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Introduction
The report is to Analyse and discuss how the London Marriott Hotel Regents Park adapts its operations to support the needs of different type of guests for the operation, services and facilities in key departments such as food and beverage and conferencing and events. According to Visit London (2024), the type of people who stay at London Marriott Hotel Regents Park are families, friends of the locals and solo travelers. It also caters for sport fans due to it being so close to the cricket grounds and Wembley stadium, so that sports fans can stay closer to the event which saves traveling.  
The Marriot is a large global hotel organization with fifty hotels all around the United Kingdom, (Marriott International, 2023). The key areas of operations management in human resources, finance and legal policies and procedures will be discussed to substantiate the findings, evaluating recruitment training and staff practices, financial, legal and regulatory reequipments.

Tourist type 
According to Agoda (2025), the type of guest who stays at Marriott Hotel Regents Park London are individuals who enjoy exploring the area or visiting attractions such as London Zoo, business people who are on business within the area and sports fans as the hotel is situated between Lords cricket ground but also Wembley stadium; the hotel is also convenient to local transport options. 
Burgess (2022) also states that if families are staying at the hotel, they would like a quick and easy check in system, and a spacious family room so they can all stay together and have space for the children to play and have fun, which also saves cost on different rooms. It could also be handy to have a minibar for snacks for children as they always love a snack, and some milk for the baby if there is one and as well as a travel cot if there is a newborn or young baby that needs one. For businesspeople, Hopping (2014) states they require space with a desk and chair close to a plug socket, and plug sockets each side of the bed so they can charge their devices throughout the night. They also need super-fast and secure Wi-Fi for their work as they are businesspeople, and a large TV with a variety of channels which can also connect to their laptops so they can practice their presentations or to check things on a bigger screen. Businesspeople would also like facilities like a gym on site, a minibar in the room and early check-in facilities.



Operations / Facilities and services 
Marriott Bonvoy (2016) offers a range of amenities, some free and others at an additional cost. Spa services vary in price based on treatment, while the swimming pool and gym are included in the room rate. Business oriented services like meeting room rentals and dry cleaning incur extra fees, depending on room size, duration, and item type. To enhance convenience, Marriott has introduced digital check-in and mobile key access.

Marriot Bonvoy 
According to Marriott (2014) and Bonvoy (2024), they have a membership program for their customers which is free of charge and is for anyone to use who signs up. The membership program is designed as a reward system, as guests can earn points every time they stay at the hotel, perks such as complimentary Wi-Fi and discounted rates on rooms. The membership also gives the guest an option to pay £55 and 3,500 points for one night’s stay, if they wish to do so and only if they have enough points. 

Who are the main customers
Research on the London Marriott Hotel Regents Park indicates that a significant portion of its guests consist of families. According to Marriott Bonvoy (2016b), the hotel provides a range of offerings and packages tailored to its guests. However, its strong appeal to families is primarily attributed to specific promotions, such as the "Kids Eat and Stay Free" initiative, which commenced on 25th September 2024 and will continue until 25th September 2025. 
During the Easter holiday period, the hotel organizes various children's activities to enhance family-friendly experiences.  Marriott (2025) highlights that the hotel also accommodates business travelers and individuals visiting friends and relatives nearby. Guests are permitted to have their pets stay with them in their rooms, adding to the hotel's diverse range of hospitality services.
According to Octopus revenue (2025), a way to attract families to your hotel is by doing offerings and promotions for families such as children’s activities and facilities like a pool, a children's area and they would also be looking for a family room for them all to stay together in. Families would also be looking for somewhere to eat lunch and look for kids' menus and any attractions that are close to the area. 

UK Laws that govern the hotel business
Maddison (2024) emphasizes that UK hotels must comply with environmental laws, including waste management regulations. One key operational change is providing labeled bins in rooms, throughout the hotel, and at waste centers to ensure proper disposal and recycling by staff and guests.
The Health and Safety Executive (2015) states that there are no specific laws in the UK for swimming pools, but pool operators must follow their general duties to ensure they follow the Health and Safety at Work Act 1974 and to keep everyone safe. Even though there is no law in place, the swimming pool operator must make sure they have made a risk assessment and that all staff are trained in water rescue and first aid. 

