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[bookmark: _Toc135493379]Executive Summary
[bookmark: _Toc135493380]Issue 
Bethesda Marriott is one of the prime hotels in the Marriott International group. The hotel enjoys several advantages such as a strategic location, scenic beauty, aesthetic décor, good design & architecture, advanced technology, and best services. Apart from all these, it also has a good brand image. 
[bookmark: _Toc135493381]Findings 
The operations of the hotel have been critically evaluated in this consulting report considering the facts gathered from reliable secondary sources. Apart from that a visit to the hotel has also revealed that there are some perturbing issues with the staff working at the front desk of the hotel. These issues are related to inadequate staffing and a lack of knowledge and skills. 
[bookmark: _Toc135493382]Analysis 
A critical review of existing literature and online sources led to the inference that these problems could be solved through suitable recruitment and training strategies. The global economy is yet to fully recover from the adverse effects of the pandemic and slow-down. The hospitality sector is one of the most important parts of the global economy. This is mainly due to the immense contributions of the hospitality sector to the global economy. Many businesses in the hospitality sector and the substitutable nature of their services together explain the stiff competition in the industry. In such a competitive industrial scenario, employee-job fit, work processes and organisational training help a business to survive the competition. Any problem in the aforementioned areas could cause serious problems for a hotel. Consultants hired by hotel businesses, analyse these aspects of the business to identify the potential and current problems. In this consulting report, PESTEL and SWOT analysis have been applied to the business of Bethesda Marriott. PESTEL analysis facilitates an understanding of the external environment of a business. On the other hand, SWOT analysis helps to identify the strengths and weaknesses of a business. In this report, the TOWS matrix has also been used to understand the context of the findings and recommendations based on them. 
[bookmark: _Toc135493383]Recommendations 
The recommendations in this report are based on an action plan which has a predetermined budget and definite timelines. Bethesda Hotel needs to conduct a new recruitment drive for the front-desk operations. This should be followed up with training and orientation programmes for the front-desk staff. 
[bookmark: _Toc135493384]Conclusion 
Bethesda Marriott will fail to sustain its competitive advantage in the long run if it neglects the issues related to its front desk. The consultants recommend an enhanced recruitment strategy and comprehensive training programmes to solve the problems faced by the hotel. 
[bookmark: _Toc135493385]Introduction
The global economy is yet to fully recover from the ongoing economic crisis. Among the different sectors in the global economy, the services industry has particularly performed poorly. This is mainly due to the impact of the pandemic. After the outbreak of Covid 19 in 2020, several restrictions were imposed across the world to check the spread of the pandemic. These restrictions included lockdowns and a ban on international travel. As a result, the tourism and hospitality industries were adversely affected. This also includes the hospitality industry in the US (US Travel 2023). The contribution of tourism and hospitality to the US economy is quite significant in comparison to other sectors (Aharon et al 2021). The hospitality industry is characterised by stiff competition mainly due to the substitutable nature of its services. Hence a hotel business cannot survive without service innovation which depends on employee-job fit, work processes and organisational training (Chen 2017). These are some areas which are critically evaluated by consultancy firms during an OD intervention. 
