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Executive summary
Unlock boundless possibilities with Aspire Consultancy – where expertise meets excellence. As pioneers in the consultancy realm, Aspire Consultancy have been successful in orchestrating triumphs for esteemed clients. The companies footprint in Islamabad is a testament to how to to navigate diverse landscapes, delivering transformative solutions. From streamlining operations to pioneering cutting-edge strategies, Aspire Consultancy’s achievements speak volumes. As your dedicated partner, Aspire stand ready to propel Marriott International to unprecedented success, leveraging the companies proven track record, unwavering commitment and innovative mindset. Join Aspire in rewriting success stories, where aspirations become achievements and potential knows no bounds.
In response to Marriott International’s call for assistance in boosting revenue. Aspire Consultancy undertook a comprehensive analysis to identify two primary challenges hindering growth.
 The first challenge involves unfavourable reviews on social media, indicating a decline in customer service standards. The recommended solution involves a robust retraining programme, extending from the top-tier management to front-line staff.  
The second challenge stems from security concerns following three terrorist attacks, leading to guest reluctance and international advisories against using the Marriott. To counter this, Aspire propose a strategic events initiative, emphasising family-friendly occasions, celebrity collaborations, and interactive photo spots. These solutions are not mere corrective, they are strategic investments that offer immense value and are integral to reshaping Marriott International’s trajectory.
The foundation of a successful hospitality enterprise is exceptional customer service. Social media reviews have shed light on perceived shortcomings in this aspect of Marriott International. Aspire Consultancy recommends a comprehensive retraining programme that permeates every level of the organisation, instilling a renewed commitment to excellence.
Developing and delivering training modules tailored to the specific needs of different roles within the organisation. These modules will focus on enhancing customer service skills, problem solving and effective and appropriate communication.
Ensuring active participation of top-tier management in the training programme. Leaders should lead by example, embodying the values of Marriott International and setting the standard for service excellence.
Implement a robust system for assessing employee performance regularly. Recognise and reward employees who consistently exceed expectations while providing constructive feedback to those who need improvement.
Establish clear expectations for customer service standards and hold employees accountable for meeting these benchmarks. This may involve performance improvement plans and in severe cases, termination for individuals constantly falling short of expectations.
The value of these improvements lies in the restoration of Marriott International’s reputation for unparalleled customer service. Satisfied customers become loyal patrons, contributing to positive word of mouth marketing and online reviews. This, in turn attracts new customers and reinforces loyalty among existing ones, directly impacting revenue growth.
The second challenge stems from the aftermath of terrorist attacks, resulting in a decline in guest bookings due to security concerns. Aspire Consultancy recommends a multifaceted strategic evens initiative designed to create a positive and engaging atmosphere, thereby rebuilding trust and encouraging guest to return.
Host events specifically designed for families, creating a welcoming atmosphere that positions Marriott International as a safe and enjoyable destination. This can include children’s activities, workshops and entertainment.
Invite both domestic and international celebrities to participate in and endorse events at the hotel. Celebrity associations not only attract attention nut also enhance the hotels image, making it a desirable location for guests.
Create visually appealing photo spots within the hotel premises, allowing guests to capture and share positive moments on social media. This is not only promoting the hotel but also provides a tangible connection to the Marriott experience.
Develop targeted marketing campaigns that highlight the hotel commitment to safety and its efforts to create a vibrant, welcoming environment. Utilizing social media platforms and other channels to effectively spread these messages.
The value of these initiatives is multifaceted. Beyond addressing security concerns, they contribute to a positive and dynamic hotel environment. These efforts not only attract new guests but also reinforce a sense of safety and enjoyment, directly impacting the hotel’s image and revenue.
Aspire Consultancy recognises the pivotal role our recommendation plays in the evolution of Marriott International’s brand and success. Our work extends beyond immediate problem solving. It is about reshaping the trajectory of the organisation, ensuring sustained growth and redefining the guest experience.
Our strategic interventions are designed to not only address the challenges but also fortify the Marriott brand against future uncertainties. By enhancing customer service and mitigating security concerns, we are positioning Marriott International as a resilient and adaptable industry leader.
