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[bookmark: _Toc128770041]Executive Summary
Marriott London bridge is a global hospitality company with a wide geographic presence, and a strong focus on sustainability. This report provides an in-depth analysis of Marriott London bridge, including its strengths, weaknesses, opportunities, and threats. The report also identifies several issues that the hotel needs to address in order to improve its overall performance.
The report begins by examining the location, room numbers, and age of the hotel. It highlights the recent feedback from customers and the issues that have been reported in the media. The report also analyses the positive reputation of the hotel for certain events, such as being a must-have wedding venue.
The PESTEL analysis identifies the key external factors that may affect Marriott London bridge. These include political, economic, social, technological, environmental, and legal factors. The analysis indicates that the hotel industry is highly susceptible to changes in these external factors, which could have a significant impact on Marriott's business.
The SWOT analysis highlights Marriott London bridge strengths, weaknesses, opportunities, and threats. The analysis identifies several key strengths, such as the hotel's brand recognition and wide geographic presence. However, the analysis also identifies several weaknesses, such as negative customer reviews and dependence on third-party platforms.
Marriott London bridge is a global hotel chain with a strong brand recognition and a wide geographic presence. However, the company is not without its challenges, including negative customer reviews, dependence on third-party platforms, and the need to enhance its sustainability efforts (Mensah, 2019). To address these challenges, we conducted a thorough analysis of Marriott London bridge, using various analytical tools. Our analysis revealed that Marriott London bridge has a strong focus on sustainability and a wide geographic presence, which can be leveraged to enhance its brand recognition and customer experience. However, the company needs to address negative customer reviews, dependence on third-party platforms, and the need for enhancements in its staff training program, food quality, and venue design and environment (Luthans and Doh, 2021).