Food and Beverage / Front of house 
According to Marriott Careers (2025), to be the senior food and beverage manager you need to have worked or had experience within food and beverage for 5 years or more, and you would also be required to have a degree or A level. It also states that the role will be to take control of making sure there are enough department supplies as well as cleaning supplies and staff uniforms. They also must make sure everyone is following the rules that are set and that they are fit to work.
Hospitality Training (2025) highlights key HR requirements, including courses on food and beverage service, food hygiene, and barista skills. Staff may also receive fire safety training and guidance on handling food allergies, ensuring compliance with industry standards. Kitchen staff would be trained in awareness of food hygiene, temperatures, food storage, allergies and cross contamination.
Due to the hotel catering for food and beverage they are required to follow UK law. As VisitBritain (2023) states, each food and drink outlet business must comply with the Food Safety Standards Act 1990, which they must apply to areas in the kitchens and front of house. They must also ensure to record all deliveries being made with temperature checks and the temperature of foods being served, and as Food Standards Agency (2018) also states food should be cooked to 75°C or over. VisitBritain (2023) also states that they should hold a valid food permit to sell food or drink at the premises, and that it's always kept clean and tidy. The Restaurant must also display their star ratings for customers to see, and they must also have an allergies sheet on all foods.




Conferencing and Events
According to Memoriesmademarriott (2025), they host a variety of events from birthday parties, wakes and many more. They also offer wedding packages and a dedicated planner throughout the process.  They are trained in all aspects of catering for clients’ needs. They also help stick to a budget and can arrange everything needed such as flowers, a photographer or any special requests.

HR – recruitment training and staff management 
As far as recruitment and staffing for events there is no access to see who the event team is it does however show there are 45 staff members who are applied at the hotel, the only event role that is shown is the event manager. (RocketReach, 2025)
Skills that are highly required for events are time keeping, clear voice and communications, calm in stressful times, good hearing and listening to this that are happening, also set some rules that are strickted and must be always met, fast with plans skills are an event role are highly important as there are customers paying money for the venue and you need to be professional. (Event Host, 2025)


There are different styles of packages to meet the needs of every occasion, and they offer 5 different celebration packages. Also one of the event packages they offer is an event space in the heart of Regent’s Park, which includes a private entrance with a cloakroom for all guests to use and a space for around 300 guest to attend a sit down dinner, including and a professional photographer so guests won't forget the day happened. (Event Packages, 2025)

Legal and regulatory reequipments 
Marriott Bonvoy (2025) also states that London Marriott Hotel Regents Park also caters for meetings, conferences and events, and offer different package set ups, which can include Wi-Fi, meeting service apps, advanced technology and catering package options for attendees.




Task 2

Executive Summary
This report examines Human Resources and operational strategies at the London Marriott Hotel Regents Park. Marriott’s structured management ensures efficiency, with clear departmental responsibilities. Staff training enhances guest satisfaction and workforce inclusivity. Financial management includes strategic budgeting, pricing adjustments, and renovations. Legal compliance covers health, safety, and labour laws. Technology optimizes check-in, feedback, and operations. Quality control focuses on hygiene and sustainability. Risk management addresses staffing, supply chains, and safety. Key Performance Indicators (KPIs) track occupancy, reviews, and revenue, ensuring consistent excellence in service and operations.
Introduction
Human Resources (HR) Management is fundamental to the hospitality industry, shaping operational efficiency, workforce development, and service quality. At Marriott Hotels, HR is integrated across all business functions, ensuring effective departmental coordination, employee training, and guest satisfaction. The implementation of a structured management system promotes clarity in roles and responsibilities, enhancing organizational efficiency. Continuous staff development, flexible scheduling, and technological advancements further contribute to an optimized work environment and superior customer experiences. This report examines Marriott’s adherence to legal regulations, financial planning, and sustainability initiatives, while addressing risk management and performance evaluation, underscoring the essential role of HR in maintaining service excellence and competitive advantage.