By directly addressing the root causes of revenue decline, the recommendations pave the way for sustainable growth. The investments in customer service excellence and engaging events not only recover lost ground but also set the stage for consistent revenue growth over the long term.
Rebuilding guest trust is a delicate yet crucial task. A multifaceted approach ensures that every aspect of the guest experience, from interactions with staff to participation in events, contributes to a positive and lasting impression. This in turn fosters guest loyalty and longevity.
In conclusion, Aspire Consultancy is committed to partnering with Marriott International on this transformative journey. Aspire recognise the challenges, but see them as opportunities to redefine success, resilience and excellence for the brand. The strategic insights and unwavering dedication to Marriott’s success, position Aspire as more than consultants, Aspire are collaborative architects of a brighter and more prosperous future for the Marriott hotel in Islamabad.
Introduction
This report has been prepared for Mr David O’Hanlon, General manager of the Marriott hotel, Islamabad (THE NATION, 2021) First, Aspire Consultancy would like to say thank you for entrusting us to prepare a report on your hotel. You have asked us to assist you in increasing revenue for the hotel. This will be approached by two paths, one improvements in front desk and secondly increasing guest numbers. which will boost the hotels reputation and reinstate Marriott’s status as the number one hotel in Islamabad. This report will be a straightforward exploration, seeking uncomplicated solutions to the complex challenges of revenue enhancement. 
In the thriving city of Islamabad, the Marriott stands out as a symbol of the highest quality in the hotel industry, The Marriott hotel in Islamabad was opened in 1978 and is located on the footsteps of the famous and iconic Margalla hills, located close to the Rawal lake, city centre, hiking trails and is located 37km away from Islamabad international airport (Marriott, 2024). The hotel consists of 288 guest rooms and 17 meeting rooms (NORTHSTAR meetings group, 2024).
Islamabad, with its diverse culture and modern architecture, provide a promising backdrop for the Marriott hotel (VisitIslamabad, 2024). However, like any business, the hotel faces its share of hurdles - heightened competition, shifting travel pattens and global uncertainties are but a few of the concerns hoteliers are facing (Hotel Management Network, 2023).  Understanding this landscape is key to crafting effective and accessible strategies for revenue growth. 
Aspire consultancy established in 1990 are a leading international consultancy firm in the hospitality industry, Aspire’s headquarters are in New York and over 20 branches and 600 members of staff worldwide. Aspire are experts in the hospitality field and have proven success rates for maximising profits and streamlining hotel operations. This report is designed to cut through the jargon and offer clear, actionable insights. Aspire are not here to provide a think document filled with complex theories, instead, we focus on practical steps that Marriott Hotel Islamabad can take to boost its revenue. From streamlining operations to engaging guests in novel ways, our recommendations are geared towards real-world practices.
This report will cover key concerns in the hotel’s operations and strategies, from marketing, customer experience and operational efficiency. Focusing on the negative feedback from the front desk which we have found on various social media site and addressing guests concerns, especially American (Aljazeera, 2022). With safety in the wake of several terrorist attack in recent years which has drastically reduced the international confidence leading to a dramatic drop in international guests.  
This report will use certain theories and frameworks to analyse issues to enable us to assist in generating revenue for the hotel. We will be using the STEEPLED, SOAR and TOWS frameworks.
STEEPLED framework offers a comprehensive understanding of external factors allowing strategic planning, risk management and informed decision making. It identifies opportunities, makes corporate social responsibility better, and promotes adaptability, giving companies a competitive advantage (Phillips, 2023). This approach allows you to analyse the past and predict the future in the dynamic business environment (Black, 2023).
SOAR framework focuses on Strengths, Opportunities, Aspirations and Results (LUCIDITY, 2024). It creates a positive future orientated perspective, highlighting organisation strengths and aspirations. This approach promotes strategic thinking, innovation and goal focused planning. All to help organisations to make the most of opportunities and exceed their targets and goals (Cole and Stavros, 2019).  
TOWS framework analysis helps businesses to identify Threats, Opportunities, Weaknesses, and Strengths. It is like creating a strategy game plan – using your strengths to tackle your weaknesses, turning threats into opportunities. It helps companies be smart about challenges, turning them into chances for success (MindTools, 2024).
