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[bookmark: _Toc128081364]Executive Summary 

This report studies the four-star hotel Swansea Marriott which has just undergone the rebranding process & now it’s known as Delta Marriott Swansea. 
By the rebranding procedure it’s explicit that the Swansea Marriott could not prove their credibility of providing the Marriott standard services. So now our client, the newly appointed GM, Mr. Mark of Delta Marriott Swansea wants to find out what are the departmental issues & practices that need be addressed & resolved to establish the Delta brand successfully. The hotel has a good reputation for their service by providing nice experience of aesthetic rooms, comfortable dining restaurant & bar, efficient room service that helped them retain loyal guests for a long time but there are obviously some drawbacks of this hotel that led to this rebranding.
ABC consultancy firm identified some major problem in its multiple departments that need to be taken care of soon. This property received major negative reviews during last year for the lack of security system in the restaurant & bar area due to a theft incident later it was featured in media also that caused huge brand loss for the property & it also has some major operational issues like-
Problematic rooms layout & faulty amenities. The guests reviewed the property as best for staff, comfort, cleanliness, location & views but the major complaints are problematic WIFI, lack of hotel facilities that established an image to the guests not having the value for money in hotel. There are issues in front office with new software using that’s creating the faulty & slow check-in, check-out problem. Guests were upset about the slow & faulty  service activities & in the festival events like Christmas & new year eve the restaurant service was very slow & poor these problems indicate the other problems of the heart of the house departments like the lack of efficient manpower is the issue of HR & training department as from a long time there were no trainings conducted in most of the departments from departmental trainers & HR training team also the colleagues are getting more & more dissatisfied due to fragile & biased HR policies during new recruitment & appraisal procedure also they felt the illegal or unethical abusive behavior among colleagues were not documented officially or took any disciplinary actions against those. Additionally the sales & marketing department are also in their demotivated problematic stage as the sales team is overloaded with less time & high target of room sales even in off-business season so they kept selling rooms at too lower rates than competitors for a long time now the repeating guests don’t want to book rooms at new rates they demand the previous rates which cause very lower profitability for rooms then the absence of marketing HOD (Head of Department) made this department miserable also. The marketing & communication managers are not leaded by an effective leader that made the whole marketing team activity doomed the hotels event promotional activities, online promotion of the hotel every aspect is poor & slow now this department needs a tough HOD who will make this department & hotel promotion alive again however as this property is going through the rebranding procedure so it needs huge marketing activities to establish the new brand in this location.
The SWOT & PESTEL analysis have been conducted to identify the major problematic internal external factors & issues that are mentioned in the given action plan of the hotel.
	No.
	Issue 
	Solution
	Objective / Outcome
	Time Frame
	Date of Completion
	Est.
Budget

	01
	Changing the rooms layout & faulty appliances 
	identifying the rooms complained about layout or discomfort due to furniture placement then informed room appliances need to be checked & placed.
	Satisfaction of guests 
	1 months
	March 31, 2023
		£50,000 




	02
	The housekeeping and serving staff consists of employees with lower skill levels.
	Determine the required number of employees for the department, including both regular and occasional needs, and assess whether 10 employees should be hired on a contractual basis or as permanent employees.
	The department needs to operate efficiently and effectively in order to achieve guest satisfaction and create a base of loyal guests.
	1 month
	March 31, 2023
	£5000


	03
	Lack of promotion for new innovative dishes or drinks to the guests

Slow marketing tactics foe festival events  
	Onboarding new marketing director as soon as possible & directing the marketing & communication team with new promotion plans & implementation
	Meeting the necessity of hotel & event promotions to enhance business volume & brand image.
	4 months 
	June 30, 2023
	£10000  


	04.
	Lack of sales efficiency 
	Sales managers need to be trained properly with sales tactics &feasible targets should be given. 
	Enhancing sales & profitability 
	3 months
	May 30, 2023
	£3000 


	05
	HR training 
	To enhance the skills of executive members and operational staff, new training modules will be designed that incorporate both online and offline training. Additionally, it is necessary to hire at least two trainers, either from within the organisation or externally, to focus on the training needs of the operational departments.
	Improving the development and productivity of the hotel employees.