The Marriott International group of hotels is among the leading chain of hotels in the global hospitality industry. It runs hotels in 138 countries and territories across the world (Marriott 2023c). The business is known for its service innovation among other characteristics in the industry. This consultancy report would critically evaluate the features and current state of operations of Bethesda Marriott. It is one of the hotels owned by the Marriott International group. It is located 29 km away from Washington DC in Bethesda. This consultancy assignment would involve a critical analysis of in-company information, existing literature, and other secondary sources. Although the analysis would be primarily focused on secondary sources, it would also be complemented by a visit to the hotel. The objective of such a visit is to derive a complete picture of the hotel's operations. Such a holistic approach would include the application of analytical tools such as PESTEL, SWOT and TOWS matrix. PESTEL analysis would facilitate an understanding of external influences on the business. The other tools would help to analyse the opportunities and threats before Bethesda Marriott. Such an analysis would be based on the strengths and weaknesses of the hotel. The analysis would be followed by an action plan and recommendations for improvement in the business. The recommendations would aim to optimise the advantages of the hotel and overcome the disadvantages. 
Scope and Analysis
Bethesda Marriott is situated in Bethesda Maryland. This location is 29 km away from Washington D.C. in the US. The hotel has an outdoor pool and free Wi-Fi in areas which are open to the public (Marriott 2023a). All the rooms in the hotel have cable TV and coffee makers. Apart from that guests can also visit the on-site fitness centre and full-service business centre in the hotel. The hotel has been recently renovated. Its lobby, restaurant and accommodation for guests have been completely redesigned (Marriott 2023a). It features well-designed and fully furnished suites with various amenities and comforts for the guests. Bethesda Marriott also boasts of a restaurant which is equipped to provide a complete farm-to-table dining experience to the guests. According to TripAdvisor, the hotel has an average rating of 4 out of 5 and is ranked 6th out of all the 11 hotels in Bethesda (TripAdvisor 2023). Most of the feedback from the customers are positive. 
[bookmark: _Toc135493386]PESTEL Analysis 
One of the objectives of this report is to support Bethesda Marriott with a sense of direction for the future which would facilitate strategic planning. To develop an effective strategic plan it is important to understand the external environment within which the hotel operates. The most reliable way to assess the external influences on a business is to conduct a PESTEL analysis. This framework includes the key environmental factors which can influence a business and determine the future course of action. Hence a PESTEL analysis of the hospitality industry in the US would be conducted in this section. Such an analysis should be relevant to this consultancy report since Bethesda Marriott is in the US. The analysis would be conducted in terms of the following factors: 
Table 1: PESTEL Analysis
	Political Factors
	Political stability 

