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[bookmark: _bookmark1]Executive Summary
This consultancy report assessments Marriott Hotel Al Jaddaf, Dubai, on operational efficiency as well as existing issues affecting it, impacts, and recommendations that will improve efficiency. By taking a strategic review, the strengths, weaknesses, opportunities, and threats that related to organizational staffing, quality services provided to the customer, satisfaction of the guest, and costs incurred by the hotel were also outlined (Abdoh et al. 2020).
Problem Identification: The first key challenge that affects Marriott Hotel Al Jaddaf is delay in operations, where delays in service delivery, and Resource allocation together with low guest satisfaction (Antošová et al. 2021). All these problems arise from a lack of efficient operational procedures thus making costs of operation to rise and customer turnover to reduce. Recent Stay survey results have also shown dissatisfaction in value for money or market offering of this hotel related to room cleanliness, staff response on calls and facilities (Arsova 2023).
Key Findings: The assessment of internal and external performance measurement indices identifies some performance deficiencies at Marriott Hotel Al Jaddaf. The following findings were identified:
· Guest Satisfaction and Service Delays: That common complaint, that it takes too long for the hotel services such as check-in/check-out or room cleaning, has led to reduced positive comments by the hotel’s clients (Assen et al. 2021). Customer complaints about slow response to their request also imply that resources are poorly managed within this context.
· Resource Allocation: It means that staffing is inadequate in some cases and thus there is a buildup of a backlog of services for delivery. Also, another factor, which has made service quality to fluctuate within and between organizations, is lack of standard training of employees.
· Cost Management: High operational expenses especially on employees’ wages, utilities and maintenance expenses are not being balanced with high revenues consequent upon reduction in operational profits.
· Technological Integration: At the moment, the hotel under analysis employs technologies in the management of guests, booking and many more including maintenance in a very outdated manner which hampers productivity as well as the accuracy of information being processed.

Analysis: As per the PESTEL, SWOT, TOWS analyses, the environmental and organizational factors influencing the operational performance of this hotel are highlighted in the report. This work carries out an assessment of external influences including economic conditions, tourism among others under the PESTEL framework on Marriott. SWOT shows opportunities including Marriott being highly recognized brand with a good market standing While also showing threats that include Marriott having an inconsistent service delivery and outdated systems. Analyzing with the TOWS analysis, the needed actions on the part of Avago are shown to turn the recognized threats and Flight’s weaknesses into advantages.
Recommendations: To tackle the aforementioned difficulties this report provides a set of strategic recommendations oriented to improve organisational performance:
[image: ] Staff Optimization and Training Programs: Employing outsourced flexible staff options during peak periods like a complement to the existing workforce and improving staff training to close the quality gap.
[image: ] Technology Upgrades: They embraced automatic technologies for greeting and checking- in the guests, mobile check-in, and Smart Room Services (Bawono and Aprianingsih 2024).
[image: ] Cost Control Measures: Cutting down expenses incurred in carrying out processes such as the use of power, which can be conserved, and outsourcing other extra services, including washing and cleaning, from service providers who are well-equipped.
[image: ] Customer Relationship Management (CRM): Improving guest loyalty schemes to tailor experience to their individual clients, which would then lead to better please and consequently higher retention rates.
Change Management Strategy: To implement these recommendations, they will call for change within the hotel and therefore change management should follow change management stages. This will include:
· Staff Communication and Engagement: Information update and feedback meetings with every employee to ensure that all of them are active participants in the change process.

· Performance Metrics: Guaranteeing the means of evaluating the effectiveness of every implemented strategy with guest satisfaction ratings, cost analysis of operations, achievements of organizational benchmarks of staff performance (Belias and Trihas 2022).
An effective approach is to improve the operational factors within Marriott Hotel Al Jaddaf through comprehensive staffing, technological and cost replenishment subsequently impacting guests’ approval level and therefore profitability (Bianchi 2022). The improvement of these recommendations is expected to have progressive enhancements over a period of one to six months, thus placing the hotel strategically as a first choice for business and tourists in Dubai. This understanding shows that there is potential to achieve savings costs through introducing sustainability initiatives, for instance solar energy and waste management plans. Also, the use of AI and automation is expected to fluently integrate across the practice area and enrich the guest experience (Bieloborodova and Bessonova 2020). These improvements are expected to enhance customer satisfaction and loyalty levels due to the realizations on the depicted graphs.
To making these changes, the report also has a clear comprehensive roadmap with goals, timeframes and departments that are tasked with the implementation (Bondarenko et al. 2020). KPIs will be developed to define the measure of success and make the necessary parties accountable. The recommendations are in line with creating awareness on change management, adapting a culture of innovation and implementing a culture, change management program at the hotel (Burkiewicz and Knap-Stefaniuk 2022). Thus, Marriott Hotel Al Jaddaf should implement the following strategies that would help it to strengthen its positions in the market and better satisfy the guests while improving society and environment welfare in the sphere of hospitality business.

[bookmark: _bookmark2]Introduction
The opulent Marriott Hotel Al Jaddaf, Dubai is a part of the world’s leading Marriott International hotel franchise and serves as a major contribution to the advanced hospitality sector of Dubai. Al Jaddaf is one of the emerging new & multi-utility districts of the emirate, dearly designed with 351 five-star accommodation units for the tourists, & forgetic businessmen & permanent residents. This makes it an ideal location since it is close to noble structures that include Burj Khalifa, Dubai Mall and Dubai international airport (Capobianco et al. 2021). The hotel has been well known for