	6 months
	August 30, 2023
	£50,000


	06. 
	Minibar consumption verification 
	According to roaster time the nearest housekeeping agent needs to do the room verification so they should be trained properly of this procedure & communication tactics.
	To ensure the correct billing of guests.
	1 month
	March 31, 2023
	£1000 


	07.
	Developing corporate culture & bonding & establishing the HR policies of recruitment, appraisal & establishing fairness.
	o improve colleague and team engagement, the hotel plans to organise one or two events per month, consisting of one formal town hall meeting another informal event such as a one-dish party or a picnic or talent show. These events will be held for a period of three months as a pilot program, and based on the outcomes, they may become a part of the hotel's corporate tradition.
	Improving employee motivation and job satisfaction to reduce job turnover.
	6 months
	August 30, 2023
 
	£5000 + 1000=
£6000




These actions must be established in the Swansea Marriott hotel as Delta Marriott Swansea in the city of Wales to achieve their target market with enhanced sales, profitability, market share & reputation.
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This report is going to focus on Swansea Marriott Hotel that just got rebranded last year as Delta Marriott Swansea & their administrative & operational issues. After the pandemic they were suffering from various issues but it seems their recovery of pandemic situation is a bit slow than their other competitive Marriott properties or others. The client demanded to know an overview of their current administrative & operational issues that need to be addressed to survive in the competition as from last few years they are earning minimum revenue & mostly they remain backward from achieving their target. In terms of having an overview on the whole property this report will analys            e the administrative departments like- HRM & Training (Human Resource Management), Sales & Marketing, Accounts, Finance, Security. The operational departments are F&B production, F&B service, Catering & Banquet, Housekeeping, Front-office, stewarding. There is mismanagement issues in almost all the departments of the property that are going to be outlines by SWOT analysis, TOWS & PESTEL to understand the internal & external condition of the hotel. SWOT analysis is a strategic planning tool that stands for Strengths, Weaknesses, Opportunities, and Threats. It is a framework for analysing an organisation, project, or product to understand its current position in the market and to identify potential areas for improvement. The Strengths and Weaknesses refer to the internal factors of the organisation, such as its resources, capabilities, and processes. The Opportunities and Threats refer to the external factors, such as changes in the market, competition, and economic conditions. The purpose of a SWOT analysis is to identify areas where an organisation can improve its position in the market by leveraging its strengths and addressing its weaknesses, while also taking advantage of opportunities and minimising the impact of potential threats. TOWS analysis is a strategic planning tool that is closely related to SWOT analysis. While SWOT analysis helps to identify the internal and external factors that affect an organisation , TOWS analysis takes this one step further by providing a framework for generating strategic options based on those factors. TOWS analysis is named after the four elements of the analysis: Threats, Opportunities, Weaknesses, and Strengths. PESTEL analysis is a strategic planning tool that is used to identify and analyse the external factors that can impact an organisation . PESTEL stands for Political, Economic, Sociocultural, Technological, Environmental, and Legal, which are the six categories of external factors that are considered in the analysis. The purpose of a PESTEL analysis is to identify the key external factors that can impact an organisation, and to understand how these factors can affect the organisation 's performance, opportunities, and risks. The analysis can provide insights into market trends, regulatory changes, technological advancements, and other factors that can shape an organisation 's operating environment.
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Location 
The Swansea Hotel Marriott is a city centered hotel in Swansea, Wales that’s 1.61 km. away from Swansea train station That’s situated in the upscale residential Maritime Quarter neighborhood and is conveniently close to Swansea's fascinating National Waterfront Museum. For those who appreciate breathtaking scenery, Mumbles and Rhossili Beach are both within walking distance and offer stunning views.

Rooms & Amenities
This was established in 1989 as Swansea Marriott Marina Hotel. As this a modern four-star waterfront hotel targeted both the business & leisure travelers. This offers the guests amazing aesthetic accommodation service by offering spacious rooms, grand event venues & dining spaces. The spacious accommodations feature plush bedding, large windows, flat-screen TVs, and workstations. Guests can upgrade to Superior rooms with stunning marina views, a mini-bar, and complimentary Wi-Fi. The hotel is conveniently situated near Swansea Train Station and the M4 motorway, providing easy access to top attractions such as Swansea University, Swansea Beach, and Liberty Stadium for football matches. Guests can also enjoy dining at the hotel's Cast Iron Bar & Grill, which offers delightful British cuisine and picturesque waterfront views. The multifaceted venues offer lush gardens with redesigned Tellin Room and elegant Gower Suite, which can accommodate up to 250 guests for receptions. It has one-nineteen guest rooms & two suites providing various range of accommodations for the guest. (www.deltaswansea.com)
Major services & facilities of Swansea Hotel are hotel owned car park, bar, fitness center, reception at the lobby, elevators, Internet service, emergency wake-up alarm, special disabled facilities (blind or deaf), TV & remote control, voicemail, desk, a safe, a coffee machine/tea-maker, an iron and ironing board, centrally controlled air conditioning with temperature controls, a hairdryer, a bathroom with a bathtub, bathrobes, and a TV with international news channels, public areas are air-conditioned, and guests can enjoy a classic concierge service, an express check-out option, and convenient laundry and room services. (www.deltaswansea.com)