	Economic Factors
	Nature of economy, pandemic 

	Social Factors
	Cultural diversity, strong educational system 

	Technological Factors
	Technological advancement, digital revolution, well-developed IT infrastructure

	Environmental Factors
	Climate, topography, wildlife 

	Legal Factors
	Regulations in the hospitality industry 


Source: Self-made
[bookmark: _Toc135493387]Political Factors  
The USA is the second largest democracy in the world. Free and fair elections are held regularly in the country through a transparent government (De Tocqueville 2015). The head of the state is elected for 4 years which ensures political stability in the country. There are two major political forces in the country in the form of the Republican and Democratic parties (Whitehouse 2023). In this way, the two-party systems also support political stability in the US. The other political parties are minor and do not pose any serious electoral challenge to the two major parties. Due to political stability, the hospitality sector in the USA has attracted foreign direct investment consistently over the years. 
[bookmark: _Toc135493388]Economic Factors 
The US is the largest economy in the world in terms of nominal GDP (Macrotrends 2023). However, the country is facing several economic challenges at present which has proved to be unfavourable for the hospitality industry in the US. The imposition of nationwide lockdowns in the US during the pandemic in 2021 and 2022 proved to be devastating for the economy (Kaplan 2020). The effects of the lockdowns and other restrictions related to Covid 19 significantly affected the hospitality sector in the country (Ozdemir 2021). Labour is cheaper in most countries in comparison to the US (Reuters 2022). This is an unfavourable economic factor for the hospitality industry which falls in the services sector. The global economic crisis and trade war with China has also worsened the economic situation in the US (Itakura 2020; Zhang 2018). The average standard of living and disposable income in the hands of the people in the US is higher than in most countries (Caporale and Gil-Alana 2015). Hence people are more prone to enjoy holidays and tour the country. This is another positive factor for the US hospitality industry.   
[bookmark: _Toc135493389]Social Factors
The US is the third most populous country in the world. Its total population stood at 331,893,745 in the year 2021 (World Bank 2023). However, it has an ageing population which is an unfavourable demographic factor from the perspective of labour (Ornstein et al 2015). An ageing population combined with relatively costlier labour decreases the availability of staff for hotels in the US. However, the liberal, democratic, and culturally diverse society of the US provides a favourable environment for tourism. A large portion of the country’s population is composed of immigrants from other countries (Abramitzky and Boustan 2017). The hotels in the US offer a variety of food and other services to serve customers from diverse backgrounds. Many people visit the US every year from all across the world. It helps the hospitality industry to generate huge revenues. The cultural diversity, as well as the plural nature of American society, is reflected in the country's food, music, art, literature, and other forms of entertainment. The education system of the country is among the best in the world which attracts a lot of students and professionals from across the world. Some of the most prestigious educational institutions of the world such as Stanford, Harvard, and MIT are situated in the US (Forbes 2023). This is also a favourable factor for the country’s hospitality sector. The law-and-order situation in the US is better than in several countries. However, a further drop rate in the crime rate would encourage more people from other parts of the world to visit the US. The US is one of the first countries to have experienced a fast-food culture (Poole 2020). This culture which is still popular in the country has a significant bearing on the country’s hospitality industry.   
[bookmark: _Toc135493390]Technological Factors  
The US is among the most technologically advanced country in the world. Advanced technology is also used in the hotel industry in the country for providing the best amenities to customers (Kobres 2018). Customers in the US hotel industry also expect services based on advanced technology. Nowadays many hotels look to incorporate technology based on the Internet of Things in their services (Kansakar et al 2019). This has resulted in better accommodation in the form of smart rooms and other enhanced amenities for the customers (Car et al 2019). The information technology infrastructure and telecommunications networks in the US are amongst the best in the world. The US has also experienced the digital revolution earlier than most countries. Services based on advanced technology and superior connectivity also encourage tourists to visit the country. This is another way in which technological advancement helps the hospitality sector in the US. 
[bookmark: _Toc135493391]Environmental Factors
Apart from diverse society and culture, the US also has an extremely diverse climate, topography, and wildlife. These factors also attract many tourists from different parts of the world. There are several natural attractions across the length and breadth of the US. The country has a large forest cover and is home to one of the most famous mountain ranges in the world. However, the country also faces some of the most adverse climates and weather conditions in the world. Apart from that, it also witnesses natural disasters. These factors create hostile conditions for tourists and travellers which is unfavourable to the American hospitality sector. 
[bookmark: _Toc135493392]Legal Factors  
The regulatory framework for hotels in the US is quite elaborate. These regulations not only pertain to food and beverages but also standards of other services provided to the customers. The pandemic had introduced an added dimension to this regulatory framework. Since the outbreak of the pandemic at the global level, hotels had to strictly follow regulations related to Covid 19. Some regulations in the American hospitality industry are related to food safety and hygiene. Many regulations in the US hotel industry are based on The Food Safety Modernisation Act of 2011 (Grover et al. 2016).  
[bookmark: _Toc135493393]SWOT Analysis 
Table 2: SWOT Analysis
	Strengths
	Weaknesses