To improve its customer experience, we recommend that Marriott London bridge enhance its staff training program to improve customer service, knowledge of menu items, and service speed (Luthans and Doh, 2021). In addition, the company should address negative customer reviews by actively monitoring and responding to them on various platforms. This will demonstrate Marriott's commitment to customer satisfaction and help to improve its reputation.
To address the company's dependence on third-party platforms, Marriott London Bridge should develop and implement its own booking platform to reduce reliance on third-party platforms and improve the customer booking experience (Olsen and Zhao, 2018). This will also enable the company to have better control over its pricing and marketing strategies.
Regarding the enhancement of the venue design and environment, we recommend that Marriott London bridge should prioritize refurbishment and renovation of older properties to improve the overall ambiance and hygiene of the hotel. This will help to enhance the customer experience and differentiate Marriott from its competitors.
The findings from the SWOT analysis are analysed in detail by the TOWS study, which also offers Marriott Worldwide a number of recommendations. Among the suggestions that have been provided are enhancements to the programme for educating the employees, enhancements to both the quality of the cuisine and the diversity of the menu, and an increase in the hotel's focus on being environmentally responsible. The results of the TOWS study suggest that Marriott London bridge should capitalise on the strength of its brand awareness in order to expand its market share and decrease its reliance on platforms operated by third parties.
According to the findings of the investigation, Marriott London bridge possesses a high brand awareness as well as a regional presence, both of which may be utilised to improve the quality of service provided to customers. Nonetheless, the organisation must address unfavorable comments left by customers, its reliance on platforms maintained by third parties, and the requirement for improvements to its staff training programme, food quality, and venue design and environment. By the implementation of our suggestions, Marriott London bridge will be able to enhance the experience it provides for its customers, minimise its reliance on the platforms provided by third parties, and set itself apart from its rivals (Olsen and Zhao, 2018). Marriott London bridge is a renowned worldwide hospitality firm that is currently confronted with a number of difficulties as a result of the state of the market. This report outlines the most pressing concerns that have to be resolved, as well as a number of suggestions that can assist the hotel in improving its operation as a whole. The report also acknowledges the strengths that Marriott London bridge possesses, such as its widespread geographic presence and widespread brand recognition. These strengths should be capitalised on in order for Marriott London bridge to increase its market share and reduce its reliance on third-party platforms.
We would like to express our gratitude to Marriott London bridge for giving us the opportunity to conduct this research and provide our opinions. We have reason to think that the results we have obtained will be of assistance to the hotel in assisting it to improve its performance and achieve its strategic goals. As a consulting company, we are dedicated to providing our customers with services of the highest possible quality, and we are excited about the prospect of having the opportunity to collaborate with Marriott London bridge once more in the near future.
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Marriott London bridge is a UK based hotel management company, is faced with several issues that require thorough analysis to enable the development of effective strategies to address them. It has 206 rooms. 
PESTEL analysis is an effective tool that evaluates the external factors that influence a business, including political, economic, social, technological, environmental, and legal factors (Riley, 2019). Marriott operates in various countries, each with different regulatory frameworks, economic conditions, cultural norms, and environmental laws. Thus, using PESTEL analysis will help us identify the various external factors that affect Marriott's operations and its ability to achieve its goals.
SWOT analysis is another useful tool for analyzing a business's internal and external factors (Riley, 2019). This technique involves identifying the strengths, weaknesses, opportunities, and threats that affect a business. With SWOT analysis, we will evaluate Marriott's internal strengths and weaknesses, such as its brand reputation, quality of services, and financial stability, as well as the external opportunities and threats, such as competition, changes in customer preferences, and economic fluctuations.
Finally, we will use TOWS matrix to identify the strategic options available to Marriott, based on the results of the PESTEL and SWOT analyses. TOWS matrix enables the development of a strategic plan by matching the external opportunities and threats with the internal strengths and weaknesses. This method helps to identify potential strategies that Marriott can implement to address its issues and achieve its goals.
Using PESTEL, SWOT, and TOWS analyses will help to evaluate the internal and external factors affecting Marriott's operations and develop effective strategies to address the issues. These methods will enable Marriott to identify opportunities and threats in the industry, leverage its strengths, mitigate weaknesses, and achieve its goals (Pont, 2015).
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[bookmark: _Toc128770044]Description of the Hotel 
Marriott London bridge is a leading hospitality company with over 1209 hotels in the UK, including the iconic features and facilities. Marriott London bridge is ranked 289 among 120 hotels in the UK and has specific variations. In this part of the report, we will focus on the Marriott London bridge room numbers, age of the regulation, recent feedback, and reputation.
· Location: Marriott London bridge has location which is 190 Bermondsey street London, including in major reviews and formulating observation (Marriott and Kathi Ann Brown, 2020). This hotel is typically located in convenient and accessible areas, close to transportation hubs and major attractions, making them an ideal choice for both business and leisure travelers (Marriott and Kathi Ann Brown, 2020).
· Room Number: The number of rooms on Marriott London bridge varies widely depending on the location, with some properties offering just a few dozen rooms, while others have several hundred. It has 206 rooms. In general, Marriott London bridge is designed to provide comfortable and stylish accommodations, with a focus on amenities and technology that cater to the needs of modern travelers.
· Age of the Hotel: The age of Marriott London bridge varies depending on the location, with some properties being newly constructed, while others have a long history. This hotel has a mix of modern and historic properties, with many rooms features having undergone extensive renovations to ensure they meet the latest standards in terms of design and amenities.
· Recent Feedback: Marriott London bridge generally receive positive feedback from guests, with many praising the hotel exceptional service, comfortable rooms, and convenient locations (Walker and Miller, 2016). However, like any large hotel chain, there are occasional negative reviews, typically relating to issues such as room cleanliness or staff attitudes (Vouk, 2018). Overall, however, this hotel enjoys a solid reputation for providing high-quality hospitality services to guests.
· Problems: Marriott London bridge has had some negative press in recent years, with the company experiencing a major data breach in 2018 that affected millions of customers. However, the company has since taken steps to improve its cyber security measures and prevent future breaches from occurring (Walker and Miller, 2016).
· Reputation: Marriott London bridge has developed a positive reputation for a range of events, including weddings, conferences, and business meetings. Many of the brand's hotels offer extensive event spaces and catering services, making them a popular choice for special occasions. In addition, the brand is known for its loyalty program, Marriott London bridge which rewards frequent guests with a range of benefits and perks (Marriott and Kathi Ann Brown, 2020).
Marriott London bridge is a well-established and respected brand in the hospitality industry, with a global presence and a reputation for providing high-quality accommodations and services to guests. While the hotel has faced some challenges in recent years, including the 2018 data breach, it has taken steps to address these issues and ensure that guests feel secure and valued. Overall, Marriott Hotels is a reliable and trustworthy choice for travelers seeking comfortable and convenient accommodations.


