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Executive Summary
Hospitality industry plays a very crucial role in the world industry. Providing services which include staying of guests, delivery, entertainment, and restaurant services. Hotel Marriott is a well-known hotel with high standard of services. (Ou, 2021)This report intends to mention positive and negative factors of the hotel that must be considered before taking the decisions of future to ensure the growth of the organization. This report first highlights some of the problems that we have analyzed from our findings and then it provides a solution to maintain the high standards.
This report intends to highlight factors that can impact on this growing industry. Our findings state that hotel services vary according to the preferences of customers. We have found out that many adjustments should be made to make the operations of the hotel better. Its development and reliability are thus tied to effective operational Management across all domains and settings. In this case, the report comprehensively describes all the key components of the pestle analysis that revealed all the macroenvironmental factors which have in some way impacted the Hotel Marriott (Williamson, 2020)  With the aid of Marriott's SWOT analysis, it is also possible to examine the hotel's weaknesses and strengths within so as to determine the amount of potential it requires to succeed in the market, meet customer demand, apply environmentally friendly strategies, and take advantage of a number of other opportunities. Essentially, this report concentrates on just four aspects, but by evaluating the opportunities and challenges that the organization is facing. Furthermore, this report will finally cover all the beneficial and adverse aspects of or findings.  
Since the time of pandemic, the attraction of customers towards this hotel has reduced significantly. This reduced customer engagement has caused their profits to reduce due to a decrease in revenue being collected from the customers. The hotel is addressing the need for customisation and client expectations. Additionally, Marriott's standardised services, which earn a 3-star rating, have been the attracting point of customers. In addition, the hotel outlined all the drawbacks and offered a plan for overcoming them. Variation in seasonal demands, technological advances, and novel developments are the primary challenges for this hotel the organisation, depending on which, the hotel might either achieve profitability or end up with lower customer satisfaction. (Wei, 2019). Customers' demands for consideration and evaluation need to be addressed. Feedbacks are the key element that demonstrate the productivity of the company in modern electronic era. Therefore, the Hotel Marriott must offer excellent consumer support services and address their issues promptly. (Webster, 2020). These client services will simplify matters and attract additional visitors to the hotel. This report has brought up a problem with the hotel's customer service department, where they are not successfully catering to all the visitors’ requirements and interests. Websites and hotel reservations need to be adjustable so that customers are not irritated and switch their hotel preferences. These are the primary factors that should be considered in the hotel industry. The key draw for customers that influence their purchase activity are the websites, customer self service center, and hotel reception. As a result, this study includes numerous recommendations that cover all the important aspects on which hotel Mariott can put effort into to improve their customer support services (Yao, 2019)  All of this is in control of the hotel personnel, who must offer exceptional guidance and superior leadership. (Wang, 2020) Organizations cannot control political, economic, or legal aspects, hence, to establish a successful firm in the marketplace, they must abide by all governmental regulations. The creation of a favorable working environment for employees as well as maintaining an excellent standing in the eyes of the government will result from meeting legal requirements and focusing on equality and diverse cultural aspects. The advice to conclude the report emphasizes that managing all external elements by performing appropriate research is an ideal approach for the Hotel Marriott, so they might be informed of changes to two government rules and new consumer trends that they could incorporate into their hotel. To increase sense of importance and to prevent their preferences from shifting too frequently, it has been demonstrated with instances such as the introduction of events and parties with a limited number of free entries, discounted coupons, and special offers. All the actions performed will assist this hotel in combating the adverse consequences and advancing in the future. Moreover, the hotel can provide value added services to the customer to attract them even more. These services can include providing more comfortable furniture in the rooms, trying to make client-related services more responsive, and other measures that do not cost much to the organization but make the customer feel more valued. Also, the hotel can arrange different activities from time to time that are according to the interests of their clients. For this purpose, they can keep a record of customers’ interests. This can help them to accept the events that are according to the interests of their clients as well. Such measures can help them to engage their regular customers more to the hotel, as they will be interested in attending these events and activities. Thus, overall, this report suggests how Mariott Hotel can take different steps keeping into consideration the interests and preferences of their customers and do not let them change their preference for this hotel. (Abiagam, 2018) Moreover, it also addresses how the managers of this hotel can overcome managerial issues of the organization and engage their employees even more to raise the standards of their services. This can be done by addressing any differences between the staff and within staff and management and closing all the gaps within the hierarchy. 