At present, the Swansea Hotel is slowly recovering the loss from Covid pandemic, crisis from UK & Russia war, global recession now this property needs to be analysed both internally & externally to understand what kind of issues need to be resolved to achieve the better results in earning revenue & increased market share.
To understand the internal & external factors of this property the methods like PESTEL, SWOT & TOWS Analysis can be used.
SWOT analysis is a useful tool for businesses to evaluate their strategic planning and brainstorming efforts. It helps to identify areas for business development by focusing on critical success factors that can provide a competitive advantage, while also taking into account new market trends, technology advancements, and competitors. By conducting a SWOT analysis, businesses can determine their internal strengths and weaknesses, as well as identify external opportunities and threats. This analysis allows businesses to better understand their internal operations and external factors that can impact their success. Here is a SWOT analysis of the Swansea Marriott Hotel-

	Strengths

· The hotel is a Marriott property, associated with an international brand.
· It is known for its highly regarded dining area.
· The hotel is situated in a prime location in Swansea, Wales, close to the train station.
· The hotel offers a range of luxurious room options and amenities.
· Guests can enjoy breathtaking views of the city and park from the hotel.
· The hotel is easily accessible from the train station, and there are various nearby attractions and restaurants.
· The hotel provides excellent facilities for hosting events and meetings, such as multiple venues.
· The hotel strictly adheres to international Covid travel requirements for guest reservations.
	Weaknesses

· The hotel is perceived as overpriced in comparison to its competitors.
· Guests have complained about the smaller size of rooms, considering the high prices.
· There have been multiple complaints about poor performance and behaviour of staff members in room service, housekeeping, and valet parking.
· There is a lack of corporate bonding and understanding among the staff, leading to a lack of coordination and communication, which negatively impacts the overall service quality of the hotel.
· The hotel has not been able to meet guests' expectations in terms of price level and service quality compared to its competitors.

	Opportunities

· The hotel is focusing on enhancing room facilities and interior design to improve its service quality and justify the prices charged.
· The hotel aims to retain its loyal guests by providing them with personalised and efficient services.
· The hotel is taking initiatives to improve its online presence through SEO and appealing brand promises in online marketing.
· The hotel is targeting business and event tourists, such as MICE tourists and staycation guests, to increase its business focus.
	Threats

· The competition in the market is on the rise.
· Changes in immigration laws have resulted in a manpower crisis.
· International political crises such as the Ukraine-Russia war and recession have negatively impacted social stability (Bharwani & et al., 2021).
· The increasing prices of regular commodities are making various target market groups price sensitive.
· The rising operational costs due to increased prices of raw materials, fuel, etc., are resulting in reduced profitability.
· 
· 