[bookmark: _Toc128770045]PESTLE analysis
PESTLE analysis is an effective tool for evaluating the external factors that affect a business. In this section, we will conduct an in-depth PESTLE analysis of Marriott London Bridge, focusing on the various external factors that impact its operations and strategic decisions.
· Political Factors: Marriott London bridge operates in various countries, each with its unique political environment. The company must comply with local regulations and laws, such as labor laws, taxes, and trade policies. In addition, the company must navigate geopolitical tensions and changes in government policies, which could impact the demand for its services (Wood and Brotherton, 2018).
· Economic Factors: The hospitality industry is highly sensitive to economic changes, and Marriott is no exception. Economic factors, such as inflation, exchange rates, and economic growth rates, can impact the company's revenues and profitability. The company must also consider the impact of economic shocks, such as recessions or financial crises, on consumer spending and travel patterns. In addition, the growth of the sharing economy and alternative accommodations, such as Airbnb, could impact the demand for traditional hotel accommodations.
· Social Factors: Social factors, such as changing consumer preferences and lifestyles, are also critical for Marriott's success (Wood, 2017). The company must adapt to changing demographics and lifestyles, such as the growing demand for sustainable and eco-friendly accommodations. The company must also consider cultural differences across countries, such as dietary restrictions and religious practices (Wood, 2017). 
· Technological Factors: Technology is rapidly changing the hospitality industry, and Marriott must keep pace with the latest technological advancements (Parn, 2018). The company must invest in innovative technologies, such as mobile apps, virtual reality, and AI, to enhance customer experiences and stay ahead of competitors. Marriott must also consider cybersecurity risks, such as data breaches and cyber-attacks, which could negatively impact its reputation and customer trust.
· Environmental Factors: Environmental sustainability is becoming increasingly important in the hospitality industry, with customers demanding eco-friendly accommodations and practices (Ramos and Jiménez, 2018). Marriott London bridge must reduce its carbon footprint and adopt sustainable practices, such as renewable energy sources and waste reduction programs, to meet the expectations of customers and comply with environmental regulations.
· Legal Factors: Marriott London bridge must comply with various legal requirements in each country it operates, including labor laws, health and safety regulations, and data protection laws. The company must also comply with industry-specific regulations, such as licensing and zoning laws, and must monitor changes in regulations and standards to ensure compliance and avoid legal penalties.
The company must navigate political, economic, social, technological, environmental, and legal factors, adapting to changing trends and consumer preferences while complying with local regulations and standards. By understanding these factors, Marriott can develop effective strategies to address challenges and capitalize on opportunities in the dynamic and competitive hospitality industry.
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SWOT analysis is a useful tool for evaluating a company's internal strengths and weaknesses and external opportunities and threats. In this section, we will conduct an in-depth SWOT analysis of Marriott London Bridge to understand its current position in the hospitality industry.
Strengths:
· Strong Hotel management recognition and reputation: Marriott London bridge is a well-known and respected hotel in the hospitality industry, with a global presence and a diverse portfolio of hotel brands (Luthans and Doh, 2021).
· Wide range of hotel offerings: Marriott operates a wide range of hotel facilities and rooms variation, from luxury to budget, catering to various customer segments and preferences (Olsen and Zhao, 2018).
· Strong loyalty program: Marriott's loyalty program, Marriott Bonvoy, is a popular program with over 147 million members worldwide, offering benefits such as free nights, exclusive access, and discounts.
· Strong financial performance of the hotel: Marriott London bridge has a strong financial position, with high revenues, profits, and cash flows.
Weaknesses:
· Dependence on a few key market channels: Marriott London bridge generates a significant portion of its revenues from less marketing channel. It has too strict code of conduct which make complexities. 
· High debt levels: Marriott London bridge has a high level of debt, which could limit its financial flexibility and affect its ability to invest in growth opportunities (Vesselin et al., 2019).
· Poor data protection: A significant portion of Marriott's hotel portfolio operates under different data management section, which could limit the company's control over the quality and consistency of its hotel quality offerings.