Human Resources (HR) Management

According to Roelen-Blasberg (2024) and Prime and Jones (2025), the Marriott Hotel encompasses several key operational areas, each overseen by specialized managerial roles. The General Manager is responsible for the overall administration of the hotel, including operations, sales and marketing, and financial management. This leadership ensures that all departments function efficiently and align with the hotel's strategic objectives.
 Roelen-Blasberg (2024) highlights that Marriott employs departmental managers for distinct areas such as food and beverage, sales and marketing, and housekeeping, each of whom supervises daily operations and ensures compliance with established standards. The Front Office Manager plays a critical role in guest services, overseeing check-in and check-out procedures and addressing any concerns or issues that arise during a guest’s stay. 

The Housekeeping Manager is responsible for maintaining the cleanliness and quality of all rooms and public areas, ensuring they meet the hotel’s high standards. Mariott has a global cleanliness council that develops hygiene protocols including enhanced cleaning technologies and frequent disinfection routines of the high touch areas.  Additionally, this role extends to maintenance oversight, ensuring that all facilities remain functional and adhere to safety and quality regulations. 
According to Marriott International (2023) Marriott’s cleanliness is above industry average compared to brands such as Four Seasons and Ritz Carlton.  
By implementing a structured managerial hierarchy, Marriott ensures that each department functions cohesively, contributing to overall guest satisfaction and operational success. 
Mariott hotel uses a management structure known as the ‘hierarchical structure’ which is the traditional approach in large hotels and luxury chains, with clear reporting lines and a main manager in each section. At the London Regents Park Hotel, they use this structure to ensure clear roles and responsibilities across departments (Organ, 2024). The general manager oversees hotel operations, including guest services, finances, and staff management, reporting to Marriott's regional leadership. Department heads manage specific areas and report to the general manager, (Mercadal, 2021) while supervisors handle daily tasks. Frontline staff, such as receptionists, chefs, and servers, ensure smooth hotel operations. (Mariott, 2025).

 According to Training hotels (2024) Cultural sensitivity is vital in hospitality, fostering respect for diverse backgrounds and ensuring fair treatment. Hospitality professionals' benefit from cultural awareness, as it helps them meet international guests' expectations. Prioritizing sensitivity reduces misunderstandings, enhances guest satisfaction, and promotes inclusivity, improving the overall travel experience. Marriott hotels offer various training programs depending on the job role. Their structured development program includes a ‘new hire orientation’ to introduce employees to Marriott's culture, brand and operational procedures, and hourly employees receive 15 minutes of training per day to develop essential skills such as professional phone etiquette, resolving guest inquiries and enhancing their technology skills with their check-in-out systems (HM Staff, 2010). Marriott managers participate in over 20 different management training programs taught by certified trainers and professional experts, which are both self-directed and internet based. Classes have 20-25 participants to experience a full interactive session filled with hands-on activities, and pre- and post-test evaluations (Marriott, 2025).
Caterer (2019) states that in the last 3 years flexible working hours have increased by 40%. This is a positive improvement in the hotel industry as flexible working hours improve employee retention by accommodating employee’s personal needs and reducing burnout (Kim, 2022). This leads to a better work-life balance and employees tend to be more engaged and efficient in their roles. Well-rested satisfied and efficient staff provide better service and improved guest experience. This relates to supporting a more diverse and inclusive workforce including parents, students and staff with other commitments. Overall, this method of flexible shifts would positively improve the turnover rate of staffing (Unifocus, 2024).