Introduction
The report's goal is to study all the variables and conditions that affect the Marriott Hotel's hospitality services. The economy and the development of the nation are greatly benefited by this industry. Therefore, any change in economic factors will inevitably influence the financial viability and efficiency of hotels. (Ugurlu, 2020) The main services offered by hotels are lodging, food and drink, party packages, and event organizing. The goal of giving this report, as a management consultant, is to compile and examine the overall operations and managerial standards of Hotel Marriott. By doing this, the managers will identify issues related to their operations and take appropriate actions for combating the challenges and achieving success (Alnawas, 2019)This research will be giving special attention to several issues, including market trends, customer engagement, and epidemics. Applying SWOT analysis, the most effective model for internal dynamics might work. It outlines every conceivable aspect of a hotel as well as the risks that could influence the operations including IT, finance, and human resources departments. Pestle analysis, which will be used to detect external factors and study their positive and negative effects, is also a significant component of this study. Before forming any strategic policies, it is helpful to evaluate external trends and regulatory changes so that they may be understood and considered. The managers will learn about what influences their management function and what needs to be done to create a brighter future through the examination of the SWOT and pestle framework. (M Tariq, 2020). The report will also emphasize the effects of these studies and offer pertinent advice as well as an action plan to support upcoming approaches to solving the issues. So, we will be focusing on providing effective solutions to eradicate the managerial and other issues that can hurt the reputation of the hotel by reducing the standard of services (Huang, 2019)

Scope and Analysis
The hotel is situated in many countries of the world, but we are conducting this research for its franchise in Islamabad, Pakistan. It is situated at Agha Khan Road in the middle of lush green capital. There are a variety of rooms available in the hotel with all forms of luxuries to enjoy during the stay which also include a swimming pool. Also, this hotel offers a very responsive and high-quality service to its clients and is well regarded for its dealing with the clients. Moreover, access to this hotel for booking and other matters is quite easy for the customers because they can easily do it through the internet. However, it has certain issues which include staffing problems and has high operating costs. This report will include PESTLE and SWOT analysis of the hotel Marriott to provide a detailed idea of what factors are affecting the hotel service and how it can improve itself in the future.
PESTLE Analysis
Political Factors:
Tourism Policies: Government assistance for the tourism industry and political stability are essential for the expansion of the hotel. In Pakistan, the political situation is quite unstable which can be unfavorable for the successful operation of Mariott hotel, as tourism policies change as governments change (Ghani, 2019). Also, lack of attention to the implementation of tourism policies do not allow Pakistan to host a large number of international tourists that can be a target market for Mariott hotel.
International Policies: Changes in visa policies and international ties may have an impact on the number of tourists visiting a country. Foreign policies vary with time to time and the views of political party in power changes visa policy in Pakistan as well.
Local Government Laws: The running of the hotel may be impacted by laws governing employment, health and safety, and operations. In Pakistan, local laws are not implemented strongly (Mahesar, 2022), so Mariott hotel will face less scrutiny comparatively.
Economic Factors
Economic Trends: Consumer spending on leisure and travel can be affected by general economic conditions including inflation, recession, and unemployment rates. In Pakistan, there is an economic recession being observed currently (Pakistan Economic Forecas, 2023), so people will not prefer to spend much on the travel and hoteling.
Exchange Rates: Variable exchange rates can increase or decrease the cost of overseas travel. Pakistani currency is quite vulnerable to foreign currencies now especially to USD and currency rates are changing rapidly. (Aaazim, 2021)
Prices of Real Estate: The cost of real estate may have an impact on the hotel's expansion plans. In Pakistan, prices of Real Estate are currently high which means it is difficult to expand for Mariott right now. (Desk, 2023)
Sociocultural Factors
Travel trends that are evolving: Consumer behavior may be impacted by trends like eco-tourism, experiential travel, and solo travel. Tourists in Pakistan are also demanding a change in tourism trends, as they are not attracted to normal hoteling anymore. Hotel Marriott will have to add to the customer experience by adding more features to the hotel.
Changes in Demography: Changes in the population’s age, income, and lifestyle preferences can have an impact on the customer’s demand for hotels.  There is a shift in generation in Pakistan right now which means their preferences will change for hoteling industry.
Cultural Sensitivity: The hotel's ability to cater to diverse cultural norms can influence its popularity. There are many ethnicities and cultural groups living in Pakistan. Marriott must be able to cater for all of them.
Technological Factors:
Online Presence: The efficiency of the hotel's website, social media involvement, and online reservation system might influence its competitiveness. Since pandemic, everyone in Pakistan wants to shift to the internet for everything they are doing. So, Marriott should increase their presence over the internet.
Technology in Operations: Using technology to enhance guest satisfaction and efficiency in areas like housekeeping, food service, and customer service. People in Pakistan are now more aware of the innovative services being provided across the world due to exposure to the internet, so Marriott must focus on this factor.
Cybersecurity: As our reliance on the internet grows, it's more important than ever to take care of data of visitors. Frauds over the internet are on the rise in Pakistan (ABBASI, 2022), so Mariott take care of the data of their customers.
Legal factors
Employer laws: The cost of running the hotel might be impacted by compliance with regional employment rules, requirements for minimum salaries, etc. New laws have been passed in Pakistan for minimum wage, so Marriott must stay updated about any changes made to Employer laws in Pakistan.