Figure 01- SWOT analysis of Delta Swansea Hotel

The strengths of Swansea Marriott Hotel are-it is a part of international renowned brand The Marriott is a reputable and well-known hospitality brand that operates a diverse range of hotels and resorts globally, catering to various traveler preferences and requirements. The brand is renowned for its commitment to providing exceptional customer service, luxurious and comfortable accommodations, and an extensive range of amenities and services that cater to the needs of different travelers, including families and business travelers. Marriott hotels and resorts typically feature on-site dining options, fitness facilities, business centers, meeting and event spaces, and high-speed internet access. The Marriott brand consists of various hotel and resort sub-brands, such as luxury brands including St. Regis, The Ritz-Carlton, and JW Marriott, as well as mid-tier and budget-friendly brands like Marriott Hotels, Courtyard, Fairfield Inn & Suites, and Residence Inn. The company also operates a loyalty program, Marriott Bonvoy, which offers members numerous perks and benefits, including free room upgrades, free nights, and exclusive experiences. So, this property can conveniently attract the guests with their strong brand value & image. It has all the needed facilities of the guests including spacious rooms with mid-high range pricing & efficient room service with prime location & convenient accessibility for the guests.
The weaknesses for this property are as its a part of Marriott brand so it needs to follow the brand standards while providing service but the pandemic & recession effect is giving the property challenges like- manpower shortage, less profitability with new competitions as well.
Opportunities are targeting more on loyal guests engagement & focusing more on event based tourists & business tourists like-MICE guests or staycation guests (Staycation tourists are people who choose to stay at or near their own homes for a vacation, rather than traveling to a different destination. The term "staycation" is a combination of "stay" and "vacation," and has become increasingly popular in recent years, particularly as a result of the COVID-19 pandemic)
Threats for this property can be increasing competition, tough immigration law that’s creating manpower shortage. Besides the target markets have become more price sensitive & the operational cost has also increased for maintaining tough covid hygiene & high-priced raw materials of service production.



TOWS Analysis
TOWS analysis is a strategic planning tool used to help organisation s identify and analyse their internal and external factors, and formulate strategies based on the findings. The TOWS matrix is often used in conjunction with a SWOT analysis to develop strategies for an organisation . TOWS stands for Threats, Opportunities, Weaknesses, and Strengths. The TOWS matrix helps organisation s to identify the relationships between these four elements and create strategies that take advantage of opportunities, minimise threats, address weaknesses, and build on strengths. This matrix is a four-quadrant matrix where each quadrant represents a combination of internal and external factors. The four quadrants of the matrix are:
Strengths-Opportunities (SO) – This quadrant identifies the strengths of the organisation  and the opportunities in the external environment. Strategies in this quadrant focus on using the strengths of the organisation  to take advantage of opportunities in the external environment. Strengths-Threats (ST) – This quadrant identifies the strengths of the organisation  and the threats in the external environment. Strategies in this quadrant focus on using the strengths of the organisation  to minimise the impact of threats in the external environment. Weaknesses-Opportunities (WO) – This quadrant identifies the weaknesses of the organisation  and the opportunities in the external environment. Strategies in this quadrant focus on addressing the weaknesses of the organisation  to take advantage of opportunities in the external environment. Weaknesses-Threats (WT) – This quadrant identifies the weaknesses of the organisation  and the threats in the external environment. Strategies in this quadrant focus on addressing the weaknesses of the organisation  to minimise the impact of threats in the external environment.
[image: ]
Figure 02- TOWS Metrix of Delta Swansea Hotel

According to TOWS analysis of Delta Marriott Swansea the major Strengths-Opportunities (SO) are new investment into establishing new innovative services to attract new multiple target markets like- new food menu or new signature dish of the restaurant, events on special days targeting the youth or family, market & having long-term promotion plans then Strengths-Threats (ST) strategies to minimise the threats are influencer marketing & promoting guest reviews & Marriott renowned loyalty programs can enhance the sales & brand value also can establish the new brand 
The Weaknesses-Opportunities (WO) strategies focus the major alarming issues of the property like instability of organisation al culture & bond that needs to be monitored by minimising & preventing actions for more problems by implementing job security policy, corporate engagement, daily, weakly & monthly performance recognition can raise the motivation & satisfaction level of the colleagues which will lead to higher productivity & developing new tourism products then Weaknesses-Threats (WT) strategies are investing & approaching in new markets by using competitive advantages to establish the new brand.

PESTEL 
PESTEL analysis is a strategic planning tool used to identify and analyse the key external factors that may impact an organisation  or business. PESTEL stands for Political, Economic, Sociocultural, Technological, Environmental, and Legal factors. Each of these factors represents a different aspect of the external environment that can affect an organisation  in different ways. The analysis involves examining each factor and assessing its impact on the organisation .

	PESTEL
Factors
	

	P (Political)
	· The VISA process for international travel has become more challenging, according to Bharwani & et al. (2021).
· BREXIT has brought changes to travel rules, as noted by French (2018).
· Modifications have been made to immigration laws.
· High taxes on travel and tourism are affecting people with low disposable income.

	E (Economic)
	· The European tourist market is becoming more limited.
· There is a higher inflation rate, as noted by Breinlich et al. (2022).
· The prices of daily commodities are increasing.
· There is a lower GDP growth rate.
· Unattractive pay scale for operational staff. 