Opportunities:
· Growing demand for travel and tourism: The global travel and tourism industry is growing, providing opportunities for Marriott to expand its hotel offerings and customer base (Oh, 2017).
· Expansion of diversified services: Marriott can expand into new services in the hotel, particularly in emerging economies, to diversify its revenue streams and reduce dependence on key markets (Olsen and Zhao, 2018).
· Innovation and technology: Marriott can leverage technology to enhance customer experiences, streamline operations, and improve efficiencies (Olsen and Zhao, 2018).
· Sustainable practices: Marriott can adopt sustainable practices to meet customer demand for eco-friendly accommodations and reduce its environmental impact.
Threats:
· Intense competition: The hospitality industry is highly competitive, with numerous players vying for market share, which could impact Marriott's pricing power and profitability.
· Disruptive competitors: The growth of alternative accommodations, such as Airbnb, and sharing economy platforms could impact Marriott's traditional hotel offerings.
· Economic and political instability: Economic shocks, such as recessions, and geopolitical tensions could impact travel patterns and demand for hotel accommodations (Riley, 2019).
· Technological disruption: Technology is rapidly changing the hospitality industry, and Marriott must keep pace with new advancements to remain competitive (Xiao, 2017).
By leveraging its strengths and opportunities while addressing its weaknesses and threats, Marriott can develop effective strategies to remain competitive and achieve long-term growth in the dynamic and challenging hospitality industry. 
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[bookmark: _Toc128770048]The ways to improve the operation of the hotel 
After conducting a thorough analysis of Marriott London bridge and identifying its strengths, weaknesses, opportunities, and threats, it's time to think of imaginative ways to improve the operation. Here are some management techniques that Marriott could implement:
Enhance staff training program: As identified in the SWOT analysis, Marriott's success depends heavily on the quality of its staff. Improving the training program to enhance customer service skills, technical knowledge, and team building could improve customer satisfaction and staff retention (Vânia Gonçalves Costa and Costa, 2022). Marriott London Bridge has built its brand on delivering high-quality guest experiences, and a significant part of this is due to the quality of its staff. Enhancing the staff training program could help ensure that Marriott's employees are equipped with the skills and knowledge needed to provide excellent customer service and meet the changing needs of guests.
While technical training is important, training that focuses on developing employees' soft skills, such as communication, teamwork, problem-solving, and empathy, can help them better engage with guests and resolve issues more effectively (Verret, 2020). Marriott could consider implementing regular soft skills training sessions or workshops to help employees develop these important skills. By enhancing the staff training program, Marriott London bridge has the scope to develop its aim, objectives, and strategies. It helps to develop the observation of the data collection method and the variety of consideration. Staff helps to develop the offering of the organization in short time. This hotel has the developing areas to mention different opportunities. 
Address environmental concerns: Marriott could adopt more sustainable practices in its hotel operations to meet customer demand for eco-friendly accommodations and reduce its environmental impact (Kirk, 2015). This could include reducing waste and energy consumption, using renewable energy sources, and sourcing local and organic products. 
Marriott London bridge has taken several steps towards sustainability in recent years. For example, the company has set a target to reduce its carbon footprint by 30% by 2025, and it has made progress in reducing its energy consumption and greenhouse gas emissions. Marriott has also implemented recycling programs and reduced water consumption in its hotels. In addition to these initiatives, Marriott has implemented various environmentally-focused programs across its properties, such as towel and linen reuse programs and sustainable dining options. Other management techniques that Marriott can implements are the followings. 
· Enhance the digital experience: With the growing importance of technology in the hospitality industry, Marriott could improve its digital offerings to enhance customer experiences, streamline operations, and improve efficiencies (Oh, 2017). This could include implementing mobile check-in and check-out, digital concierge services, and personalized marketing campaigns.
· Refurbish outdated properties: Marriott could invest in refurbishing outdated properties to meet changing customer preferences and maintain brand standards. This could involve renovating guest rooms, updating technology, and modernizing public spaces.
· Expand into new markets: As identified in the SWOT analysis, Marriott could expand into new markets, particularly in emerging economies, to diversify its revenue streams and reduce dependence on key markets (Murniati and Suryaning Bawono, 2020). This could involve acquiring or developing new hotel properties and partnering with local businesses to cater to regional preferences.
· Develop new hotel concepts: Marriott could develop new hotel concepts to cater to changing customer preferences and trends. This could involve creating new brands that offer unique experiences, such as wellness or co-living, or collaborating with external partners to create one-of-a-kind offerings.
By implementing these management techniques, Marriott London bridge could improve its operation and maintain its position as a leader in the hospitality industry (Murniati and Suryaning Bawono, 2020). It's important for Marriott to continually innovate and adapt to changing market conditions to stay ahead of the competition and meet evolving customer demands. 
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Through my analysis of Marriott London bridge, I have identified both positive and negative aspects of the hotel's operations. Some of the positive aspects include:
Strong Hotel branding recognition
Brand recognition is a crucial aspect of any business, and Marriott London bridge is one of the most well-known hotel brands in the world. The Marriott brand has been around since 1957, and over the years, the company has built a reputation for providing high-quality hospitality services to guests. Marriott London bridge is one of the most well-known hotel globally, and its strong brand recognition can help attract customers to its properties (Salver, 2015). Some key areas of Brand Recognition of Marriott London bridge are as follows: 
· Marriot London bridge  is the hotel which provides effective services to the consumer which improve the branding action. Hoel branding helps to increases the daily operation of the economy and the organization feasibility. It helps to increase the conditional forces of the management and the acquisition forms. A factor that has contributed to Marriott's brand recognition is its diverse range of brands. Marriott offers a wide range of brands, from luxury to budget, which allows it to cater to a wide range of customer segments (Legrand, Sloan and Chen, 2021). This diversity of brands has helped Marriott establish a presence in different market segments and target different customer preferences.
· Marriott's hotel brand recognition is also supported by its strong marketing and advertising campaigns (Lockyer, 2017). The company has invested heavily in promoting its brand through various channels, such as television ads, social media, and sponsorships of high-profile events. These efforts have helped to keep Marriott's brand top-of-mind among consumers and have contributed to its brand recognition.
· Marriott London bridge brand recognition is a key factor in its success as a hospitality company. Its wide geographic presence, diverse range of brands, and strong marketing efforts have helped it establish itself as a trusted and reliable brand in the industry. By continuing to invest in its brand and maintaining high standards of customer service and quality, Marriott can further enhance its brand recognition and continue to attract and retain customers (Salver, 2015).
Wide geographic presence
Marriott has a presence in more than 130 countries worldwide, making it a popular choice for travelers across different regions and cultures. Some key areas are as follows: 
· Marriott's London bridge geographic presence is supported by its brand diversity, which enables the company to cater to different market segments and customer preferences (Lockyer, 2017). Marriott offers a wide range of brands, from luxury to budget, which allows it to appeal to a broad spectrum of customers (Lashley, 2020). Marriott's brands include luxury properties such as The Ritz-Carlton, St. Regis, and W Hotels, as well as more affordable brands such as Courtyard and Fairfield Inn. 
· Marriott's global presence has several benefits for the company, including increased revenue opportunities, economies of scale, and the ability to leverage its global supply chain to achieve cost savings (Mensah, 2019). 
· Additionally, Marriott's London bridge operations provide opportunities for cross-cultural exchange and diversity in its workforce.
· However, the wide geographic presence of Marriott also presents some challenges, including the need to comply with varying regulations and laws in different regions and to navigate cultural differences that may impact the delivery of services. 
· Additionally, competition from local and regional hotel brands may pose a threat to Marriott's market share in certain regions (Marriott and Kathi Ann Brown, 2020). 
Marriott's London bridge has wide geographic presence because it is the most respected hotel which increase the valuation and the thoughts recognition in the market. This hotel increases the hotel perception and develops quality products for the customer. This hotel has safety in environmental management and health varieties. This is the reason to develop a wide geographic presence has enabled it to establish itself as a global leader in the hospitality industry, but it also requires the company to navigate challenges and stay attuned to local market dynamics to maintain its competitive edge.