 
Financial Management
 
According to Lacalle (2024), hotel budgeting plays a crucial role in ensuring that financial resources are allocated efficiently to sustain operations and maintain overall organizational stability. The budgeting period typically occurs between October and December, spanning a three-month timeframe, which is considered a critical phase for hotel management. During this period, hoteliers establish the financial framework for the upcoming year, ensuring that income is utilized strategically to support key operational needs. Decisions regarding staffing levels are made to optimize workforce efficiency and enhance guest occupancy rates. This structured approach to budgeting enables hotels to remain financially resilient while aligning their expenditure with business objectives and market demands.
According to Maria (2016), the London Marriott Hotel Regents Park underwent a major renovation in 2016 as part of an investment initiative aimed at aligning with London's evolving market demands and technological advancements. The refurbishment introduced modernized event and meeting spaces, making the hotel more accessible to businesses seeking conference and event facilities. The renovation incorporated cutting-edge technology and room upgrades, catering to the preferences of contemporary business professionals. These enhancements reflect emerging trends within the hospitality sector, ensuring that the hotel remains competitive by offering advanced facilities and adaptable meeting spaces for corporate events.
According to Seasonal Revenue (2024), revenue management and pricing strategy in the hospitality sector are directly influenced by seasonal demand fluctuations throughout the year. Hotel pricing is adjusted in response to these changes, allowing for strategic rate modifications based on occupancy levels. During periods of lower demand, such as January, hotel rates tend to decrease. 
According to Rsmuk (2025) the lower demand season for London is between January and early March, and between October and November due to the colder weather, fewer major events, outdoor sightseeing being less appealing and students and families getting back to school and cutting back on spending after Christmas. Marriott therefore creates discounts such as their ‘stay longer, save more’ promotion to increase longer stays in lower demand season, and creates multiple package deals which include dining credits, spa treatments or attraction tickets (Emea Marriott, 2025) 
 As this hotel is based in London’s Regents Park there are multiple amenities the guest can visit nearby such as Madame Tussaud’s, London Zoo and many more easily accessible attractions via the multiple underground stations. Peak seasons, such as summer and major events such as the London marathon, experience a significant increase in demand due to holiday travel, leading to higher pricing to maximize revenue opportunities. For the London marathon 2025 rates reached as high as £200-£350 per night and can drop as low as £100- £140 in the low demand season with the discounts and promotions. Average daily rates (ADR) can rise by 10-30% compared to regular weekends to stay in demand and competitive prices (Mariott, 2025; Jenns, 2024).

Legal Policies and Procedures in operations

 Lewis (2024) states that hotels in the United Kingdom must comply with the Health and Safety at Work Act 1974, which establishes their legal duty to safeguard the health, safety, and welfare of employees. This legislation requires employers to implement all reasonably practicable measures to ensure workplace security, emphasizing the significance of proactive risk management strategies.  Compliance with these regulations involves maintaining a safe and structured work environment, delivering comprehensive staff training programs, and conducting detailed risk assessments to identify and reduce potential hazards within the industry. 

According to VisitBritain (2025), labour laws in the United Kingdom apply to all businesses with employees, ensuring compliance with statutory regulations designed to protect worker rights. These laws stipulate that employees should not exceed 48 hours of work per week, which equates to eight hours per day, unless they provide written consent, verified by a signature, to work beyond this limit.

All employees are entitled to 5.6 weeks of paid leave annually (UK Government, 2025) which promotes the importance of adequate rest and recovery.  Labour laws state that workers receive at least one rest day every seven days, and those working eight-hour shifts must be granted a minimum 30-minute break. Employers must also ensure that staff receive at least 11 consecutive hours of rest before commencing their next workday (Visit Britain, 2025).  