	S (Social)
	· Consumer behavior trends have changed.
· Price sensitivity has increased due to price hikes.
· Higher travel costs and crime rates are discouraging tourists, as noted by Bharwani & et al. (2021).
· There is a risk of Covid or other virus contamination.

	T (Technological)
	· Digital payment services are being utilised.
· Travel websites are being used for communication and responding to reviews, as noted by Jayawardena & et al. (2022).
· Enterprise Resource Programs are being implemented.
· Booking and reservations are being made more convenient through websites and apps.

	E (Environmental)
	· Sustainable tourism practices are being implemented.
· Waste generation is being controlled.
· Recycling policies are being applied.

	L (Legal)
	· The immigration policy has been modified.
· There is a lack of skilled hospitality manpower.
· The VISA procedure is tough, and safety protocols must be maintained.



Figure 03- PESTEL analysis of Delta Swansea Hotel
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Present Situation Analysis
At present, Swansea Marriott Hotel is rebranded as Delta Marriott Hotel as a conversion brand. A conversion brand is likely to refer to a brand that is focused on driving conversions, or in other words, encouraging people to take a specific action that leads to a measurable outcome, such as making a purchase, filling signing up for a service etc. the goal of a conversion brand is to drive revenue and growth by maximising the number of people who take a desired action. It can be done for various results like stronger brand recognition, changed market demand & more possibility on higher return of investment. 
Recently, Marriott International has performed outstanding in the financial report of third quarter 2022. In this quarter of 2022, the global hotel industry saw a significant improvement in its revenue per available room (RevPAR) compared to the same period in 2021, with a 36.3% increase worldwide When compared to the same period in 2019, the third quarter of 2022 saw a more moderate increase in RevPAR, with a 1.8% increase worldwide. However, international markets saw a decline in RevPAR, dropping by 2.4% compared to the same period in 2019 which suggests that the hotel industry is still in the process of recovering to pre-pandemic levels, particularly in international markets.
From the above scenario its visible that Marriott international is growing positively even after the global challenges but it seems the Swansea Marriott hotel could not prove their credibility as a profitable promising business that’s why its rebranded to gain new recognition & market share as conversion brand since this type of branding procedure to drive the immediate sales & conversions not only for creating awareness but for faster results, achieving competitive advantage & enhancing customer loyalty. 
As the Swansea Marriott is now Delta Marriott so there are certain issues of the whole property that need to be resolved to achieve the new targets & guests.

Front-office & reservation department- the front-office department faced some complaints regarding their check-in & check-out process. Some guests stated that despite of having online reservation their check-in procedure was slow in-fact the walk-in guests complained about the GSA (Guest Service Agent) service they said they couldn’t give clear response to their questions & the room check-in is slow one. Besides some reviews stated their faulty billing issues like not including the mini bar consumption in the check-out bill & later they disturbed the guest after check-out to pay this bill in a very short period. Previously guests used to give them positive reviews for very prompt service. In quality audit the front office department achieved hundred on hundred for fulfilling their service standards, reservation target & maintaining information.
Problem- the problem with this department is lack of skilled man-power specifically GSA service is not as prompt as it need to be. The billing issue is created by the miscommunication between the house-keeping agent & GSA about the room verification after the guests vacant the room.
Solution- the actual ratio of GSA & guests should be maintained & the front office agents need to be more trained about their working process & efficient. For this, only experienced agents should handle the guests & time to time their departmental training should be conducted.