world class services it has been providing its customers through conference services, dining and accommodation services, and a glamorous spa (Cardoso et al. 2023). However, in the expanding environment where customer demand and specific organizational challenges are changing continuously, it is still an issue for Marriott Hotel Al Jaddaf to sustain competitive advantage and internal effectiveness.
Over the last few years, the hospitality industry has faced challenges such as advanced technology, changes in customer expectations and Competition in the hospitality industry of which Marriott Al Jaddaf is not exempted from (Carlo 2021). The key issue of the hotel today can be recognized as the need to increase the organizational and logistical productivity so that service quality remained high. Lack of optimization in operation processes, high energy cost, and need for integrated sustainable solutions have made Marriott Al Jaddaf to outsource professional help to get new insights (Černá et al. 2022). Therefore, it is important for this report to concentrate on looking at the existing performance of the hotel and suggesting recommendations that should be implemented to increase capacity and meet the emerging trends in the need for efficiency, sustainable solutions, and cost-saving measures.
This consultancy report will strive to identify the major operational issues facing Marriott Al Jaddaf and come up with appropriate solutions (Chaudahry and Okada 2024). Our strategy includes advanced data analysis, the use of strategic models, and joint workshops with the client to create feasible strategies. It is therefore the goal of this work to offer solutions to the core problems that have been unearthed at Marriott Al Jaddaf to create a lasting positive change that will position the hotel better in the mind of marketplace customers in terms of quality, service and costs (Chaudahry and Okada 2024).
To have a complete perception of the operational environment of the hotel, this report is going to use analytical tools like PESTEL, SWOT and TOWS. PESTEL analysis shall unearth factors in the environment that may be affecting the performance of the hotel which include: This theoretical model will be crucial when it comes to assessing the contextual nature of Marriott Al Jaddaf business environment with special reference to Dubai – a dynamically growing city in the context of Middle East region and the entire world (Chia-Wei and Zi-Sheng 2021). By doing so, the hotel will be able to observe changes that may hinder its progress or take advantage of in the market.

The Marriott Al Jaddaf’s internal environment using a SWOT analysis will reveal strengths, weaknesses, opportunities together with threats (de Grosbois and Fennell 2022). This way it will be possible to come up with what the hotel does well, and where it faces challenges in offering services, hence formulating the right strategies. After the SWOT analysis, the TOWS analysis will be used to come up with proper strategies bearing in mind that weaknesses should be turned into opportunities, and threats should be faced by the strengths of the hotel (Dimitrios et al. 2020). This strategic tool is very important in coming up with proper plans that do not only respond to the present problems, but also solve future problems in the hotel.

[bookmark: _bookmark3]Analysis of Marriott Hotel Al Jaddaf's Operations
To analyse Marriott Hotel Al Jaddaf’s operation strategies and competitive edge more effectively, this section will employ PESTEL analysis, SWOT and TOWS matrices (Gajić et al. 2024). With these analyses, it will be possible to determine the focus areas of concern, areas of development, and possible measures to fit specific operational difficulties. Moreover, comparisons and analytics will help in determining deficiencies that need to be addressed (Garrido- Moreno et al. 2021).
1. PESTEL Analysis

The PESTEL framework provides an understanding of the external factors influencing Marriott Hotel Al Jaddaf's operations.

	Factor
	Impact on Marriott Al Jaddaf

	Political
	The UAE government strongly supports tourism and hospitality through favorable policies, but political instability in nearby regions (Middle East conflicts) can affect tourist arrivals. Stable relations with key nations like the US and EU help mitigate risks.

	Economic
	Dubai's robust economic growth attracts high-spending tourists and business
travelers. However, fluctuations in global oil prices and the impact of global



	
	recessions may affect the spending power of travelers. High operational costs also impact profit margins.

	Social
	Increasing demand for personalized, luxury experiences mean the hotel must continuously enhance service offerings. Changing demographics and customer preferences, such as millennial travelers prioritizing sustainable travel, are driving demand for eco-friendly solutions.

	Technological
	The adoption of advanced technology, such as AI-driven customer service, smart room technologies, and automated operational systems, presents an opportunity for Marriott Al Jaddaf to increase efficiency and improve guest satisfaction.

	Environmental
	There is growing pressure to adopt sustainable practices. The hotel must manage its carbon footprint, reduce energy consumption, and meet the demand for eco-friendly hospitality without compromising service quality.

	Legal
	The hospitality sector in Dubai is subject to strict labor laws, data privacy regulations, and environmental protection laws. Marriott must comply with these laws while minimizing the administrative burden to streamline operations.


Key Insights from PESTEL Analysis: The political and economic situations are advantageous for Marriott Al Jaddaf while social and environmental pressures negatively substantially affect the organisation (George 2021). Adoption of technology processes, innovation in structures of efficiency and the adoption of sustainable practices can significantly influence long–term growth of operations.
2. SWOT Analysis
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This analysis will explore

strengths and weaknesses of Marriott Al Jaddaf, along with

external opportunities and threats.
Details
SWOT Factor


	Strengths
	1. Global Brand: Marriott's strong global presence and loyalty programs draw repeat	customers.
2. Prime Location: Situated in Dubai’s growing district with proximity to key landmarks.
3. Luxury Facilities: Diverse dining options, high-end spa, and state-of-the- art conference spaces.

	Weaknesses
	1. High Operating Costs: Energy-intensive operations and labor costs affect profitability.
2. Limited Sustainability Initiatives: Lack of comprehensive eco-friendly programs	may	deter	environmentally	conscious	guests.
3. Inflexible Operational Processes: Inconsistent room availability during peak seasons.

	Opportunities
	1. Growth in Business Tourism: Dubai’s increasing reputation as a business hub	presents	opportunities	to	target	corporate	travelers.
2. Sustainability Trends: Expanding eco-friendly services to attract environmentally	conscious	travelers.
3. Digital Innovations: Leveraging technology for operational efficiency and guest personalization.

	Threats
	1. Rising Competition: Increased competition from new entrants and established	players	in	the	luxury	hotel	market.
2. Economic Downturns: Global economic instability could reduce international	tourist	arrivals.
3. Pandemics/Health Risks: Future health crises could disrupt travel patterns, impacting hotel occupancy.


Key Insights from SWOT Analysis: The main assets we identified for Marriott Al Jaddaf include the Major chains, international market presence, Strategic location and luxurious amenities respectively (González-Aleu et al. 2022). Nevertheless, weakness remains an issue in controlling the operational cost, and sustainable management is another area of concern in the hotel. Threats: There are threats of increased competition and harsh economic conditions in the industry Although

there are threats, there are opportunities that can be capitalized in the business tourism and environmental conservation to cushion the effect the threats (Hidalgo et al. 2022).
3. TOWS Analysis

The TOWS matrix helps align the SWOT factors to develop specific strategies to enhance Marriott Al Jaddaf’s operations.