Strong focus on sustainability
Marriott London bridge has implemented several initiatives to improve its sustainability and reduce its environmental footprint, which can attract environmentally-conscious travelers (Lockyer, 2017). Marriott London Bridge has made a strong commitment to sustainability in its operations. The company recognizes that the hospitality industry has a significant impact on the environment and has taken steps to reduce its environmental footprint and promote sustainability. Some key areas are as follows: 
· Marriott's sustainability initiatives are focused on several areas, including energy and water conservation, waste reduction, and responsible sourcing (Lockyer, 2017). The company has set ambitious goals for reducing its environmental impact, such as reducing its greenhouse gas emissions by 30% by 2025 and reducing water consumption by 15% by 2025.
· To achieve these goals, Marriott has implemented various measures such as energy-efficient lighting and HVAC systems, water-efficient fixtures, and waste reduction programs. The company has also introduced sustainable food and beverage practices, such as using local and organic produce and reducing food waste.
· Marriott has also established a responsible sourcing program that aims to promote sustainable practices in its supply chain (Sigala and Gretzel, 2017). The company works with suppliers to ensure that they adhere to ethical and environmental standards, such as reducing packaging waste and using sustainable materials.
· Marriott's sustainability initiatives not only benefit the environment but also have a positive impact on the company's reputation and bottom line. By reducing energy and water consumption and minimizing waste, Marriott can achieve cost savings and improve operational efficiency (Sit, 2021).
Marriott's strong focus on sustainability demonstrates its commitment to responsible business practices and its recognition of the importance of sustainability in the hospitality industry.
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However, there are also areas where Marriott could improve, such as:
Negative customer reviews
Marriott has received negative customer reviews in some areas, particularly with regards to customer service and cleanliness in some properties. These reviews come from a variety of sources, such as online review sites like TripAdvisor or Yelp, or feedback received through the hotel's own customer service channels. Negative reviews have a significant impact on a hotel's reputation, as potential customers often rely on these reviews when making decisions about where to stay (Lockyer, 2017). As Marriott is receiving negative customer reviews, it is important for the hotel to address these concerns in a timely and effective manner and other ways are as follows: 
· One approach is to conduct regular reviews of customer feedback to identify areas where the hotel may be falling short and to take action to address these issues. This could include improvements in housekeeping and maintenance, customer service training for staff, or facility upgrades (Roberts, 2022).
· In addition to addressing specific customer complaints, Marriott may also take a proactive approach to managing its online reputation. This could involve actively soliciting feedback from guests and responding promptly and professionally to any negative reviews that are posted online. 
By demonstrating a commitment to addressing customer concerns and improving the guest experience, Marriott can help to mitigate the impact of negative reviews and build a stronger reputation over time.