 TopSource Worldwide (2025) states that businesses must adhere to labour laws concerning employee wages, ensuring compliance with HM Revenue & Customs (HMRC) and the Pay as You Earn (PAYE) system for payroll processing in the United Kingdom. Employers are legally required to follow the National Living Wage structure, which varies according to an employee’s age. While businesses have the discretion to provide uniform or higher wages to all employees, they must still comply with HMRC regulations and tax requirements to maintain legal and financial accountability. 
According to Fire Safety (2025), all hotels are required to adhere to established fire safety protocols to ensure the secure evacuation of guests and staff in the event of an emergency. A critical component of fire safety management is the implementation of regular risk assessments, as hazards can arise unexpectedly and evolve over time. Conducting systematic risk evaluations enables hotels to identify potential threats and implement corrective measures promptly. Fire safety risk assessments should encompass a comprehensive review of essential safety equipment. This includes verifying the functionality and compliance of escape doors, emergency lighting systems, fire alarm mechanisms, and fire extinguishers, ensuring all equipment remains operational and up to date. Maintaining these preventive measures is integral to safeguarding occupants and upholding regulatory fire safety standards within the hospitality sector. Fire Safety (2025) also states that it is important that all fire safety checks are done such as fire doors, electric safety with PAT testing, clear evacuation routes, staff training, fire alarms and smoke detections system and guest information lists. 
According to Amadeus Hospitality (2022), guest satisfaction is a critical component of the hotel and hospitality industry, directly influencing customer loyalty and overall service quality. Hotels must actively seek and analyze guest feedback to identify areas for improvement and align their services with customer expectations. Providing an exceptional guest experience is essential, as travelers value feeling welcomed and appreciate staff efforts in delivering high-quality service.
Amadeus Hospitality (2022) also states Guest reviews play a pivotal role in shaping a hotel’s reputation. Negative feedback or complaints should be promptly addressed to enhance service standards, whereas positive reviews contribute to brand credibility and increase the likelihood of customer retention. When selecting accommodation, guests often consider the amenities and offerings available. Providing complimentary items, such as bathrobes for pool access or entertainment packages for children in family rooms, can enhance guest satiate a more enjoyable stay. Implementing personalized incentives fosters positive guest experiences, encouraging repeat business and strengthening the hotel's competitive position in the industry. 

Kipsu (2025) states that the Marriott hotel chain utilizes a Property Management System (PMS) integrated with a guest messaging platform to enhance communication between guests and staff. This technological advancement facilitates seamless interactions, allowing guests to engage more efficiently with hotel personnel, thereby improving overall service accessibility, but while the adoption of high-tech systems presents significant advantages, such as increased guest satisfaction through streamlined communication, it also introduces operational challenges. The implementation of advanced technology may impose additional pressures on staff, potentially increasing their workload and requiring adaptation to new digital processes. However, despite these challenges, the integration of innovative management systems contributes to a more responsive and efficient hospitality environment, fostering improved guest experiences and service quality.

Technology in operations
Belocura (2025) highlights the advantages of automated guest check-in systems, Focusing on their benefits for both customers and hotel staff. These technological advancements enable guests to access their rooms via mobile keys, utilizing their smartphones for seamless entry.  Self-service check-in kiosks provide an efficient solution during peak times, particularly catering to business travelers who prioritize speed and convenience in the check-in process. The successful implementation of such systems requires hotels to invest in smart lock technology, ensuring compatibility with digital access methods. This allows hotels to reduce front-of-house staffing requirements and allocate personnel to other operational areas, ultimately enhancing overall efficiency within the establishment
SmartSurvey (2023) highlights that enhancing guest satisfaction and service quality can be achieved through employee engagement and personalized offerings. Encouraging staff to maintain a positive attitude, including smiling and engaging in interactions, fosters a welcoming atmosphere that guests appreciate. Such interpersonal engagement contributes to a more enjoyable customer experience, increasing the likelihood of repeat visits.  Providing tailored services, such as personalized parking assistance, room service, and support for booking hotel amenities, enhances overall guest convenience. By prioritizing responsive and personalized interactions, hotels can strengthen their reputation, improve guest retention rates, and cultivate a positive hospitality experience. 
Michalis (2023) asserts that effective guest feedback collection is crucial for evaluating service quality and enhancing customer experience within the hospitality industry. Various methods can be employed to gather guest insights, including structured surveys, online reviews, and feedback forms placed in hotel rooms and reception areas. Social media platforms such as Facebook, Twitter, TikTok, and Instagram serve as valuable tools for engaging with guests and obtaining real-time feedback. Hotels may also utilize traditional methods, such as customer comment cards located in lobby areas, spas, and restaurants, providing guests with convenient avenues to express their opinions. Advancements in technology enable more streamlined feedback collection through mobile applications or in-room tablets, allowing guests to share their experiences digitally. And the hotels can effectively assess guest satisfaction, identify areas for improvement, and optimize their service offerings.