	TOWS Strategy
	Details

	S-O	(Strengths- Opportunities)
	1. Leverage Marriott’s global brand and reputation to attract more business	tourists.
2. Use its prime location to offer eco-friendly transportation options for guests, such as electric shuttle services.

	W-O	(Weaknesses- Opportunities)
	1. Implement energy-efficient systems to reduce operating costs.
2. Integrate advanced room automation technologies to improve guest experiences and reduce resource consumption.

	S-T (Strengths-Threats)
	1. Use Marriott’s loyalty program and brand strength to retain customers	during	economic	downturns.
2. Enhance health and safety protocols to ensure customer trust and loyalty.

	W-T	(Weaknesses- Threats)
	1. Optimize operational efficiency to mitigate the impact of high competition.
2. Develop contingency plans to handle future pandemics or health risks by leveraging technology for virtual services.


Key Insights from TOWS Analysis: Marriott Al Jaddaf can exploit its strengths by aligning with market opportunities such as business tourism and sustainability. Weaknesses, such as high operating costs and inflexibility, can be mitigated through technology integration and sustainability practices (Irfan 2021).
4. Operational Efficiency Analysis
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Key Operational Challenges

Several operational inefficiencies can be identified at Marriott Hotel Al Jaddaf:

A. Energy Management: The key necessity cost in the hotel industry they mentioned include high energy used where the hotel is situated in Dubai it is very hot most of the time and will require high cooling systems (Jamil 2023).
B. Labor Costs: Owing to high labour regulations and requirement of qualified personnel due to esteemed aura of luxury, operating cost is high and results in thin profit mar Future work could involve elaborating more on some of the economic considerations highlighted in the paper.
C. Sustainability: Today, there is a demand for environmental services, while Marriott Al Jaddaf requires enhancing its environmental efforts (Johansson and Svensson 2023).
D. Technology Integration: Albeit, the hotel supported with some digital structures not to have AI-driven, automated systems, essential to increase business operational efficiency.
E. Room Occupancy Management: Availability of the rooms is not constant during peak season of tourism because of poor organizational booking and resource management systems (Kansongue et al. 2023).
5. Competitive Benchmarking

A comparison of Marriott Al Jaddaf's operations against competitors, such as the Atlantis Palm and Four Seasons Resort Dubai, reveals key areas were Marriott Al Jaddaf lags.

	Competitor
	Key Strengths
	Key Weaknesses

	Atlantis The Palm
	Strong emphasis on luxury, unique experiences like waterparks, and high sustainability standards (solar energy use).
	Higher price point, making it less accessible for some travelers.

	Four Seasons Dubai
	Exceptional personalized service, advanced use of technology in operations (smart rooms, AI-driven services), and high sustainability credentials.
	Smaller room capacity than Marriott Al Jaddaf, limiting scalability for larger conferences.
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	Marriott	Al
	Global brand recognition, strong loyalty
	Inconsistent	technology

	Jaddaf
	program, and prime location near key
	integration,	higher	operational

	
	landmarks.
	costs, and  a  slower  pace  of

	
	
	sustainability adoption.




6. Sustainability and Technology Integration

Due to growing concern with sustainability in the hospitality industry, Marriott Al Jaddaf has a chance to cut its expenses and satisfy the market’s needs (Kim and Han 2022).
Energy Efficiency Opportunities:

Solar Panels: Construction of solar panels can minimize the reliance on conventional electricity and is friendly to environment reducing electricity expenses (Kinyanjui et al. 2024).
Smart HVAC Systems: Energy efficient heating ventilation and air conditioning may include installation of temperature controlling devices on specific rooms ensuring that the room temperatures are adjusted according to the number of occupants in the room (Köseoglu et al. 2020).
Automation and AI Integration:

AI-Driven Customer Service: It remain useful for simple guest inquiries and booking so that human personnel can be deployed for other tasks.
Room Automation: Smart rooms that are equipped with automations regarding lighting, temperature and guest preferences can help improve customer satisfaction whilst decreasing energy consumption (Lai and Wong 2020).
7. Cost-Benefit Analysis of Operational Improvements

	Strategy
	Implementation Cost
	Operational Impact
	Expected ROI
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	Solar	Panel Installation
	High
	Significant reduction in energy costs.
	High (Long-term savings).

	Smart	HVAC System
	Moderate
	20-30% reduction in energy use and improvement in efficiency.
	Moderate (Short- term ROI).

	AI-Powered Customer Service
	Low
	Improves guest satisfaction and reduces staffing costs.
	High (Immediate returns).

	Room Automation
	Moderate
	Enhances guest experience and energy efficiency.
	Moderate	(Mid- term ROI).


Efficient changes that must be made to the Marriott Hotel Al Jaddaf concerning its operations should be done considering the specific advantages and disadvantages, which may lead to increase of its growth and profitability in the long run (Longart 2020). The direct cost of these improvement could be in the form of capital investments in technology, training costs of its employees, including promotion expenses that are targeted towards improving its customers experience as well as capability investments towards developing customer sustainability.
For instance, the implementation of energy-efficient systems is normally associated with high initial investments costs, but the overall life cycle costs are considerably low due to efficiency in energy use (Luo et al. 2022). Further, providing upgrades to its service delivery by training staff is an efficient way of increasing customer satisfaction levels and, therefore, the rate of repeat custom and recommendation ultimately, which is quite essential for revenue generation (Marinović and Arsić 2020).
On the benefit side, increased operational efficiency translates to minimized wastage and lowered operational expenses with a straight-through effect on the hotel’s gross profit. Better guests’ experiences mean they are likely to post better ratings on TripAdvisor, Booking.com and other third party sites and this also means a higher occupancy rate (Myshachenko and Startseva, 2021). In addition, the integration of sustainable competencies is another opportunity to promote the hotel’s brand identity and its orientation to environmentally friendly guests in exchange for increased room price.