	· Advantageous Location 
· Use of advanced technology 
· Good variety of healthy and delicious food 

	· Customers may be reluctant to pay for expensive services. 
· Maintenance of state-of-the-art facilities requires high expenditure 

	Opportunities
	Threats

	· Governmental Support 
· Further use of advanced technology 
· Tourist destinations encourage visitors. 

	· Economic Crisis 
· Shortage of labour
· Persistence of disruptions caused by the pandemic.  



Source: Self-made
The advantageous location of the Bethesda Marriott is one of the major strengths of the hotel. Similarly, the hotel also enjoys a significant competitive advantage due to the use of advanced technology and a wide range of cuisine. However, due to the ongoing economic crisis in the US, customers may be hesitant to spend their money on expensive amenities offered by hotels such as the Bethesda Marriott. The hotel may find it difficult to spend after the maintenance of state-of-the-art facilities if there is a considerable decline in the revenue generated by the business. Governmental support for tourism, advancement in technology and popular tourist destinations would continue to offer growth opportunities to Bethesda Marriott. However, the business needs to plan for the risks posed by the economic crisis, shortage of labour and the pandemic. 
[bookmark: _Toc135493394]Discussion 
In the previous section, information collected from secondary sources was provided to give a comprehensive overview of Bethesda Marriott. This section would begin with further elaboration on the strengths of the hotel. 
[bookmark: _Toc135493395]Strengths of the Hotel 
The fitness centre has a gym which has 24-hour access. It houses state-of-the-art equipment which could be used to derive various health benefits. The illumination in the gym is also adequate with floor-to-ceiling windows which provide natural lighting in the daytime (Marriott 2023a). Guests can purchase different types of products and avail various services in the business centre. The facilities in the fitness centre are completely complementary without any charges. They include Peloton bikes as well as TRX and cardiovascular equipment. 
Apart from the standard rooms, the hotel also has attractive features for guests looking for special accommodation. Such guests can enjoy an experience of a lifetime by staying in one of the Concierge-Level rooms in the hotel. Such accommodation includes packages featuring special perks and M Club access (Marriott 2023a).  All these features have the potential to transform an event hosted at Bethesda Marriott into an occasion to remember and cherish. Transportation services represent a key aspect of the packages offered by a hotel to its guests. Bethesda Marriott offers free shuttle services to guests for visits to top tourist attractions, Walter Reed Army Medical Centre and NIH Bethesda (Marriott 2023a). Some special attractions of this restaurant include house-grown honey and herbs.
This facility also has a well-decorated ballroom with sophisticated and modern features. The premises of this venue stretch across 19000 square feet of area. The hosting of events is supported by highly professional catering and event planning services involving experienced experts in the field.
The main attractions of the suites in Bethesda Marriott include contemporary décor, comfortable beds based on plush bedding and floor-to-ceiling windows. Apart from adequate natural lighting, these windows offer majestic views to the guests as an added attraction. The suites have all the other standard amenities such as free Wi-Fi (Marriott 2023a). 
Modern-day hotels cannot survive the stiff competition of the hospitality industry without facilities for hosting events.  Bethesda Marriott features an elegant venue for hosting different types of events and parties (Marriott 2023a).
On the website of Marriot Hotels, Bethesda Marriott has received positive feedback on services, the behaviour of staff, dining facilities, overall amenities, location, and cleanliness (Marriott 2023b). Customers have also provided high ratings on the criteria of value for money. The negative reviews are mainly related to the staff working at the front desk (TripAdvisor 2023). 
[bookmark: _Toc135493396]Problems faced by the hotel. 
The information gathered from the secondary sources has mainly revealed the strengths of Bethesda Marriott. However, a consultancy report would be incomplete without a critical analysis from a balanced perspective. To derive a complete picture of the situation and the customer's experience a visit was made to the hotel. The reviews obtained from the secondary sources have revealed that there are some issues regarding the staff working at the front desk. A dialogue with such staff as well as the guests staying at the hotel helped to understand some of the problems in the hotel.
The first problem pertains to inadequate staffing. Many customers staying in the hotel complained that they must wait for long periods at the front desk. Similarly, the time spent in check-ins and check-outs was also longer than usual. When this issue was discussed with the front desk staff, they said that more staff were required at the front desk. Some of the customers also told that they were dissatisfied with the responses provided by the front desk to their queries. At times the staff at the front desk took too much time to complete the booking process. The customers thought that some of the front-desk staff lacked adequate awareness of the policies, regulations, and procedures of the hotel. This indicated that there was a need for further training or better orientation. The visit to Bethesda Marriott also revealed some minor issues with the front-desk staff. These issues pertained to a lack of effective communication and problem-solving ability. The front-desk staff in a hotel should be equipped with adequate information which could be used to engage customers. However, this characteristic was somewhat lacking in the staff working at the front desk of Bethesda Marriott. 