Dependence on third-party platforms
Marriott relies on third-party booking platforms, such as Expedia and Booking.com, for a significant portion of its bookings. This can lead to a loss of control over the booking process and potential customer data. Marriott, like many other hotels, relies heavily on third-party platforms such as online travel agencies (OTAs) and booking platforms to attract and book guests. While these platforms can provide valuable exposure and reach for the hotel, they also come with certain risks and challenges (Nee, 2016).
One potential challenge of relying on third-party platforms is that the hotel may have limited control over the guest experience. For example, the hotel may not be able to guarantee specific room assignments or amenities for guests who book through third-party platforms, and communication with guests may be more difficult when bookings are made through these platforms. Additionally, third-party platforms typically charge commissions or fees for each booking made through their platform, which can reduce the hotel's profit margins (Nee, 2016). These fees can be particularly high for smaller hotels or hotels located in less popular destinations, as they may need to offer higher commissions to attract bookings. To mitigate these risks, Marriott may take several approaches as follows:
· One approach is to invest in its own direct booking channels, such as its website and loyalty program, to encourage more guests to book directly with the hotel. This can help the hotel to build stronger relationships with its guests and to have more control over the guest experience.
· Marriott may also negotiate with third-party platforms to reduce commissions and fees or to secure more favorable terms for the hotel. 
· The hotel may work to improve its overall guest experience to encourage more positive reviews and recommendations, which can help to drive direct bookings and reduce reliance on third-party platforms (Marriott and Kathi Ann Brown, 2020).
While Marriott and other hotels may depend on third-party platforms for bookings, it is important for the hotel to balance this dependence with efforts to build its own direct booking channels and to mitigate the risks associated with third-party platforms.
Based on my analysis, I believe that Marriott should focus on improving its customer service and cleanliness standards, particularly in properties where negative reviews have been received. Marriott could also consider reducing its dependence on third-party platforms by investing in its own booking platform and developing a strong loyalty program to incentivize customers to book directly with the hotel (J W Marriott, 2015).
In terms of areas that could wait, Marriott could prioritize its sustainability initiatives, which are already in place and have shown progress. Marriott could also continue to diversify its brand portfolio to cater to evolving customer needs and preferences (Roper, 2017). My analysis has shown that Marriott London Bridge l has both strengths and weaknesses, and by addressing its weaknesses, Marriott can further improve its operations and enhance the guest experience.
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	Aspect
	Result

	Food quality
	High, with positive reviews from guests and critics

	Menu variety
	Good, with a range of options for different dietary preferences

	Pricing
	Slightly higher than competitors, but justified by quality

	Staff knowledge
	Mixed, with some staff lacking knowledge of menu and ingredients

	Service speed
	Generally good, but some guests reported slow service

	Ambience
	Pleasant, with comfortable seating and attractive decor

	Hygiene and cleanliness
	Good, with high standards of cleanliness and sanitation

	Technology
	Wide range of digital technology

	Venue Design and Environment 
	Offers a variety of venues for events, such as weddings, meetings, and conferences and has a reputation for providing high-quality and luxurious venues with modern amenities and services.

	sustainability and environmental responsibility
	Strong emphasis on sustainability and environmental responsibility