The cost-benefit analysis proves that in the case of the provision of operational improvements at Marriott Hotel Al Jaddaf obtaining tangible positive differences, which will be significantly higher than the necessary investments, is necessary to gain a competitive advantage in the sphere of hospitality market (Nayak and Kayarkatte 2020).
Conclusion of Analysis

The paper shows that Marriott Al Jaddaf, Dubai has a strong brand image and offers luxurious services located in a prime area; however, there are issues concerning operational performance as well as intense competition (Nugraha and Khalid 2024). It may be valuable to involve sustainable energy into functional procedures, implement advanced technologies into the processes, and improve the resource management. In line with these areas, Marriott Al Jaddaf will be in a position to improve satisfaction from its guests, cut expenses in the hotel, and improve its standings in the market given the increasing competition that is experienced and changing trends in the marketplace (ODA et al. 2022).

[bookmark: _bookmark5]Recommendations for Marriott Hotel Al Jaddaf's Operational Improvement and Change Management Strategy
As per the evaluation of macros and microenvironment of Marriott Hotel Al Jaddaf this section gives strategic suggestions to improve operational productivity, customer satisfaction and sustainability of this hotel chain (Oliveira et al. 2020). The paper also gives a strategy of change management to avoid conflict during the transition and to engage the stakeholders. All the recommendations made are relevant with the operational challenges, operational opportunities, and external factors highlighted in the PESTEL, SWOT and TOWS matrices (Pesonen 2020).
1. The Strategic Management of the Business Organisation: Shift Towards Sustainability

However, it emerges that there is very little had been done within the premises of the hotel regarding sustainability. With an increase in consumer preference for sustainable services, the hospitality industry must aim for environmental conservation and, therefore, require implementation of extensive sustainability strategies to meet Marriott Al Jaddaf’s requirements (Pizam et al. 2022).

Recommendation:

An approach of sustainability should have multiple layers and thus the company should aim in the reduction of energy consumption, waste and sourcing. The hotel should explore the following actions:
· Energy Efficiency Measures: The fact is that Dubai receives a great amount of sunshine thus solar panels can be installed (Ponting 2020). These panels can provide some level of energy to portions of the hotel’s energy demand such as lighting and heating water. Also, Marriott Al Jaddaf needs to invest in a smart HVAC system that determines temperature opts depending on the number of people in a particular room (Puškar and Sprčić). This would allow for significant decreases of both energy utilization and expenses.
· Waste Management: Feasibly, implementing of effective recycling and waste management programme would complement the existing practice and thus improve sustainability. The hotel can offer leftover food to food banks, charities or compost the food for better environmental purposes (Rachman and Do 2020). These measures also would result in reducing the overall waste disposal expenses and would enhance the image of any friendly environment accommodation like for instance a hotel.
Change Management:

These sustainability initiatives therefore need to be aligned closely to the operational imperatives of the hotel. There should be a steering control team that would be responsible for overseeing the change management of the company’s sustainability (Rahmi et al. 2022). The team would be involved in a collaboration with the facility management, kitchen vendors and the procurement department to ensure that compliance on all these areas was checked constantly and reports of the sustainability indicators periodically made. They will also carry out the awareness campaign by empowering the staff and creating awareness among customers (Ramely et al. 2023). The best ways to communicate this message to the customers would be to provide brochures, make in-room announcements, and use other types of online communication to make sure the customer is aware of their choice of a sustainable hotel.
2. Integrating technology into education and creating technology infused products.

Four seasons hotel Dubai has gone further in adopting hi-tech facilities in serving its guests and or managing its operations than has Marriott Al Jaddaf. It is imperative for the hotel to refresh its technological architecture to increase customers’ satisfaction, increase productivity and ultimately, cut costs.
Recommendation:

The hotel should consider new digital transformation projects when it comes to enhancing the value proposition of customers as well as efficiency increases through AI, automation, and analytical insights.
· AI-Driven Guest Services: With AI, virtual assistants and chatbots can be used to dispense round the clock guest services. Human staff can be reserved only for answering to calls regarding booking enquires or information related to room services, other trivial information’s (ODA et al. 2022). Another aspect that can be advanced in response to Marriott’s Bonvoy app is a possibility to configure every aspect of the guest’s stay, from the temperature to the lighting.
· Room Automation: High technology, which entails integration of lights, temperature control, and other aspects of convenience such as music players in a room with voice control or touch of a Blade via an application should be incorporated (Longart 2020). Not only does this technology enrich the experience of the guests but it also impacts the optimisation of the energy consumption to anticipate that no utility resource is being wasted.
Change Management:

To entrench the adoption of AI and automation, organizations must therefore have an adequate change management plan. The technological change should be managed by an IT staff that guarantees the implementation of systems in working contexts. Employees need to understand how these novel equipment and gadgets work especially when dealing with customers (Luo et al. 2022). Marriott should also guarantee that data privacy and Cyber security are a priority to protect guests’ information as it’s strategic in the hospitality business. Staff and guests should be surveyed so that they can provide useful feedback and that the many systems should be adjusted to increase usability.

3. Cost management is a crucial tool used to increase operational efficiency

Among the problems that can be highlighted in the evaluation of the results of the analysis of the studied aspect is the overheating of hotel operating costs due to energy and labor costs. The objective for Marriott Al Jaddaf is to enhance its business revenues such that cost cutting measures should be undertaken while maintaining a high quality of services (Köseoglu et al. 2020).
Recommendation:

It is understood that operational cost optimizing can be done both technologically and in terms of process improvement.
· Labor Optimization: Marriott Al Jaddaf should improve on using a system of shortest available workforce that will effectively reduce instances of staff wastage through proper scheduling. This system would check the level of utilization of the human resource in the hotel, whether it is congested or lacking the necessary human resource or workforce (Roberts 2023). It will help to maintain low operational costs in a situation where the employed labor force is not very busy while at the same time providing satisfactory customer service especially at frequently busy time.
· Energy Management: We have already seen that cost of energy can be lowered through application of smart HVAC systems and energy efficient lighting (Kinyanjui et al. 2024). Moreover, Marriott should implement solutions that track electricity and water usage in real time, efficiency reviews of technology assets, and recommendations to contain electricity and water costs as part of Marriott energy usage strategies. This would enable the management to discover areas whereby energy is consumed and take corrective measure within the shortest time possible.
Change Management:

Ideally, everyone in an organisation should be committed to labor and energy optimization processes if they are to bear fruit. Department managers should be held responsible for observing working schedules and necessary operations of the department by staffing the right workers (Rubio-Mozos et al. 2020). There is need to perform the energy use and supply chain management check-ups often with the intention of defining the wrong gaps. The proposed cost savings incentive

programme can be used to create an organisational culture that will promote the adoption of cost savings initiatives by employees at all levels of the organisation.
4. CXEE (Customer-Centric Experience Enhancement)

Marriott Al Jaddaf has relative strengths in its global brand appeal and luxury brand accommodation type, however, there is increasing relevance for the company to address the need to deliver greater personalized services in differentiation of the accommodation experience (Saniei et al. 2024). The current world is witnessing a shift in market environment where customer satisfaction is becoming more and more challenging especially when it comes to luxury hospitality.
Recommendation:

Marriott Al Jaddaf should pay further attention in providing the uplifting and fulfill-all guests’ expectations atmosphere.
· Tailored Services: It may be about preferred room type, facilities & promotion within the guest room depending on the frequency of customers, and their membership status (Shadman et al. 2021). For instance, business tourists could get corporate speed check-ins and free quiet zones, or kids will become able to get children’s entertainment programs and services (Shulga 2021). Marriott should also think about broadening the possible coverage of loyalty programs by offering guests more based on the experience, for instance, tours or unique dining options in the location.
· Experience-Driven Marketing: The hotel should come up with main selling points that make it to stand out from the many other hotels (Stanisic and Čerović 2021). For instance, the marketing department could focus on the fact that Marriott Al Jaddaf is located near popular tourist destinations or organize performances and tastings in partnership with local artists, musicians, and chefs. More product offerings, including professionally designed packages based on customers’ various needs and expectations, preferences like romantic holidays, family holidays, wellness etc, should lead to more sales (Suwandi et al. 2021).
Change Management:

There is culture change that takes place at the center of personalization effort, which is customer value of every individual performing in the hotel. Specifically, it should be instigated by the bottom

ranking employees who meet consumers (Trisna and Lu n.d.). Capacity training that educates practitioners on how to tailor behaviour on individual needs of the guests will be essential. Further, customer relationship management (CRM) system can be implemented to bring together guest information in making the bespoken communication consistent throughout the encounter. customers can also fill contact forms or express their impressions on social media platforms and thus the Marriott group should periodically host post-stay surveys and post-stay reviews to further assess their consumers’ expectations.
5. Boosting up of Infection Control Measures

With emerging world crises more often evidenced by the COVID-19 pandemic, there is need for Marriott Al Jaddaf to upgrade its health and safety standards to sustain both visitors and workers. This is especially why this is important given future shocks may arise which threaten health across the globe hence the travel injunctions.
Recommendation:

Health: The hotel should ensure the adoption of good health safety measures that should meet regulatory Bent requirements as well as meeting the expectations of the customers.
· Enhanced Cleaning Protocols: Marriott Al Jaddaf should also ensure all the high touch areas of the hotel, as well as the rooms, were cleaned thoroughly and all the products used to clean the areas were of hospital grade (Xu et al. 2020). Phone, table, elevator buttons, doorknobs, refrigerator and frequently touched areas like faucets, toilet handles should be wiped at least two/three times in a day. It also means that the hotel needs to keep guests informed of these measures are being made so they see visibility of signs around the hotel, on website and in other communiques.
· Health Monitoring: Temperature checks, hand sanitizing units, and healthcare access should still be had as procedures (Zarkasyi et al. 2021). In future, health complications may arise, and Marriott Al Jaddaf should be ready to provide tests or health facilities where staffs and guests are awarded with quality health care services.
Change Management:

Many organisational health and safety interventions need to be implemented and sustained at the workplace level with employees’ cooperation. The company should assign a health and safety officer as a manager hence working in the company while ensuring adherence to the standards and ironing out any issues (Rubio-Mozos et al. 2020). Staff should be familiarized with the hygiene standards and be compelled to attend refresher courses from time to time while all working respondence should have personal protective equipment. The guest needs to be informed about the measures in the company, in advance, by means of advertisement, signs, and face-to-face conversation upon arrival. It is recommended to provide internal feedback to ensure the smooth running of Health and Safety so staff and guests can report any issue they found continually.
Conclusion

These strategic recommendations should prove beneficial to the Marriott Hotel Al Jaddaf concerning improved operational efficiency, raised customer satisfaction, and raised market competitiveness. To adopt all these initiatives, there will be need to undertake a comprehensive change management process (Stanisic and Čerović 2021). By decoupling with sustainable processes, digital evolution, cost leadership, and especially increasing the guest experience Marriott Al Jaddaf can ensure long-term effectiveness and competitive advantage in an ever- evolving and much thoroughly competitive hospitality industry. With strategic planning and staff and customer management, the hotel will also be able to develop a good brand image besides boosting luxury hospitality image for Dubai.

[bookmark: _bookmark6]Action Plan

	Objective
	Action
	Responsible Team/Department
	Timeline
	Key Performance Indicators (KPIs)

	Implement
Sustainability Initiatives
	· Install solar panels
· Launch waste management and recycling
programs
	Facilities
Management Procurement
	6-12
months
	· Energy
consumption reduced	by	20%
· Waste reduced by 15%
· 100% sustainable
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	-	Source
sustainable products
	
	
	suppliers engaged by year-end

	Adopt	AI	and Automation
	· Implement AI- driven guest service chatbots
· Integrate smart room technology
	IT Department
	3-6
months
	· 95% positive feedback on AI- driven   services
· Reduction in energy
consumption per room by 10%

	Optimize Labor and	Cost
Efficiency
	· Implement workforce
management system
· Monitor and optimize energy use
	HR	&	Operations Facilities
	3-6
months
	· Labor costs reduced by 10% during off-peak periods
· Energy savings of 15% during the first year