The hospitality industry is known for having high turnover rates.  Businesses in this industry also find it difficult to fill vacancies (Ladkin and Buhalis 2016). Attracting suitable employees continues to be a challenge in this industry. Hence hotels should be careful about their recruitment decisions related to the nature and size of their workforce. Effective recruitment decisions help to optimise the size and quality of the applicant base (Ladkin and Buhalis 2016). This not only ensures a suitably skilled workforce but also results in the right size of the workforce. In this way, effective recruitment practices could fulfil all the staffing needs of a hotel. Such practices help hotels to achieve the organisation-employee fit. It results in various advantages in the form of reduced turnover, better service, enhanced customer satisfaction and a favourable impact on the bottom line (Ladkin and Buhalis 2016). Effective recruitment practices play one of the most important roles in determining the quality of human capital in the hotel industry (Nieves and Quintana 2018). A business can rely on a combination of effective recruitment and adequate training to ensure that the employees possess relevant knowledge and the right skills (Nieves and Quintana 2018). Thus, it is evident that effective human resource management involving the right recruitment and training processes could solve the problems faced by Bethesda Marriott. 
Recruitment is the first step to developing a workforce which is suited to the needs of a business in the hospitality industry (Boella and Goss-Turner 2019). However, effective recruitment practices need to be followed up by adequate training and fair compensation to derive the best HR outcomes. A workforce which is suitably skilled as well as aware of the organisational policies and processes can make the best contribution towards organisational success. Since Bethesda Marriott is facing problems with its front-desk employees it is important to align the human resource strategy with their specific issues. General training may not instil enough confidence in the front-desk employees. Their training should have the necessary depth for equipping them to deal with the complex service demands of the customers (Afsar et al 2018). Hence Bethesda Marriott must tailor all the HR processes including recruitment and training to the current problems of the organisation. Hence the organisation should consider providing specialised job-specific training to the staff working at the front desk.  During the pandemic, the Marriott International group experienced the sharpest downturns in its history (Marriott 2023c). However, the group also managed a financial recovery by 2022, when its gross fees revenues totalled $4.1 billion (Marriott 2023c). This was 50% more than the corresponding figures for the previous year. Since 2022, the global tourism and hospitality industry has started to recover from the adverse effects of the pandemic (Marriott 2023c). Bethesda Marriott needs to utilise the opportunities inherent in the post-covid recovery of the tourism and hospitality industry. However, the Marriott Group must go a long way to emerge as the global leader in the hospitality industry. The global brand value of the group was 2.3 billion US dollars in 2022 which placed it in the fifth position in the global rankings of hotel brands (Marriott 2023c). Thus, it is evident that the hotels in the Marriott Group face stiff competition in the global hospitality industry and reaching the top of the rankings is quite challenging.  
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Figure 1: Global ranking of hotels in terms of brand value
Source: Marriot 2023c
To compete with other hotels in the industry, Bethesda Marriott needs to make the most of its advantages and overcome its problems. The critical analysis conducted for this report leads to the inference that the hotel offers the best services and amenities of all types to its customers. Such amenities are a product of meticulous planning, significant investment, and the use of advanced technology. Despite such amenities and features, customers complain about some aspects of the business. The investigation undertaken for this consultancy report has highlighted some problems with the staff working at the front desk of the hotel. In this section, the solutions to such problems have also been discussed. It is apparent that the solutions pertain to human resource management practices and are mainly based on effective recruitment and training for front-desk employees. Apart from HRM practices the hotel also needs to focus on the process of change management. It would not be possible to implement the recommendations offered in this report without bringing about change in the existing organisational processes. 
The process of organisational change is not difficult for an employee to handle at the personal level (White et al 2023). It brings many challenges along with it which put strain on the emotional makeup of employees. Hence the right emotional conditions must be developed by leaders who are at the helm of organisational transformation. Such leaders need to provide emotional support to their subordinates along with the required processes, technology, and other resources (White et al 2023). At present, there are some issues with the front-desk staff at Bethesda Marriott. The poor customer feedback generated by these problems is bound to put emotional strain on those employees. However, their managers mustn't lose trust in them. Because it would put further emotional strain on the employees, and they may even start to lose trust in themselves. Hence it is important that the leaders in the organisation provide emotional support to the employees during the change process.  
[bookmark: _Toc135493397]Findings and Results 
In this section, the findings of this report would be reviewed to understand them from the right perspective. Such a review would also help to prepare the ground for offering an action plan followed by suitable recommendations in the subsequent sections. Here it is important to note that this consultancy report is primarily based on secondary sources. Such sources include scholarly journals, reputed books, and reliable websites. However, to perceive the complete picture of the business operations of Bethesda Marriott, a visit was also made to the hotel. The visit includes a discussion with some of the guests staying in the hotel as well as some staff. The discussion was not organised based on some interview schedule or questionnaire. Nevertheless, it helped to complete a critical analysis of the business by revealing some key issues faced by it at present. 
Table 3: Summary of Findings
	Advantages of the Hotel
	Challenges Faced