Analysis
You have identified revenue enhancement as the goal you have set for us at Aspire Consultancy to achieve. From this Aspire have identified two paths to look at. 
Path one – Front desk.
The front desk/offices are the most important department in any hotel. Sometimes called the nerve centre of the hotel because it is the only department that is connected to every other department in the hotel (Mondal, 2023). Normally situated in the lobby area which can be found around the main entrance, making it easy for guests to see on entering. Staff here are always active and looking out for guests. Staff here need to be experienced as they will be expected to answer all types of questions from guests, from what time does the pool open? to recommending the best Chinese restaurant in town. If guests have any issues, this is where they will come. It is also a great revenue producing department. Most importantly the front desk is the first and last interaction the guest will have with the hotel, patience and a warm smile are always expected (Half, 2022).  
After looking at your customer feedback, there are various comments regarding customers receiving poor service at the front desk ranging from un-organised to rude employees.
Some reviews on Tripadvisor have stated - 
Awful check in process This guest arrived at 6pm in the evening and was told that their room would not be ready for an hour, it had already been a long day and the guest was in need of a quick check in and a shower, on finally getting to their rooms they had been allocated 2 smoking rooms, when they had requested 2 non-smoking rooms, this problem was raised with the staff to which they were told them rooms were not ready and they would have to wait a further hour (Tripadvisor, 2024).
Aspire’s views – As check- in at the Marriott is 2pm (Marriott, 2024) the hotel had ample time to have the guests correct rooms ready before 6pm. Marriott are at the top of the global hospitality market and as such their guests demand perfection, more thought and organisation needs to be implemented to ensure guests have the rooms they requested on time. For these guests to then have to wait another hour to be assigned their nonsmoking rooms, where they can finally unpack, take a shower and relax is completely unacceptable from any Marriott hotel.
The front desk makes everything bad here... what a pity This guest felt that the front desk and reception had a very commercial attitude towards him, not the usual charm you would expect from a leading 5-star hotel. On check -in the guest requested to book a shuttle to the airport for his return, on check -out he was told the shuttle wasn’t at the same time as his flight and to rent his own transport to the airport. And lastly the employee checking him out was trying to do too much at once and kept repeatedly asking for his room number in a very direct manner (Tripadvisor, 2024).
Aspire’s views – The most important aspect of any reception staff should be a warm smile and a polite and have empathy for the guests concerns (Thomas, 2024). Marriott is not a bank or any commercial enterprise, it is a place of hospitality. Guests should feel like they have come home (social hospitality, 2024). Getting things wrong at any stage of a guests stay is not good but getting something wrong at an early stage makes it very difficult for any guests to leave with fond memories (eHotellier, 2024). The guest booked a return airport drop when he checked in, this was not done correctly as on check-out there was no airport drop arranged and the guest was asked to rent their own transport back to the airport. If your staff have made a mistake then mistakes need to be rectified by the hotel, not tell the guest to arrange the transport themselves, these guests started their stay with a bad impression and finished with a bad experience they will never return as guests and they will tell many people of the bad experiences they received. Here Marriott has lost a lot of future business due to unprofessionalism and unorganised. Mistakes will happen in the hospitality industry, they all need to be investigated and improvement in the systems need to be made (InsideOut, 2013).
A Terrible Experience Throughout This guest experienced valuable time lost whilst waiting over half an hour for a key to be re-set, they were also warned of hefty fines if they were even 1 minute late on the check out and finally the front desk ensured them that the return shuttle bus would stop for 5 minutes at a bakery but the driver of the bus would not stop and created a scene (Tripadvisor, 2024).