	Enhance Customer Experience
	· Develop personalized
service offerings
· Expand loyalty program
	Customer Relations Marketing
	6-12
months
	· 85% satisfaction score	on
personalized services
· 15% increase in repeat	bookings
through	loyalty program

	Strengthen Health	and Safety Protocols
	-	Maintain enhanced
cleaning
protocols
	Operations
IT Department
	3-6
months
	· Zero	health incidents reported
· 90% satisfaction
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	-	Implement contactless
check-in	and room access
	
	
	with	health	and safety measures


Proposed in the action plan for Marriott Hotel Al Jaddaf, it comprises of a strategic plan to implement suggestions that boost sustainability, technology incorporation, productivity and customer experience factor. It makes clear applicable goals, strategies for setting and attaining goals, the group or division chargeable for implementation, and timeframes. For example, the following goals aim to facilitate the corresponding sustainability efforts: The organisation’s Facilities Management and Procurement groups will introduce and arrange the procurement of solar panels, waste management and recycling projects, and sustainable products within a 6–12-month time frame. These actions will be delivered with reference to specific key performance indicators (KPIs) that will include areas like; energy efficiency which is 20% and wastage which is 15%.

[bookmark: _bookmark7]Conclusion
This paper aims to identify that Marriott Hotel Al Jaddaf face strategic tensions that require new directions to sustain and enhance the competitive advantage of a luxury hotel in Dubai. SWOT and TOWS, PESTEL and other evaluations showed that there are numerous threatening factors but also numerous opportunities for development and increasing efficiency (Xu et al. 2021).
Key recommendations centre around four primary areas: sustainability, adopting new technologies in operations, and increasing the overall efficacy of operations and customers’ satisfaction. Sustainability is also an organizational goal on both global and competitive bases in Marriott Al Jaddaf. Through the deployment of renewable power sources, efficient use of waste management and procurement this not only smart branding for the growing sector of people who are environmentally conscious travellers but also ensures that the hotel will cut down on so many operational costs in the long run (Zarkasyi et al. 2021). Deciding to introduce AI guest facilities and smart rooms solutions allows not only enhancing the level of service for guests; it also enhances resource utility and energy consuming optimization, placing the hotel as a technologically and environmentally friendly location.

High operating efficiency is important while working to achieve and sustain profitability without the diminution of service delivery. Workforce management and energy control, employing the systems of optimal workforce and energy control, will cut out wasteful expenses, especially throughout off-utility time. These measures help Marriott Al Jaddaf to run more efficiently with less costs overhead, but at the same time, reply to the demands of the luxury market segment. However, extending the hotel’s customer focus strategy through personalization and experience selling techniques is useful to lock-in and acquire customers by targeting their needs and wants.
For any strategic plan to work it is crucial to address issues to do with change management. It is crucial to mention that in the above transitions staff must be trained, motivated, and engaged in positive outcomes. The strategies for managing change will require emphasis on the need for communication mileage, training of the employees and feedback to enhance the implementation of these recommendations (Zhang et al. 2021). People in an organization need to embrace such change if new technologies and sustainable measures are to bring the desired change in an organization.
These recommendations are pertinent to be implemented in Marriott Hotel Al Jaddaf and if implemented in a successful manner, which will always prioritize tactical, sustainable and stake holders’ cares gains, it will have a lot more beneﬁts. This is a summarized action plan that sets clear goals, measurable indicators and attainable time frame that the hotel needs to embrace in this change. Based on the management of sustainability, technology, and customer experience, Marriott Al Jaddaf will succeed to compete in the cutthroat market of Dubai, and even revolutionize the way the luxury hospitality is delivered around the world.

[bookmark: _bookmark8]References
Abdoh, H.M.B., Saany, S.I.A., Jebur, H.H. and El-Ebiary, Y., 2020. The effect of PESTLE factors on E-government adoption in Jordan: A conceptual model. IJETT, 68, pp.19-23.
Antošová, G., Hausmann, C. and Pfeifer, V., 2021. Collaborative Destination Management of V4 Countries and Germany During the Covid-19 Pandemic. Visegrad Journal on Bioeconomy and Sustainable Development, 10(2), pp.75-80.
Arsova, T., 2023. Current threats and risks to health tourism in Bulgaria. Izvestia Journal of the Union of Scientists-Varna. Economic Sciences Series, 12(2), pp.251-259.
Assen, H., de Boer, M.R. and Fernandes, M.B., 2021. Moving to design-based education in hotel management school: proof of success and beyond—a research journey. Research in Hospitality Management, 11(2), pp.145-150.
Aziri, B. and Zeqiri, I., 2020. THE VERY ESSENTIALS OF STRATEGIC MANAGEMENT
TOOLS. ECONOMIC VISION-International Scientific Journal in Economics, Finance, Business, Marketing, Management and Tourism, 7(13-14), pp.87-98.
Bawono, G.U.C. and Aprianingsih, A., 2024. Customer Relationship Management As A Proposed Marketing Strategy: A Case Study Of Seafood Company In Bogor. EKOMBIS REVIEW: Jurnal Ilmiah Ekonomi dan Bisnis, 12(2), pp.2191-2202.
Belias, D. and Trihas, N., 2022, June. The relationship of the change context with the resilience of hotels: Proposal for a Research Framework on Hotels during the Covid-19 crisis. In ECRM 2022 21st European Conference on Research Methods in Business and Management. Academic Conferences and publishing limited.
Bianchi, M., 2022. DECIPHERING THE VITAL INGREDIENTS OF SUCCESS IN HOTEL
COMPANIES: A MANAGERIAL INSIGHT. Journal of Sustainable Tourism and Hospitality Research, 10(1), pp.14-23.
Bieloborodova, M. and Bessonova, S., 2020. External environment transformation of Ukraine's tourist enterprises during the crisis. European Journal of Management Issues, 28(3), pp.71-79.