This table summarizes the results of the analysis for the Hotel, with each aspect listed along with the corresponding result. 
· Food Quality: Marriott London bridge is known for providing high-quality food that is fresh, flavorful, and prepared to perfection. The company offers a variety of cuisines, including international and local options, and uses only the freshest ingredients.
· Menu Variety: Marriott London bridge has an extensive menu that caters to a wide range of tastes and preferences. The company offers a range of dishes, from traditional to modern, and has options for vegetarians and those with dietary restrictions (Sabourin, 2021).
· Pricing: Marriott's pricing is generally considered to be on the higher end of the spectrum due to the high-quality ingredients and services offered. However, the company offers various pricing options, including package deals and promotions, to suit different budgets (Murniati and Suryaning Bawono, 2020).
· Staff Knowledge: Marriott London bridge invests heavily in staff training to ensure that its employees have the necessary knowledge and skills to provide excellent service. The staff is knowledgeable about the menu, ingredients, and preparation methods, and can make recommendations to guests based on their preferences.
· Service Speed: Marriott places a strong emphasis on providing prompt and efficient service to its guests. The company has implemented various systems and processes to ensure that guests receive their orders in a timely manner.
· Ambience: Marriott's hotel and restaurants and dining areas are designed to create a comfortable and inviting atmosphere for guests. The company pays attention to details such as lighting, decor, and music to create a pleasant ambiance that enhances the dining experience (Sabourin, 2021).
· Hygiene and Cleanliness: Marriott places a high priority on maintaining hygiene and cleanliness standards in its restaurants and dining areas. The company has implemented various cleaning and sanitation protocols to ensure that its facilities are always clean and safe for guests (Salih Kusluvan, 2018).
· Marriott is a well-known hospitality company that offers a variety of venues for events, such as weddings, meetings, and conferences. The company has a reputation for providing high-quality and luxurious venues with modern amenities and services.
· Venue design and environment: Marriott's venue design and environment can be described as modern and elegant, with attention to detail and a focus on creating a comfortable and welcoming atmosphere for guests. The company offers a range of venues, from small meeting rooms to large ballrooms, and many of these venues have stunning views and natural lighting. 
· Technology: Marriott offers state-of-the-art audio-visual equipment, high-speed internet access, and other amenities that are essential for successful events (Nee, 2016). The company also offers customized lighting and sound options to create the desired ambiance for each event.
· Sustainability and environmental responsibility: Marriott places a strong emphasis on sustainability and environmental responsibility, which is reflected in its venue design and operations. The company has implemented various initiatives to reduce its carbon footprint and minimize waste, such as reducing energy and water usage, sourcing local and sustainable products, and implementing recycling programs. Marriott's venue design and environment are highly regarded, with a focus on providing guests with a luxurious and comfortable experience while also being environmentally responsible Muzaffer Uysal, Schwartz and Ercan Sirakaya-Turk (2017).
Marriott's food quality, menu variety, pricing, staff knowledge, service speed, ambience, hygiene, and cleanliness are highly regarded, with a focus on providing guests with a memorable dining and overall experience.
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TOWS analysis is a strategic planning tool that helps organizations to identify their strengths, weaknesses, opportunities, and threats, and develop strategies based on these factors. Below is a TOWS analysis for Marriott:
	
	Strengths:
1. Strong brand recognition and reputation
2. Wide geographic presence
3. Strong focus on sustainability
4. High-quality food and service

	Weaknesses
1. Negative customer reviews
2. Dependence on third-party platforms (Kirk, 2015)
3. Environmental issues
4. High pricing

	Opportunities:
1. Increasing demand for sustainable and eco-friendly practices
2. Growing interest in wellness and healthy dining options
3. Expansion into new markets
4. Partnership with local suppliers for sourcing ingredients
	S/O Strategies 
1. Continue to focus on sustainability and eco-friendly practices to attract environmentally conscious customers
2. Maintain high-quality food and service to enhance the guest experience
3. Invest in staff training to ensure that employees have the necessary knowledge and skills to provide excellent service (Salih Kusluvan, 2018)

	W/O Strategies
1. Address the concerns raised by negative customer reviews to improve the overall guest experience
2. Explore options to reduce dependence on third-party platforms for bookings and reservations
3. Take proactive measures to address environmental issues and reduce the hotel's carbon footprint
4. Consider offering more budget-friendly options to cater to a wider range of customers

	Threats:
1. Competition from other hotel chains and independent restaurants
2. Economic downturns and changing consumer preferences
3. Political instability and travel restrictions
4. Rising costs of ingredients and labor
	S/T Strategies
1. Emphasize healthy dining options and wellness services to attract health-conscious customers
2. Expand into new markets to increase brand visibility and revenue
3. Foster relationships with local suppliers to source fresh, locally produced ingredients
4. Leverage technology to enhance the guest experience and streamline operations
	W/T Strategies
1. Keep abreast of changing consumer preferences and trends to stay ahead of the competition
2. Plan for economic downturns and other potential disruptions by having contingency plans in place (Kirk, 2015)
3. Monitor political developments and travel restrictions to mitigate potential risks (Sturman, Corgel and Verma, 2021)
4. Implement cost-saving measures and explore options for more efficient sourcing and labor practices.



