs to give an entirely inventive experience to their guests by explaining their demands and expectations. The hotel is targeting young travellers who spend less time inside the hotel. The hotel is promoting its brand with some attractive activities to grab the attention of those guests. They are arranging some interesting events such as live concerts, marketing campaigns, poolside fun, fitness classes with new gadgets, spas, and cooking experiences. By doing all these activities, they are sharing their new initiatives on social media or review sites (Hospitality Net, 2022).
Increase online outreach with a Channel Manager
[image: ]
Source: (Comenos, 2022)
A hotel channel manager distributes the room record across various online travel agencies. At this time of season, a huge number of travellers come to visit outstanding destinations in the USA and at that time, online booking is increased to grab room occupancy (Burnes, 2014). This means that the hotel manager can sell the same room or various online travel agencies. A channel manager will connect the rooms to a wide audience, provide more visibility, and attract more travellers and this is how the hotel increases revenue and occupancy (Comenos, 2022).
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Career improvement campaigns are most efficient when they are desegregated with the hotel's upcoming training and growth strategies. The Marriott Palm Beach Gardens must have a well-structured career growth system, specially designed to fulfil its unique demands and necessity. The benefits of a career development system not only help the employees but also assist the managers in establishing efficient communication with each other. The hotel has a clear idea about employee's strengths and weaknesses, ethics and values, and future desires and skills. It will help the hotel keep valued employees by giving them what they desire. Along with this, the career improvement system will build the reputation of the hotel in the market and this is how it will get attracted towards it (Wooll, 2022). On the other hand, flexible working hours will help the existing employees to work on a fixed schedule and this is how it will help the hotel grab the attention of employees. It will attract job seekers more than other hotels, and that flexibility will provide advantages to this hotel as much as it does employees. Employees can balance their personal lives and manage their careers emotionally and physically. They can adjust schedules to help with illness or doctor appointments (Forsey, 2022).
[bookmark: _Toc148130357]Costs for recommended strategies
[image: ]
Source: (Buttrick, 2009)
The process of hiring hotel employees is a very important step for hotel management. They have to find potential employees and the importance of having a strong team. Hotel management operates a huge unit to get the success of various moving parts profitably. Hotel employees are the major character or face of a hotel. Marriott Palm Beach Gardens facing employee shortage. Therefore, they are hiring employees to make better their services and build a reputation again after the COVID-19 pandemic. This hotel is finding that type of employee who can comprise most of the communications with the guests. The cost varies from a rate of 17% to 25% of the total revenue of this hotel. The hiring cost of HR employee Costs is approximately $150,000, interviewing costs are $150,000 as per the calculation of 25 hours, training costs are 35% per annum of the employee’s salary, and employment advertisements cost is $1,600. Also, this is connected to hiring talent and defines the entire cost of selecting new employees for the hotel (Buttrick, 2009).
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	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Overlapping Brands
	The hotel supervisors will focus on the active portion of the hotel marketplace. Also, the entity will target the various customer segments with various needs, priorities, and nature. 
	The brand position will be enhanced with its speciality. The hotel management will communicate about the different brands from their competitors and the fulfilment of the demands and expectations. This hotel can use a position to provide an overview of its brand benefits, features, and resources. Also, a perceptual map will be imagined of how the hotel is compared to its competitors on major sides (Koziolek, 2022).  
	4 months 
	05/10/23
	$40,000

	2.
	Labour Shortage
	The hotel will follow government regulations and policies to recruit employees to deal with labour shortages. The hotel will make an effort to retain and develop talent through proper management with flexible working hours and pilot projects to give skills training and incentives to the employees.
	Marriott brand can enhance their labour workforce in the hotel to channelise business operations. The hotel can increase inclusive and diverse talented staff to increase reputation and brand awareness (Whittington et al., 2020). 
	6 months
	10/04/2024
	$50,000

	3.
	Cyber threats
	The hotel will take necessary protection by encryption and tokenization of the data. The hotel will encrypt all the passport information of the customers. The hotel will follow the California Consumer Privacy Act to protect consumer data (Trejos, 2019).
	The hotel can enhance its customer loyalty and guest experience. Marriott will able to increase the number of global customers with the cyber security measures. It will bring more revenue to the hotel to expand its business in a new region.
	8 months
	10/05/2024
	$60,000





[bookmark: _Toc148130359]Conclusion
The conducted report has described a brief overview of Marriott Palm Beach Gardens Hotels in Florida, USA which is a popular international chain of International Marriott. Its classic services, food and outside activities have been discussed with its different offers and deals. The revenue of International Marriott of nearly 20.77 billion dollars in 2022 has been shown with a loss of over 267 million dollars. This loss was connected with huge issues in the hotel like staff shortage, wage pressure, cuts in opening hours and services and increased competition. Internal and external analysis of the hotel has shown different factors through PESTLE analysis and organisational strengths and weaknesses through SWOT analysis. The framework of the TOWS model has explained the interrelation in each aspect of organisational strengths, weaknesses, opportunities and threats. Both the positive and negative aspects of external factors have been explained in the report which affected hospitality services such as governmental restrictions affected the staff shortage issue by creating a supply chain disruption; however, approaching the entire tourism industry and introducing new strategies to attract more travellers can create an advantage for the hotel. The governmental approach to using sustainable practices affected a positive way by reducing and combating climate change. However, concentrating on major clauses of the commercial contract affected the employment laws in the hotel sector. Technological enhancement by introducing contactless guest experiences created a positive impact during that situation. It also created a fear of data loss or technological errors by adapting to continuous change in digital programs. Weaknesses of ineffective data protection can be the threat of customer data loss and having a bad reputation. Additionally, this weakness can be approachable for the opportunity of implementing encryption and tokenisation. After analysing the major factors of the hotel, different recommendations have been provided such as implementing multiple opportunities to improve employee careers, measuring their health and safety aspects and communicating properly by creating transparent relationships to overcome the issues. Measurement of the progress has been evaluated by advertising the hotel with other online travel agencies which can increase online outreach with the proper channel manager. It can benefit the company through career development campaigns, and efficient communication which will attract job seekers. A cost strategy also has been recommended which is connected to hiring talented staff. Based on these areas a proper action plan has been provided by mentioning the issues, probable solutions, and desired outcomes with time period, date of completion and budget. The issue of overlapping brands can use the solution of supervising active marketplace portions and strategies within four months with a budget of 40,000 pounds. The consultancy farm had a huge opportunity to collaborate with this hotel which developed its work experiences and future potential for having more success in the future. 
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