Bondarenko, S., Robul, Y., Dyshkantiuk, O., Mohylova, A., Salamatina, S. and Komarnitskyi, I., 2020. The dynamic model of customer focus management in the hotel business based on markov chains. International Journal of Scientific & Technology Research, 9(3), pp.1132-1139.
Burkiewicz, Ł. and Knap-Stefaniuk, A., 2022. Multiculturalism as a challenge for contemporary Leadership–an Analysis within the context of Hotel Management in the 21st century. Perspektywy Kultury, 38(3), pp.411-424.
Capobianco, N., Basile, V., Loia, F. and Vona, R., 2021. Toward a Sustainable Decommissioning of Offshore Platforms in the Oil and Gas Industry: A PESTLE Analysis. Sustainability 2021, 13, 6266.
Cardoso, D., Sousa, B., Liberato, D., Liberato, P., Lopes, E., Gonçalves, F. and Figueira, V., 2023. Digital communication and the crisis management in Hotel Management: A perspective in the Euroregion North of Portugal and Galicia (ERNPG). Administrative Sciences, 13(8), p.191.
Carlo, C., 2021. Critical Success Factors in Hotel Companies: A Managerial Perspective. Journal of Tourism and Hospitality Management, 9(2), pp.1-7.
Černá, J., Lejsková, P., Ližbetinová, L. and Matúšová, J.G., 2022. Transformation of Marketing Macro-Economic Environment of Tourism with Emphasis on Changes in Mobility During COVID-19 Pandemic. LOGI–Scientific Journal on Transport and Logistics, 13(1), pp.186-197.
Chaudahry, P. and Okada, K., 2024. Business Model Proposal for Agriculture and Tourism Business Sectors Supported by ICT System in Nepal through Systematic Business Analysis Process. IIAI Letters on Business and Decision Science, 4.
Chaudahry, P. and Okada, K., 2024. Business Model Proposal for Agriculture and Tourism Business Sectors Supported by ICT System in Nepal through Systematic Business Analysis Process. IIAI Letters on Business and Decision Science, 4.
Chia-Wei, C. and Zi-Sheng, Z., 2021, December. A Study on the Change of Career Values of Hotel Management Students--Based on Cognitive Dissonance Theory. In 2021 4th International Conference on Humanities Education and Social Sciences (ICHESS 2021) (pp. 2808-2811). Atlantis Press.

de Grosbois, D. and Fennell, D.A., 2022. Determinants of climate change disclosure practices of global hotel companies: Application of institutional and stakeholder theories. Tourism Management, 88, p.104404.
Dimitrios, B., Christos, P., Ioannis, R. and Vasiliadis, L., 2020. Strategic management in the hotel industry: Proposed strategic practices to recover from COVID-19 global crisis. Academic Journal of Interdisciplinary Studies, 9(6), pp.130-130.
Gajić, T., Petrović, M.D., Pešić, A.M., Conić, M. and Gligorijević, N., 2024. Innovative Approaches in Hotel Management: Integrating Artificial Intelligence (AI) and the Internet of Things (IoT) to Enhance Operational Efficiency and Sustainability. Sustainability, 16(17), p.7279.
Garrido-Moreno, A., Garcia-Morales, V.J. and Martín-Rojas, R., 2021. Going beyond the curve: Strategic measures to recover hotel activity in times of COVID-19. International Journal of Hospitality Management, 96, p.102928.
George, R., 2021. Tourism and Hospitality Marketing Planning. In Marketing Tourism and Hospitality: Concepts and Cases (pp. 149-182). Cham: Springer International Publishing.
González-Aleu, F., Hernandez, J.V., Ramirez, R., Linares, C.M., Peinado, J.A. and Daniel, J., 2022. Strategic planning for repurposing kitchen equipment production operations during COVID-19 pandemic. Operations Management Research, 15(3), pp.1241-1256.
Hidalgo, A., Martín-Barroso, D., Nuñez-Serrano, J.A., Turrión, J. and Velázquez, F.J., 2022. Does hotel management matter to overcoming the COVID-19 crisis? The Spanish case. Tourism management, 88, p.104395.
Irfan, S., 2021. Investigating the effects of servant leadership on organizational change through organizational commitment and cultural intelligence; Hotel industry of Erbil. Academy of Strategic Management Journal, 20, pp.1-14.
Jamil, J., 2023. PESTLE Analysis and Sustainable Event Marketing-Evidences from Mount Kinabalu International Climbathon Destination, Borneo. Journal of Event, Travel and Tour Management, pp.1-18.

Johansson, O. and Svensson, S., 2023. Trying before Buying: The Development of a Starter Offering for Needs-Based Cleaning Services.
Kansongue, N., Njuguna, J. and Vertigans, S., 2023. A PESTEL and SWOT impact analysis on renewable energy development in Togo. Frontiers in Sustainability, 3, p.990173.
Kim, J.J. and Han, H., 2022. Saving the hotel industry: Strategic response to the COVID-19 pandemic, hotel selection analysis, and customer retention. International Journal of Hospitality Management, 102, p.103163.
Kinyanjui, D.N., Kieti, D. and Kiage, O., 2024. Experiential Factors as a Determinant for Climate Change Mitigation Behavior: A Case of Tourist Hotel Managers in Naivasha Sub-County, Kenya. Journal of Education, Society and Behavioural Science, 37(6), pp.81-94.
Köseoglu, M.A., Altin, M., Chan, E. and Aladag, O.F., 2020. What are the key success factors for strategy formulation and implementation? Perspectives of managers in the hotel industry. International Journal of Hospitality Management, 89, p.102574.
Köseoglu, M.A., Altin, M., Chan, E. and Aladag, O.F., 2020. What are the key success factors for strategy formulation and implementation? Perspectives of managers in the hotel industry. International Journal of Hospitality Management, 89, p.102574.
Lai, I.K.W. and Wong, J.W.C., 2020. Comparing crisis management practices in the hotel industry between initial and pandemic stages of COVID-19. International Journal of Contemporary Hospitality Management, 32(10), pp.3135-3156.
Longart, P., 2020. Understanding hotel maintenance management. Journal of Quality Assurance in Hospitality & Tourism, 21(3), pp.267-296.
Luo, C.Y., Tsai, C.H.K., Su, C.H.J., Kim, H.J., Gao, J.L. and Chen, M.H., 2022. How does hotel employees’ psychological capital promote adaptive performance? The role of change readiness. Journal of Hospitality and Tourism Management, 51, pp.491-501.
Marinović, M.I. and Arsić, L., 2020. Ecological dimension of PESTEL analysis in small enterprises in the Republic of Serbia. Recycling and Sustainable Development, 13(1), pp.63-71.