Quality Control
Carey (2020) states that Marriott Hotels implemented enhanced cleaning protocols in response to the COVID-19 pandemic, incorporating sanitizing spray alongside UV light technology to maintain high hygiene standards. This advanced cleaning methodology was introduced in 2020 when the virus spread to the United Kingdom, Marriott integrated specialized cleaning equipment designed to ensure a safe and sanitized environment, particularly during various hosted events. These measures were essential in reducing health risks, promoting guest safety, and reinforcing the hotel's commitment to hygiene excellence.

According to the London Convention Bureau (2020), the Marriott Hotel Regents Park received sustainability recognition through the prestigious Green Key certification, which acknowledges excellence in environmental responsibility and sustainable practices. The hotel’s staff played a crucial role in achieving this recognition, contributing to the implementation and management of sustainability initiatives.
Key aspects of the hotel's sustainable management included optimizing its energy efficiency, reducing food and beverage waste, and implementing water conservation strategies to minimize overall environmental impact. These initiatives reflect a commitment to responsible hospitality practices, ensuring long-term sustainability while enhancing operational efficiency




Risk management 

Staff shortages- by prioritizing the essential positions such as front desk, housekeeping, food service and assessing which roles can be temporarily covered by the cross-trained staff. The training programs that Marriott provides for employees allows them to be cross trained to handle multiple roles in a situation like this. An example of this is that the receptionist could assist with the concierge duties, or housekeeping staff could cover reception at check-in as there would not be any rooms to clean at that time.  Implementing self-check in kiosk would minimize the number of staff.

Supply chain disruptions- 
Identify critical supplies such as food, linen, toiletries and assess the potential risks, find backup suppliers to reduce shortages, maintain local sourcing options to reduce the dependency of international or deliveries.
Increase the backup stock, essential items and make sure staff are aware that stock checks and counts need to be monitored during peak seasons so that this issue doesn't happen again.
Develop an alternative menu option or service adjustment such as discount for not having any toiletries in room etc.

Safety incidents
Identify potential safety risks such as fire hazards, medical emergencies and security threats etc. This can be done by conducting regular safety audits and checks throughout the whole hotel by the department managers. Ensure that all staff are fully trained in all protocols and evacuations such as what to do when the fire alarm sounds and how to help guests to leave and where the meeting points are.
Establish evacuation routes and conduct regular drills. Ensure staff are trained in first aid and CPR. Implement fire systems and smoke detectors that are regularly checked by professionals (Thefpa, 2025).



Monitoring and Evaluation 
According to Brown (2021) Key Performance Indicators (KPI’s) enable the analysis and development of improvements to help boost hotels. A key performance indicator is a measurable value to show how an organization or company is doing in relation to its objectives. Some ways that Mariott examines their performance is by looking at their average daily rate per occupied room, average length of stay, reviews from Tripadvisor and surveys when guests check out of their room or after dining in the restaurants. Their occupancy rate worldwide stated by Statista (2025) is 69.7% (Statista, 2023) They would regularly monitor performance through these statistics and data analysis through reviews to continue improvement to improve guest experience.
 
Conclusion

To Conclude the Marriott Hotels, showcase the strategic management and operational quality in the hospitality industry. Their hierarchical structure ensures efficiency, while a strong emphasis on cultural sensitivity, employee development, and guest satisfaction promotes a skilled and motivated workforce. Financial planning and revenue management enhance resilience, complemented by the big legal compliance and risk management. Technological advancements further optimize operations and customer engagement. Marriott's dedication and continuous performance evaluation solidifies its position as a leading global hospitality provider
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