Aspire’s views – Glitches happen with technology and it is common with room keys (PEERY HOTEL, 2024). But having to wait for over 30 minutes at the Marriott to have a room key re-set is unacceptable. If the delay was so long maybe offering the guest a complimentary meal while they wait would be a good idea (Appointment.com, 2024). To be warned that even if you are 1 minute late you will receive a hefty fine is not what is expected from the type of guests that use the Marriott hotel, again very un-professional. Any guest that stays at the Marriott is an accomplished person in whichever field they do business, these people expect not to be pressured and in fact demand the courtesy of leaving when they are good and ready. The guest expected to stop at the bakery for 5 minutes on the way back to the airport, front desk staff should have relayed this information to the driver to ensure he was aware to stop there. This final problem at the back end of the guest stay again has left another guest feeling unsatisfied right at the end of the stay, not the thing you want to do when looking for good reviews.
The above examples show that there are issues with the way the front desk are handling guests. Guests are quick to post negative reviews and tell their social circle about bad service they have received which leads to the hotel having a bad reputation (Vallauri, 2016).
If guests keep reading bad feedback about the front desk it will make guests less likely to visit the hotel this will lead them to look what competitors have to offer instead which will lead to reduced income. 1 bad review can take away 1 customer out of 10 (Vertical Template, 2020).
This affects the scope as a poorly managed hotel front desk leads to guest dissatisfaction, check in delays, booking mistakes, security issues and negative reviews (YAROOMS, 2024). This impacts customer loyalty, repeat business, staff morale and the hotels overall image. Potentially resulting in financial losses and a competitive disadvantage in the hospitality industry (DiScipio, 2017).
Comparing Marriott with the Serena hotel which has the strongest position now in Islamabad.
The Serena hotel boosts 387 room including suits, the hotel stands for luxury and sophistication. It combines traditional Islamic architecture with modern amenities. Their rooms cater for discerning travellers seeking comfort and elegance. The Serens hotel is renowned for its impeccable service, offering a range of dining experiences, lush gardens, outdoor pool and spa facilities (Islamabad Serena Hotel, 2024). 
Researching through social media reviews we found only complements about the Serena Hotel. Some review headings were ‘The best hotel in Pakistan’ where a couple had an amazing five-night stay which included airport transportation and an upgraded room (TripAdvisor, 2024). Another review was titled ‘Among the best hotels in the world’ here the guests commented about how beautiful and romantic the hotel was and its was the perfect place to spend a special occasion (TripAdvisor, 2024). Others were titled ‘Best dining experience’ (TripAdvisor, 2024). While others read how the Serena had lived up to its reputation as the best hotel in Islamabad and this was from a business guest (TripAdvisor, 2024).
Aspire did find two negative review which was titled ‘Not worth it – find some place better’ here the guest complained about how dated the hotel furniture was and how the mattress seemed overused, also how even with many staff running around there seemed to be no one in control. The second complained about the beds being uncomfortable and the rooms being too hot (TripAdvisor, 2024).
Overall, the Serena hotel seems to be well managed and its systems seem to be exceeding most of its guests, apart from the two exceptions the Serena hotel is strong in all departments and it will take some serious adjustment to compete with. We look forward to the challenge, this will bring the best out of us, together we are confident of not just improving, but exceeding all hotels in Islamabad, the capital of this beautiful country Pakistan.  
Path 2 – Increasing guest numbers.
The number of guests directly impacts the hotels revenue, more guests mean more bookings which leads to increased profitability for the hotel (Thomas, 2023). Operational costs are covered by a constant flow of guests. The financial success of a hotel is directly related to occupancy (GUIDING METRICS, 2024). This is why hotels are keen to attract as many guests as possible through exceptional customer service and marketing strategies. A hotels reputation and industry image are enhanced by maintaining a high occupancy rate which leads to guests perceiving that the hotel is popular and reliable which in turn attracts even more guests. This leads to increased word of mouth, positive online reviews and recommendations, which boosts the hotels visibility and reputation (James, 2024).
The main cause of the problem that has been identified when increasing guests is the fact that the Marriott, Islamabad has been subject to terror attacks on October 2004, January 2007 and the most serious being the attack on September 20th, 2008 (Gunaratna, 2011). which left approximately 50 people dead including foreigners and more than 260 people injured (Gordon & Schmitt, 2017). This has resulted in governments worldwide advising against travel to the Marriott (INDEPENDENT, 2024). Joe Biden issued a red alert prohibiting US government staff from visiting the Islamabad Marriott hotel, Saudi Arabia, UK and Australian governments have joined the US in issuing travel warnings to their citizens against going to Pakistan (Rai, 2022). 