Myshachenko, V.O. and Startseva, N.M., STRATEGIC PLANNING IN THE HOSPITALITY INDUSTRY. ІНОЗЕМНІ МОВИ У СВІТОВОМУ ЕКОНОМІКО-ПРАВОВОМУ ПРОСТОРІ, p.491.
Nayak, P. and Kayarkatte, N., 2020. Sustainability Study of Green Buildings in India-Through Pestle and Swoc Analysis. International journal of business management and allied science.
Nugraha, A.P. and Khalid, Z., 2024. IDENTIFYING THE GROWTH OPPORTUNITIES USING
PESTLE AND SWOT ANALYSIS APPROACH. Neraca: Jurnal Ekonomi, Manajemen dan Akuntansi, 3(1), pp.431-438.
ODA, A., ZHAKU, S. and ISENI, F., 2022. SWOT ANALYSIS IN FUNCTION OF THE
DEVELOPMENT OF HOTEL ENTERPRISES IN STRUGA. Revista Shqiptare Social Ekonomike–Nr, 1, p.107.
Oliveira, A.S., Renda, A.I. and Correia, M.B., 2020. Online reviews: A pathway to improve hotel management. Dos Algarves: A Multidisciplinary e-Journal, 36.
Pesonen, J., 2020. Management and leadership for digital transformation in tourism. Handbook of e-Tourism, pp.1-34.
Pizam, A., Ozturk, A.B., Balderas-Cejudo, A., Buhalis, D., Fuchs, G., Hara, T., Meira, J., Revilla, M.R.G., Sethi, D., Shen, Y. and State, O., 2022. Factors affecting hotel managers’ intentions to adopt robotic technologies: A global study. International Journal of Hospitality Management, 102, p.103139.
Ponting, S.S.A., 2020. Organizational identity change: impacts on hotel leadership and employee wellbeing. The Service Industries Journal, 40(1-2), pp.6-26.
Puškar, J. and Sprčić, D.M., APPLICATION OF CASH-FLOW-AT-RISK METHOD IN RISK ANALYSIS–CASE OF ARENA HOSPITALITY GROUP. COMPANY ANALYSIS, p.1.
Rachman, G.P. and Do, A.D., 2020. Business Strategy for Atlantic City Hotel Facing Covid-19 Pandemic. International Journal of Current Science Research and Review, 5(2), pp.333-340.

Rahmi, N.U., Wulandari, B. and Dewantoro, R.W., 2022. Sustainability Strategy Implementation by Hotel Management during Pandemic. NeuroQuantology, 20(15), p.2147.
Ramely, A., Ab Talib, M.F., Ahmad, R. and Yusof, N.A.M., 2023. Examining PESTEL Analysis of Event Businesses in Malaysia. Journal of Event, Tourism and Hospitality Studies, 3, pp.57-79.
Roberts, S.S., 2023. International Investments in Luxury Real Estate: An Evaluation of International Real Estate Investors and Developers Entering a Cross-Continental Market (Doctoral dissertation, Massachusetts Institute of Technology).
Rubio-Mozos, E., García-Muiña, F.E. and Fuentes-Moraleda, L., 2020. Sustainable strategic management model for hotel companies: A multi-stakeholder proposal to “walk the talk” toward SDGS. Sustainability, 12(20), p.8652.
Saniei, T., Kianersi, M. and Fekri-Ershad, S., 2024. Assessing Relations Among Visual Variables in Hotel Lobbies Using Deep Learning. Interiority, 7(2), pp.175-198.
Shadman, S., Chin, C.M., Yap, E.H., Sakundarini, N. and Velautham, S., 2021. The role of current and future renewable energy policies in fortifying Malaysia’s energy security: PESTLE and SWOT analysis through stakeholder engagement. Progress in Energy and Environment, pp.1-17.
Shulga, L.V., 2021. Change management communication: The role of meaningfulness, leadership brand authenticity, and gender. Cornell Hospitality Quarterly, 62(4), pp.498-515.
Stanisic, N. and Čerović, S., 2021. Application of self-determination theory on the motivation structure of hotel management employees. Serbian Journal of Management, 16(2).
Suwandi, S., Dewi, W.N. and Septian, W.E., 2021. DESIGN APPLICATION OF REVENUE HOTEL MANAGEMENT USING COMMON SIZE METHOD. In Global Conference on
Business and Management Proceedings (Vol. 1, No. 1, pp. 73-83).

Trisna, B. and Lu, C.C., The Adoption of Versatile Leadership to Cope with Aftereffect of COVID- 19 in Jakarta Hotel Industry: Lewin’s Three Stages of Change Approach.

Xu, S., Stienmetz, J. and Ashton, M., 2020. How will service robots redefine leadership in hotel management? A Delphi approach. International Journal of Contemporary Hospitality Management, 32(6), pp.2217-2237.
Zarkasyi, M.R., Kuniawan, D.A. and Darma, D.C., 2021. The prospect of “Halal tourism” destination: an strategy for Ponorogo Regency, East Java (Indonesia). ASEAN Journal on Hospitality and Tourism, 19(2), pp.158-166.
Zhang, X., 2024. Workplace Deviant Behavior, Stress, and Change in the Post-epidemic Era: the Case of the Catering/Hotel/Tourism Industry. Journal of the Knowledge Economy, pp.1-30.

30





[image: ] 0% Overall Similarity
0% Internet database	[image: ] 0% Publications database Crossref Posted Content database	[image: ] 0% Submitted Works database


NO MATCHES FOUND
This submission did not match any of the content we compared it against.





[bookmark: _bookmark9]University of Wales Swansea on 2023-04-241

Submitted works

<1%





[bookmark: _bookmark10]University of Wales, Lampeter on 2023-06-082

Submitted works

<1%


Similarity Report







































Sources overview
image4.png




image5.png




image50.png




image6.png




image7.png




image1.png




image2.png




image3.png