	· Prime location 
· Services based on efficient planning and advanced technology. 
· Good design, furnishing and architecture.
· Strong brand image 
	· Inadequate number of staff at the front desk 
· Lack of knowledge and skills on the part of front-desk staff 


Source: Self-made
[bookmark: _Toc135493398]Advantages of the hotel 
One of the main advantages of the hotel is that it is located at an advantageous location. The location is not only characterised by scenic beauty, but it is also just 29 km away from the US capital. The analysis has also highlighted efficient planning and design behind the construction of the hotel. It has most of the amenities provided by the best hotels in the world. The guest rooms and other areas of the hotel are not only equipped with free Wi-Fi but advanced technology such as IoT has also been incorporated in the services. One of the most critical aspects of a hotel is its food. The hotel also has a competitive advantage in this area as it offers a variety of delicious cuisines. Its décor is not only aesthetically appealing, but the accommodations and services also offer comfort of the highest degree. This explains why Bethesda Marriott enjoys an average rating of 4 out of 5 on one of the most popular travel and tourism websites. Still, it has a modest ranking of 6 out of the 11 hotels in Bethesda. In this report, it has also been revealed that Marriott hotels face stiff competition from other hotels in the industry. Hence, the management of Bethesda Marriott must overcome the problems faced by it to perform better than its competitors. In this report, PESTEL and SWOT analysis have also been used to evaluate the macro environment as well as the strengths and weaknesses of the business. It can be inferred from the analysis that the macro environment of the Bethesda Marriott offers several growth opportunities. However, the business needs to fully use its strengths and overcome its weaknesses for the required growth. Otherwise, the internal weaknesses and unfavourable factors in the external environment would pose some serious threats to the business. The fitness centre, business centre, ballroom, venue for events and shuttle services are some key areas of strength for the hotel. However, it needs to further improve in this aspect to develop a sustainable competitive advantage.  
[bookmark: _Toc135493399]Challenges faced by the hotel. 
An analysis of the problems faced by the hotel reveals that these problems are mainly related to human resource management. The discussions with the guests and hotel staff indicated that the problems faced by the hotel mainly centre around the front desk. The staff working at the front desk of the hotel need to improve their communication, and processing skills, as well as awareness of the hotel's policies and regulations. Furthermore, the hotel would benefit from increasing front-desk staff and providing sufficient training as well as orientation to them. In this section, it is also important to recapitulate the main theoretical constructs used to find solutions to the hotel's problems. 
In this consultancy report the processes of recruitment, training and change management have been considered from the theoretical perspective. All these processes fall within the ambit of human resources management and organisational change involves a special role of the leadership. Hence some concepts and theories related to these processes need to be examined from the perspective of the hospitality sector. Recruitment in the hospitality industry is mainly characterised by a specialist focus (Baum 2019). This implies that Bethesda Marriott must focus on the specialised skills and experience related to front-desk operations. It would ensure that the recruits would have specialised expertise and awareness of the specific problems of front-line operations. Recently, hotel businesses have had to fiercely compete in matters of recruitment due to high turnover and global labour shortages (McGinley et al 2017). This means that Bethesda Marriott must adopt an effective and competitive strategy for recruitment to attract talented candidates. In the current digital age, social media has emerged as a powerful tool for recruitment as well as communication in the hospitality industry (Gibbs et al 2015). Hence Bethesda Marriott can also look forward to incorporating the use of social media in recruitment for increasing its effectiveness. Social media in this context is mainly useful in marketing job vacancies and communicating with potential candidates. Research indicates that there is a direct relationship between workplace learning and organisational performance in the hospitality sector (Kleefstra et al 2020). This further explains the need for Bethesda Marriot to complement effective recruitment practices with adequate and relevant workplace training. With the growth of the information society and consumerism, the concept of professionalism has gained more importance in the hospitality industry (Cheng and Wong 2015). Recruitment and training practices are also important for developing a highly professional workforce. 
Table 4: TOWS Matrix
	TOWS Matrix
	Opportunities
· Governmental Support 
· Tourist destinations encourage visitors. 

	Threats
· Economic Crisis 
· Shortage of labour
· Persistence of disruptions caused by the pandemic.  


	Strengths
· Advantageous Location 
· Use of advanced technology 
· Good variety of healthy and delicious food 

	Effective use of technology and governmental support would enhance the advantages of prime location and good food 
	The strengths of the hotel could mitigate the risks emanating from the economic crisis, pandemic and shortage of labour 

	Weaknesses
· Customers may be reluctant to pay for expensive services. 
· Maintenance of state-of-the-art facilities requires high expenditure
	Government support and attractive locations would be of no avail if the number of customers is low and maintenance costs high 
	The impact of the economic crisis, labour shortage and pandemic could be more due to the decline in revenue and higher maintenance costs  


Source: self-made
Table 5: Action Plan 
Action Plan 
	Problem
	Solution
	Desired outcome
	Time scale
	Completion Date
	Planned Budget in USD

	Inadequate front-desk staff
	Better recruitment strategy based on the use of digital media 
	Adequate number of skilled and experienced front-desk employees with specialist expertise 
	3 months 
	31/12/23
	10,000

	Lack of training and awareness 
	Training sessions and orientation programmes 
	Enhancement in skills, awareness, knowledge and experience of front-desk staff
	6 months 
	30/09/23
	15,000

	Miscommunication and misunderstanding 
	Training sessions, orientation programmes and better leadership
	Better communication and understanding among the front-desk staff 
	6 months
	30/09/23
	15,000