Housekeeping department- there are good reviews about the room service of this hotel about being aesthetically hygienic & prompt service but recently there are some complaints about congested rooms layout & faulty laundry system. After Covid rooms got new layout renovation that was mostly disliked by guests as it made the rooms feel less spacious. Some also complained the noise problem of some specific rooms that were near road. Recently some guests from a group stated some of their room guests got complimentary room refreshments however some others did not get same complimentary treats for the same type of rooms later after asking for three times remaining guests got their treats.
Problem- lack of communication between front office & housekeeping department to co-ordinate the guest demands besides not informing the guests about the exact room location & poor sound controlling system for the rooms. Their front office system used to generate a software form that included all details needed but recently new front office system is generating faulty guest information.
Solution- this department needs proper communication system so that the housekeeping agents can understand which rooms need what type of service. They need to maintain a procedure of a software generated form that will include all guest details like before. The room layout needs to be maintained in a way that will give the guests a wide & spacious guest room vibe.
Food & Beverage department- the hotel has a wonderful on-site restaurant, Cast Iron Bar & Grill that offers signature classic British fare with always innovative creation. It offers continental &buffet breakfast. It has positive reputation of having wonderful dishes & various cuisines but on special occasions like Christmas or valentine day the service becomes slow & faulty as per reviews.
Problem- the shortage of man-power on high demand days. There was a lack of proper business forecast that’s why they couldn’t book enough on-call staff for the service which increased pressure in the kitchen & dining area.
Solution- making proper business forecast by the F&B department & booking on-call staff in advance.
Human Resource & Training department- the HR department of Delta Swansea Marriott is a vital part of hotel as its one of heart of the house departments so its not connected with guest handling directly but it deals with the manpower of the hotel who create the guest experience & generate sales. The HR policies of salary, career growth, job security is up to the mark they get their salary & overtime allowance on time but there practical training policy for all the operational & executive staff is not satisfactory to the colleagues though there is Marriott e-learning website for all Marriott colleagues to have basic to advanced training virtually but most of the colleagues seek practical training sessions specially the operational staff. Besides some of the new joiners of this property stated that they did not receive any induction or onboarding training session & proper grooming directions as an orientation which is Marriott standard for any permanent or contractual new joiners also lots of colleagues are facing problems in their my-learning website profile logging but after informing the training unit & L&Q (Learning & Quality Manager) of this hotel but the problem resolving is yet pending. The HR unit frequently receives complaints about colleagues conflict & occasionally sexual harassment of female colleagues.
Problem- the training sector is lagging behind to fulfill their duties of HR quality management & training so the Training unit need to focus on their practical & virtual training module to maintain the quality of their manpower & service. The HR is not imposing the restrictive actions & establishing the consequences against sexual harassment & the conflict resolving strategy is not sufficient that’s why these incidents are occurring frequently.
Solution- establishing HR policies regarding sexual harassment & abuse strictly & initiating mental health sessions to have spiritual development of the colleagues. The training unit must design practical training modules & monitor the virtual training services time to time. The training unit is also having less manpower that’s why L&Q manager needs training coordinator for overall training assistance. 
Sales & Marketing department- the sales & marketing team was once the most energetic team of this hotel but currently there is lack of communication between these teams as the sales team is suffering from excessive work pressure & the marketing team is suffering from lack of leadership. Though work-life means always balancing the odds & bringing the best result that’s what this team has done till now they gave the hotels their profitable sales & huge marketing campaigns of hotel during the event time 
Problem- the sales team is getting impractical sales target from the sales director with shortage of time that’s making them selling the rooms below than discounted quoted price that made their profitability lower for a long time & the marketing team did not come up with any new event promotion plan or sponsorship deal for last two years since the marketing director left which is alarming condition now besides the Facebook organic reach of online promotions is also low.
Solution- the marketing director should be appointed as soon as possible & proper marketing trainings should be conducted besides the pricing strategy of rooms should be modified & relevant with the competitors by doing proper revenue management analysis & the sales team should be given feasible targets & proper trainings & guidelines to reach the target.
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The Delta Marriott Swansea is prestigious four-star hotel that offers guests decent rooms & amenities in a prime location with appealing views from hotel room in multiple attractions nearby the hotel to make it a charming choice for the guests accompanying the friendly staff, event facilities & positive image for loyal guest service let this hotel earn positive reviews in travel website. The overview of departmental findings & results are structured as below-
The House-Keeping & Room Layout
	Issues 
	Findings

	Problematic rooms layout 
	Room layout & furniture placing should be changed to make it feel wider.

	Faulty room appliances
	Defective room appliances need to be replaced or fixed.

	Mismeasurement of mini bar consumption
	The consumption of mini bar should be calculated & billed accurately before guest settles the bill.

	Noise management
	the noise controlling mechanisms should be installed in roadside or noisy rooms also guests should be informed the room location prior booking the specific rooms.

	Faulty & slow 
room service
	The room service agents need to increase communication skills to understand the guest needs & be trained enough to provide the smooth service.