The TOWS analysis highlights the strengths and weaknesses of Marriott and identifies strategies to capitalize on opportunities and mitigate potential threats, ultimately supporting the company's long-term strategic planning.

[bookmark: _Toc128770054]Action Plan
	Number 
	Problem 
	Solution 
	Desired outcome 
	Time Scale 
	Completion date 
	Planned Budget 

	1
	Negative customer reviews
	One approach is to conduct regular reviews of customer feedback to identify areas where the hotel may be falling short and to take action to address these issues (Marriott and Kathi Ann Brown, 2020). Marriott may also take a proactive approach to managing its online reputation (Ali-Knight et al., 2021).
	The previous negative comments will be addressed upon, regular members will be reassured that their opinions have been taken into account, and customer satisfaction rate will increase.
	6 months 
	25/08/2023
	£100,000
Estimated total fees for consultancy and other cost to improve the negative customer reviews. 

	2
	Dependence on third party platforms
	One approach is to invest in its own direct booking channels, such as its website and loyalty program, to encourage more guests to book directly with the hotel (Szende and Dalton, 2021). Marriott may also negotiate with third-party platforms to reduce commissions and fees or to secure more favorable terms for the hotel. The hotel may work to improve its overall guest experience to encourage more positive reviews and recommendations, which can help to drive direct bookings and reduce reliance on third-party platforms.
	The dependence on the third party platform will be reduced gradually as it requires huge investment, the completion time may be a longer period. 
	2 years
	25/02/2025
	£1000000
Estimated fees to invest in direct booking cost, negotiating with third party and other costs. 





[bookmark: _Toc128770055]Recommendations 
Based on the analysis conducted, the following are some recommendations that could help Marriott London Bridge improve its operations and stay competitive in the industry:
· The hotel should invest in improving the training program for its employees. This will help to improve the level of service provided, leading to more positive reviews and customer satisfaction (J  W Marriott, 2015).
· The hotel should review its menu and improve the quality of its food offerings. It should also increase menu variety to cater to a wider range of tastes and preferences.
· The hotel should consider refurbishing its facilities, particularly the rooms and public spaces, to create a more modern and attractive ambiance. This will help to enhance the guest experience and attract more customers.
· The hotel should continue to focus on sustainability by implementing more environmentally friendly practices, such as reducing water and energy consumption, and reducing waste generation (Tesone, 2019).
· Marriott should consider diversifying its revenue streams by expanding its service offerings beyond traditional hotel services. This could include offering co-working spaces, wellness services, and other experiences to attract new customers (Abreu, Liberato and Garcia Ojeda, 2022).
· The hotel should focus on improving its online reputation management by monitoring and responding to customer reviews and feedback on third-party platforms. This will help to improve customer satisfaction and loyalty (Vânia Gonçalves Costa and Costa, 2022).
· Marriott should consider developing a loyalty program to reward its frequent customers and encourage customer loyalty.
· The hotel should increase its brand recognition by expanding its marketing efforts to reach a wider audience. This could include targeted digital marketing campaigns, sponsorships of popular events, and other initiatives to raise awareness of the Marriott brand.
By implementing these recommendations, Marriott London Bridge can improve its operations, enhance customer satisfaction, and remain competitive in the industry.

[bookmark: _Toc128770056]Conclusion 
In summary, the analysis of Marriott London Bridge highlighted several strengths, weaknesses, opportunities and threats facing the hotel. The hotel has a strong brand recognition and wide geographic presence, which is an advantage in the highly competitive hospitality industry. Additionally, Marriott has a strong focus on sustainability and a commitment to reducing its environmental impact (Marriott and Kathi Ann Brown, 2020). However, negative customer reviews are a weakness that the hotel needs to address, particularly in areas such as food quality, service speed and cleanliness. Marriott also has a dependence on third-party platforms, which can limit its control over the customer experience.
Based on the findings, several recommendations have been made to improve the hotel's operations. These include enhancing staff training programs to improve customer service, addressing negative reviews through targeted improvements, and investing in technology to improve the customer experience and reduce reliance on third-party platforms. In terms of specific areas, recommendations include improving menu variety and pricing, enhancing venue design and environment, and investing in staff training to improve their knowledge and service speed. It is also recommended that Marriott consider expanding its presence in emerging markets to take advantage of growth opportunities (Tolba, 2020).
The analysis indicates that Marriott has several areas for improvement, but also has significant strengths that can be leveraged to achieve success in the hospitality industry. Thank you to the client for the opportunity to undertake this work, and we look forward to the possibility of working with them again in the future.
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