The bombings have had a considerable impact on the reputation of the Marriott hotel in Islamabad. The incidents have raised concerns about the safety and security of the hotel. The hotel is now connected to terror and risk, which is making guests look for alternative hotels that come with no history of terror attacks like the Serena hotel which has now taken the number 1 spot in Islamabad.
The hesitancy in previous customers returning or new customers visiting the hotel both internationally and domestically has contributed towards a decline in occupancy rate which in turn results in a reduced revenue for the hotel.
The scope of the reduction of guests from the terror attacks is significant but if Marriott was exceeding in all other departments consistently, they could increase guest numbers and regain the prestigious number one place in Islamabad.
STEEPLED analysis
Social – The people in higher positions in Pakistan thrive on having authority and let the power get to their heads, this is shown when some snobby employees from the Marriott have made guests feel inferior.  There needs to be an understanding from employees that guests are there to be served and expect polite humble servants who are there to attend to their every need, especially in a brand leader like Marriott.
Culturally in Pakistan men are believed to be the ones who make the decisions, but research has shown that woman are the more prominent decision makers with woman controlling 80% of spending for the house and 92% when it comes to vacations which links to which hotel they choose (Turnbull, 2022).  When attracting international guests, this needs to be kept in mind.
To attract guests to the hotel they need to take advantage of cultural celebrations in Pakistan, for example Eid. Attracting family and children to colourful celebrations will go a long way in showing the world Marriott is a safe place where families come and have exceptional experiences.
Technological – The Marriott needs to introduce more digital technology such as technologies for reservations, self-check ins and guest services this would help streamline the operation and save some of the complaints they have been receiving regarding the service from the front desk (echelondesign, 2019). Customers expect technology in Marriott and not to wait in queues.
Economic – Pricing strategies must be in place to ensure that over peak periods and cultural events adjustments are made to take advantage of the market demand (LUXE PRICING, 2024). It is important to regularly check pricing strategies with competitors.
Environmental – Sustainability and efficient resource management need to be looked at to ensure the hotel is being as sustainable as possible, being sustainable not only protects the environment but brings guests to the hotel (Hallstorm, 2017). Consumers are demanding hotels to be sustainable and are choosing hotels based on how sustainable they are.
Political – Political factors in Pakistan is one of the main issues, previous bombings at the hotel are scaring guests from visiting the hotel which is having a serious impact when people are making travel decisions. Pakistan co-operation with America being the issue the Islamic groups having issue with (CBS NEWS, 2008).
Legal – Marriott need to ensure they are in compliance with local and international laws governing the hospitality industry.
Ethical – Marriott must engage in ethical business practices and contribute to the local community; this will ensure trust in the hotel.
Demographic – Marriott need to understand and cater to a diverse demographic of guests and adapt services to align with emerging trends in the travel and hospitality industry (nHpro, 2024).
SOAR analysis
Strengths – Marriott is a globally recognised brand, known for their quality and service standards, they have a diverse portfolio of 30 brands for different types of guests (Bernardo, 2023). And have an extensive customer loyalty programme which encourages repeat business (Marriot Bonvoy, 2024).
Opportunities – There is opportunities for Marriott to embrace innovative technologies to enhance guest experiences and make their operational procedures more effective (hospitalitynet, 2023). They could also develop targeted marketing campaigns to entice business to stay an extra day (tambourine, 2019). Also, for businesses to hold events at the Marriott and create partnerships with local organisations and attractions.
Aspirations – Focus on creating a positive work culture that creates employee engagement which will produce high service standards (possibleworks, 2023).
Results – Marriott need to measure and enhance guest satisfaction received from feedback, only then will they improve customer retention, satisfaction and ultimately their bottom line (Hollander, 2023). 
TOWS analysis
Strengths - strategies – As Marriott is such a recognised brand this alone should be enough to encourage guests to use the hotel, marketing and loyalty campaigns need to be done to retain existing customers and attract new guests to the hotel. Building loyal guests cost seven time less than attaining new ones (Audiffren, 2022). It is important to ensure guest satisfaction to encourage repeat business.