In travel websites like- tripadvisor.com, booking.com there are various reviews about the changed problematic rooms layout, defective appliances & faulty room service. As this is an international branded hotel so it must maintain the service standard because that’s what creates the guest experience but in this hotel the aesthetic view & comfort of the guests were getting disturbed due to slow & faulty service.
Hotel restaurant & bar
	Issues 
	Findings

	Lack of waiter & waitress in busy time 
	Back-up waiter & waitress should be hired on special days.

	Poor promotion of latest added innovative dishes.
	Proper marketing both online & offline should be done to attract the guests for trying out the new dishes

	Bar needs more security guards & security system
	Proper CC TV surveillance & trained security guard needs to be appointed in the prime area of the bar to keep an eye on any suspicious activity.





The safety of guests & their belongings should be on the top priority for hotel authority as harm to the guest security or privacy can cause a lifetime face loss for the property. That’s what happened in this hotel last year an incident took place at bar where the mobile phone & wallet were stolen of a high-profile guest later the guest was given compensation but this news was featured in media which caused huge brand loss in the time of Swansea Marriott brand. Proper business forecast on special days to have backup of servers & sufficient promotion of new dishes & restaurant menu is needed.

Human resource & training department

	Issues 
	Findings

	Limited career growth opportunity  
	Proper incentives & career growth opportunity is needed.

	Low scale job satisfaction.
	To have high productivity proper job satisfaction survey & colleagues management is needed.

	Poor job security & compensation 
	Covid lay off created huge job insecurity among employees that need to addressed & minimised.

	Vague recruitment policy
	Lots of position in this property was made by the political reference or internal nepotism according to others opinion so fare talent management is needed. 

	Strict investigation & rules should be established against official torture or abuse
	Lack of fruitful investigation against corporate complaints or implementation of the result have created huge insecurity & deprivation among employees.

	Lack of colleague engagement policy
	There are less bonding among internal or external department employees which is a red flag for hospitality property.

	Lack of practical trainings for colleagues & not monitoring the online training results.
	Almost all the employees gave same opinion when they were asked what should be improved in HR activities they responded with training conduction should be improved adding the online one they complete each month is for mainly attendance.


The HR & training department needs to focus in lots of aspects like-conflict resolution, implementation policy after the investigation of abusive or torture case submitted in HR, colleagues engagement events, meetings & activities should be organised various types of mental health or spiritual development session can be very good initiative regarding their anger or stress management issues. Lots of employees are suffering from dis-satisfaction & motivational activities & recognition strategies should be organised for them besides the HR recruitment & appraisal policy should be fare & not be influenced by internal or external power like politics or nepotism.
 
Sales & Marketing 
	Issues 
	Findings

	Selling rooms at very low price to meet the target 
	Sales agents are given to high target in short period that is giving them high pressure so they are selling rooms at to low rate.

	Slow & monotonous marketing
	Last two years the Christmas decoration did not change even promotion activity started way too late that caused lose of business
New year event promotion was not satisfactory specially, online that caused losing the target of expected guests.


It’s assumed that when business is low its better to have low rates & selling more rooms so that the additional opportunity of earning increases like- restaurant & bar sales or event venue sales but in this property the sales teams are selling the rooms lower than the discounted price so later the guests demanded that specific rate of rooms even in the peak seasons which causes the loss of profitability. The marketing activity of this property from last year is not satisfactory at all since the marketing department head, the director of marketing went on a different property since then this department is facing huge problems in promotion planning, activity & implementation due to the lack of direction & leadership.
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	No.
	Issue 
	Solution
	Objective / Outcome
	Time Frame
	Date of Completion
	Est.
Budget

	01
	Changing the rooms layout & faulty appliances 
	identifying the rooms complained about layout or discomfort due to furniture placement then informed room appliances need to be checked & placed.
	Satisfaction of guests 
	1 months
	March 31, 2023
		£50,000 




	02
	The housekeeping and serving staff consists of employees with lower skill levels.
	Determine the required number of employees for the department, including both regular and occasional needs, and assess whether 10 employees should be hired on a contractual basis or as permanent employees.
	The department needs to operate efficiently and effectively in order to achieve guest satisfaction and create a base of loyal guests.
	1 month
	March 31, 2023
	£5000


	03
	Lack of promotion for new innovative dishes or drinks to the guests

Slow marketing tactics foe festival events  
	Onboarding new marketing director as soon as possible & directing the marketing & communication team with new promotion plans & implementation
	Meeting the necessity of hotel & event promotions to enhance business volume & brand image.
	4 months 
	June 30, 2023
	£10000  


	04.
	Lack of sales efficiency 
	Sales managers need to be trained properly with sales tactics &feasible targets should be given. 
	Enhancing sales & profitability 
	3 months
	May 30, 2023
	£3000 


	05
	HR training 
	To enhance the skills of executive members and operational staff, new training modules will be designed that incorporate both online and offline training. Additionally, it is necessary to hire at least two trainers, either from within the organisation  or externally, to focus on the training needs of the operational departments.
	Improving the development and productivity of the hotel employees.