	Lack of initiative and poor problem-solving skills
	Training sessions and orientation programmes
	Proactive employees with effective solutions for organisational problems
	6 months
	30/09/23
	15,000


Source: self-made
The table depicted above reflects a detailed action plan which would be the basis of the recommendations offered in this report for Bethesda Marriott. A critical analysis of the operations of the hotel has revealed that the key issues faced by the hotel at present pertain to the front-desk staff working in it. This has been already discussed in considerable detail in this report. However, it is important to note that there are multiple problems with the hotel staff working at the front desk. Such issues came to the forefront after discussions with some of these staff and guests currently staying at the hotel. The front-desk staff take too much time to deliver their service as well as to respond to the requests or queries of the guests. Booking, check-ins and check-outs also take a lot of time to be processed by the staff. It also seems that the staff are not adequately aware of the policies, regulations and procedures followed at the hotel. Furthermore, their communication with guests lacks clarity and decisiveness. They are slow in taking initiative and cannot take proactive decisions. Without the ability to take proactive decisions they may find it difficult to prevent various organisational problems. As a result, several guests have been complaining about various issues and are dissatisfied with the services delivered at the front desk. 
This consultancy report recommends enhanced recruitment drives based on the use of digital technology including social media for Bethesda Marriott. This solution should result in an adequate number of staff with relevant skills working at the front desk of the hotel. The other solution recommended in this report is to organise comprehensive training and orientation programmes for the front desk staff. The objective of such programmes would be to increase the knowledge base and awareness of the front-desk staff. On the other hand, the training and orientation programmes would help to bridge the skill gaps of employees working at the front desk of Bethesda Marriott. This would equip them to proactively take decisions and communicate in a much more effective way. The interventions in the form of a recruitment drive along with training and orientation programmes would empower the front-desk staff of the hotel. On one hand, it would result in better feedback from customers and generate more profits on the other hand. In this way, the brand image of the hotel would improve along with a positive impact on the bottom line. A better brand image would attract more customers to the hotel and thus directly increase the profitability of the business. The budget of the recruitment drive has been set at US$ 10000 while the total costs of training and orientation would be US$ 15000. The budget for the training and orientation programmes is higher since it requires more resources and time. Both the solutions recommended in this consulting report for Bethesda Marriott are based on the use of digital technology. The recruitment drive would especially involve the use of social media in the marketing of vacancies at the front desk. Furthermore, social media would also be used for communicating with potential recruits during hiring.       
[bookmark: _Toc135493400]Recommendations 
The action plan in the previous section highlights the following issues faced by Bethesda Marriott: 
· A critical analysis of the operations of the hotel has revealed that most of the current problems of the hotel pertain to the front-desk staff. 
· Firstly, the employees working at the front desk take too much time in completing processes and responding to the requests or queries of the customers.
· They also seem to lack adequate awareness of the hotel policies, regulations, and processes. 
· Lastly, the front-desk staff also lack initiative and sometimes their communication is also ineffective. 
The following two solutions are proposed for the problems: 
· Bethesda Marriott should implement a revitalised recruitment drive using social media. Such use of digital technology would result in innovative outcomes from the recruitment drive. The focus of the recruitment drive should be on an optimal number of employees for the front desk and the specialist skills required for the job. This recruitment drive needs to be completed within a timeline of 3 months within a budget of US$ 10,000. 
· The second solution is to organise training and orientation programmes for the employees working at the front desk. Such programmes would aim at increasing awareness of the policies and processes of the hotel as well as equipping front-desk staff with specialist skills. Such skills pertain to better communication, problem-solving as well as faster and proactive decision-making. The timeline for these programmes has been set at 6 months. The budget for these programmes has been fixed at US$ 15,000. 
[bookmark: _Toc135493401]Conclusion 
Marriott International is one of the leading chains of hotels in the hospitality industry. However, it is currently ranked at 5th position among the leaders in this industry. Bethesda Marriott is one of the leading hotels in this group with a good brand image and several other advantages. However, a critical analysis of the business has also revealed that it is facing some HR issues related to the front-desk staff. The consultants of Bethesda Marriott are grateful to the management of the hotel for extending their support and cooperation in the investigation. Such support and access to necessary sources have helped the consultants to arrive at realistic and relevant solutions. It is expected that a holistic recruitment strategy and comprehensive training programmes would resolve the issues with the front desk at Bethesda Marriott.   
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