Weaknesses - strategies – Marriott need to address weaknesses in employee skills through training programmes to enhance customer service, improve productivity, increase job satisfaction and reduce turnover rate (Preno, 2024). And invest in technology to overcome operational weaknesses and enhance guest experience (JOHNSON & WALES UNIVERSITY COLLAGE of PROFESSIONAL STUDIES, 2024).
Threats - strategies – Marriott need to utilise their global security standards in the event of potential security threats. The threat is only there because of their harbouring of U.S civil servants. By not allowing government personal to stay there and use it as a hub for their dominance of the middle east the threat from Islamic groups would be diverted (Reuters, 2024).
Opportunities - strategies – Marriott in Islamabad faces numerous opportunities; the city has a growing tourism and business sector. Pakistan tourism industry is currently estimated at 2.5 billion and is said to reach 4 billion in the next four years (THE NATION, 2022). There are opportunities to partner up with local businesses which will in turn create extra revenue.
Recommendations
Aspire have located two paths of improvement to increasing revenue for Marriott Islamabad, these will be discussed separately.
Path 1 - Front Desk
Although this consultancy report is designed for an established hotel with employees, the first step in a successful front desk is hiring the right staff in the first place (SKILLWORK, 2021). Aswell as being quick thinking, flexible, hard-working the employee need to enjoy making people happy. Warm smiles and enthusiastic attitudes need to be natural skill required for the position. Specifically, to this region of the world the ‘snobby’ attitude needs to be discussed, explained and taken out of the staffs natural cultural thinking. Remember you do not have bad employees you have bad managers, so manage properly.
Invest in ongoing training for your staff, this will help them be consistently better and improve their customer care. At the same time, it will make them feel respected and valued which will give them pride in their work (Workplace Hero, 2023).  If the employees are happy, they are more likely to radiate that happiness onto your customers (John, 2023).
Have a clear prioritised daily task list.  Being organised with individual lists will help increase efficiency, provide motivation and reduce stress among the front desk staff (Indeed, 2024). Allow flexibility in their work priorities as front desk often encounter customers with difficult issues. 
The front desk should be ready for the customer when they walk through the door, they should be prepared for the guest they should know the names and how many in their party. They should be aware of the purpose of their visit, is it business, pleasure both or something else. Preferences should be noted and rooms ready. When the guests walk in, they should have a personalised warm welcome that make them feel special. 80% of people have said they would like to book with a company who offered personised services and quite frankly guests of Marriott will expect in. 
Streamlining the front desk with self-checking stations will help guest with check-in times and delays (DeRise, 2024). At the same time helping reduce the number of human errors that can be made, especially at busy times. Caution needs to be given here to make sure the machines are fully tested first and tech maintenance are close at hand as technology is great until it goes wrong.
Path 2 – Increasing guest numbers.
First let’s look inward at the hotel, negative reviews can be found about every department. Marriott Islamabad must run a much tighter ship if they wish to improve.  Social media reviews are now paramount with 77% of customers always referring to TripAdvisor before deciding which hotel to give there their money to (hospitalitynet, 2014).
After reading many reviews from different sites . Aspire consultancy are shocked at the terrible customer service being delivered at this world-famous luxury hotel.  Aspire conclude that 80% of the staff are not dealing with customers to Marriott standards. As previously mentioned, you do not have bad staff you have bad managers and when the managers are getting negative feedback you must look to the top. Most staff at Marriott are not working for Marriott, but working for themselves and that is institutional throughout the hierarchy. 
A well-timed systematic overhaul of Marriott Islamabad management is required. You must start at the top and make examples of managers in key position. Once you have the correct management in place with people who believe that the customer is king and they are there to ensure that each guests expectations are exceeded. 
Once the managers are corrected, Marriott must look at the sub managers then working all the way down to the bottom, waiters, housekeeping, cleaners etc.