	6 months
	August 30, 2023
	£50,000


	06. 
	Minibar consumption verification 
	According to roaster time the nearest housekeeping agent needs to do the room verification so they should be trained properly of this procedure & communication tactics.
	To ensure the correct billing of guests.
	1 month
	March 31, 2023
	£1000 


	07.
	Developing corporate culture & bonding & establishing the HR policies of recruitment, appraisal & establishing fairness.
	o improve colleague and team engagement, the hotel plans to organise one or two events per month, consisting of one formal town hall meeting another informal event such as a one-dish party or a picnic or talent show. These events will be held for a period of three months as a pilot program, and based on the outcomes, they may become a part of the hotel's corporate tradition.
	Improving employee motivation and job satisfaction to reduce job turnover.
	6 months
	August 30, 2023
 
	£5000 + 1000=
£6000






[bookmark: _Toc128081370]Recommendation 
After the completion of analysing the findings & results with action plan it seems there are multiple issues that need to be addressed immediately to establish the new Delta Marriott Swansea Hotel as an attractive new brand. To make the problem resolving process more efficient & faster we need to prioritise the issues according to their importance. The resolving actions should be started with the front of the house departments first that are connected to generate sales & interacting with guests later the actions should be taken for heart of the house departments.
· Renovating the hotel interior design to give it a new look for the guests to feel a new experience also renovating the rooms layout to give aesthetically beautiful touch & spacious outlook. 
· Hiring new servers as backup for special events as on-call or casual basis for busy event or festival days.
· The training module & sessions should be improved & continuous enough to make the housekeeping agents skilled & swift enough to serve the guest rooms effectively even they should be we informed about the hotel operations & internal-external amenities, events & services to respond to the guest queries smartly & correctly.
· Schedule the duty of room verification agents from housekeeping department as per the roaster time so that nearest agent can verify the room & minibar in the shortest possible time.
· Redesigning the HR policies of recruitment, appraisal & investigation of illegal activities, abuse & implementing the disciplinary actions to the culprits as per policy & providing mental & corporate support to the victims so that they don’t feel demotivated or outcast in the workplace. 


[bookmark: _Toc128081371]Conclusion 
This is a consultancy report for a four-star hotel which is part of an international brand named Delta Marriott Swansea which was previously Swansea Marriott hotel. This hotel has a convenient location & amazing beachfront view from guest rooms besides it has a great reputation to hold & serve the loyal guests under the Marriott Bonvoy program which is a loyalty club from Marriott hotel to its guests. As this hotel just got rebranded the opportunity to be the part of its investigation process as the consultant group was fascinating that led us to the depth of various hospitality industry & property issues our client the Business Development Director of Marriott International, Mr. Mark was deeply co-operative to make this report be unbiased & accurate. We look forward to any further assistance for the new journey of Delta Marriott Swansea hotel. The major issues this property is facing are the lack of training for the operational staffs & lack of efficiency & lack of knowledge about property & external knowledge about the nearby sites, events, restaurants etc. The guest front office is also facing of unskilled workforce who are not familiar properly with new front office software that is making the check in & out procedure slow & billing procedure faulty that’s hampering the brand image loss for this property. Besides there are internal issues of colleagues conflicts, illegal power influence of higher authority, vague recruitment & appraisal policy implementation has made the employees dissatisfied & demotivated besides the sudden layoff during covid made the employees more in-secured about job safety so major development is needed for internal corporate bonding development like-organising colleagues engagement events- monthly meetings, one dish party, talent discovery program etc. also arranging training sessions for career & personal development & mental well-being sessions for spiritual development. The marketing team needs to be very prompt with marketing initiatives for doing promotion of the new brand in town both online & offline media.
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