Marriott would benefit from holding events of all kinds, especially where children are involved. This will help improve the scary negative shadow that has been cast over Marriott due to the terror attacks. Add cool photo spots with the Marriott brand in the background, again this would help promote the hotel, and the guest would be doing the promoting. Invite national and international stars to stay at the hotel, offer them luxury packagers they cannot refuse. Marriott needs to show the world that it is buzzing and they do not want to miss out. 
Change management.
Making significant changes in any business need to be handled with great care and caution. There is a right way to implement change as well as a wrong way. Nobody likes being told what to do neither do like changes. If not implemented properly, you will find resistance to change, you need to keep employees engaged, make them feel part of the decision making, this will inspire them to be enthusiastic about the changes (theknowledgeacademy, 2024).
Rather than going through the process of firing and the length and expensive process of re- hiring, your employees may be entitled to a chance to change their ways. With inspirational training and education employees will fall in line with Mariott standards, where consistency is the bedrock of Marriott quality assurance (PlayAlbo, 2023).
Meetings need to be held will all employees concerned, here the approach needs to be one of concern that negative feedback is getting relayed back to Marriott International in American and pressure is on to make swift improvement, even at the cost of firing employees. Now you have let them know pressure in on and you will have their attention. Now you ask them for ideas on how we can improve the overall service at the Marriott Islamabad. By including the employee, you will make them feel valuable which will relate to a more passionate work ethic and employees taking ownership of their roles (melbado, 2023). Firing some that deserve it at the early stage would help prevent others stepping out of line later and enforce the stringent standards are here to stay.
Success measurements
Regular feedback slips and survey forms need to be gathered from guests and acted on instantly. Having a dedicated social media review role would ensure mistakes are picked up and addressed quickly. Conduct periodic mystery shopping assessments to evaluate the guest experience anonymously and identify areas of improvement. Footfall will not improve in the short term, we predicted to see guest number increase after the six-month period. 
Costs
£2000 - Photo station where guest promote the hotel for us
£4000 – Marketing Marriott events 
£5000 – Celebrity invite
£4000 – 2x self-check in iPads plus software
£3000 – Staff training every 4 months
£3000 – Offboarding and onboarding costs
£700 – Monthly salary for extra staff member at front desk  
£200 – Customer survey forms and reviews
£500 - Mystery guest quarterly 
Action plan
	Problem
	Solution
	Desired outcome 
	Time scale 
	Predicted increased revenue date
	Planned budget

	Front desk
	Extra staff, training, self-check in ipad’s
	Streamlined front desk, with professional experienced staff.
	2 months
	8 months
	£10,700

	Increasing guest numbers
	Photo spots for social media, invite influencers, marketing events, hiring and firing, re-training.
	attract new guests by using social media and influencers, create events to build more interest
	2 months
	8 months
	£11,000

	Measuring success
	Create customer survey forms, mystery shoppers
	To collect data and increase customer service standards throughout all departments
	2 months
	6 months
	£700


Conclusion
This report has shown that customer service in all departments needs addressing, especially in front desk. The reviews indicates that customers are not satisfied and if not address footfall will continue to suffer. Guest loyalty will go to competitor, strengthening their brand and Marriott will lose valuable customers and revenue.
As for increasing footfall for the Marriott hotel, they must implement new strategies and make overall improvements to their customer service through re-training and hiring employees that share the same values and culture as the Marriott International brand.
By educating and training employees, adding new technologies like self-check-in facilities, enhancing the social media presence and organising events. Marriott will be aligning itself up for success. Regaining that number one position in Islamabad. All positive changes will be rewarded with exceeding guests expectation, which will naturally result in increased revenue in the long term.
When implementing changes in the hotel staffing, exercise caution to minimise the chance of disruption to guests. Communicate changes transparently, giving staff training and a chance to adapt. Consider the impact on employees moral. If the employee feels valued, they will embrace the changes and be keen to improve all aspects of their job (Linkedin, 2019).
It is an ongoing process and Marriott need to be constantly and consistently following our recommendation to achieve success. The prestige of the Marriott brand alone will always attract guests, but to keep guest and make them loyal, changes need to be made. 
Aspires consultancy will be proud to be working with you throughout your journey. Together making Marriott the number one hotel in Islamabad.
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