Licensing: It's important to follow the rules on licensing for things like food and drink, entertainment, etc. Food inspection agencies have been quite active in Pakistan recently (Agenceis, 2023), so violating these rules can create trouble for Marriott.
Data Protection Regulations: To protect the privacy of its visitors, the hotel must abide by data protection regulations. Cyber Agencies in Pakistan have made effective policies to counter data frauds (TELECOMMUNICATION, NATIONAL CYBER SECURITY POLICY 2021, 2021), so Mariott must stay updated on them.
Environmental Factors
Sustainability Techniques: Employing techniques that are eco-friendly can draw in clients who care about the environment. Awareness about climate change have increased in Pakistan in the recent years, so this can be an important factor to consider.
Climate Changes: Weather conditions can alter tourism seasons due to climate change. and the attractiveness of a destination. Pakistan is facing severe effects of climate changes and this can badly affect Marriott hotel. (Ahsan, 2022)
Local Environmental Regulations: Compliance with local environmental laws and regulations can impact the hotel's operations and reputation. Marriott should follow the laws made by municipal corporations in Pakistan at local level to counter pollution and environmental damage.
Through this analysis which gives a quick overview of the outside influences that could have an impact on Marriott hotel. It should be updated frequently to reflect altering circumstances and aid the hotel in adjusting its strategy.
SWOT Analysis
Strengths:
Global Presence: The hotel may draw a wide range of guests due to its presence in several different nations.
Strong Brand Image: The hotel's track record for high-quality products and services may foster repeated transactions and customer retention.
Integration of technology: The hotel offers its guests greater convenience through the effective use of technology in its operations, including an effective online booking platform.
Weaknesses:
High Operating Costs: Keeping up with large personnel, premises in desirable locations, and high levels of service can be expensive.
Dependency on Season: This hotel like other ones may be greatly influenced by the tourism season, resulting in variable earnings.
Limited Localized Offering: Because the hotel is part of a worldwide chain, it can lack the distinctive local flavor that certain tourists want, and which boutique hotels offer.
Opportunities:
Eco-Tourism Trend: By introducing ecological procedures, the hotel can draw in guests who are concerned about the environment as eco-tourism gains prominence.
Growth in Emerging economies: As the middle class expands, there are prospects for growth in developing countries.
Partnerships: There is a chance to work with regional companies to provide unique experiences that will enhance the hotel's services.
Threats:
Economic Instability: Travel can decline during times of recession, which can have an impact on hotel occupancy rates.
High Competition: Competition is fierce in the hotel industry, where there are many foreign and regional competitors. Online marketplaces like Airbnb also pose a problem.
Pandemics & Natural Disasters: The tourism business can be severely impacted by pandemics, health crises (such as the COVID-19 pandemic), and political unrest.
Through this SWOT analysis that gives a quick overview of the internal and external variables that could have an impact on Marriott hotel. It should be used to help the hotel make use of its advantages, address its shortcomings, seize chances, and lessen risks.
Main Body
The Marriott Hotel in Islamabad, Pakistan, was the subject of an investigation that yielded important insights into the factors and circumstances that influence the hotel's hospitality services. By addressing both the good and unfavorable factors discovered throughout the research, this part seeks to provide a fair assessment of the hotel's operations. Additionally, creative solutions to enhance the operation will be suggested, taking a variety of management approaches into account.
Positive Aspects and Areas of Excellence:
The Marriott Hotel has a few strengths and areas of competence. The hotel's dedication to providing top-notch customer service is one of its significant strengths. The abundance of complimentary comments and repeat business are signs of the superior service offered by the hotel employees. The attentiveness, professionalism, and kind demeanor of the hotel staff are valued by guests and help to create a special stay.
The employee training program may be improved to increase customer service. There could be loopholes in the hotel's training program or methods right now. (Ramesh Neupane, 2002) The Marriott Hotel can determine which elements of the training program need to be improved by doing a thorough assessment of it. Modules that emphasize problem-solving, effective communication, and customer service can be included in the training program to help staff members perform better when it comes to exceeding guests' expectations. Employees should have access to ongoing training and development opportunities to keep current on market trends and best practices.
In addition to providing excellent customer service, Marriott Hotel has successfully used marketing techniques. (sumaya, n.d.)These tactics have elevated the hotel to a top tourist attraction in Islamabad and drawn a sizable number of visitors. The hotel's marketing strategies successfully highlight its distinctive qualities, including its cutting-edge fitness centers, creative dining options, and leisure activities. The hotel may increase its target market and take advantage of new trends in the hospitality sector by leveraging these effective marketing efforts. The Marriott Hotel can keep its competitive edge by regularly observing market trends and adjusting marketing strategies.
The hotel's cutting-edge facilities are another area of distinction. Modern fitness centers, distinctive eating options, and leisure activities all enhance the entire visitor experience. These features set the Marriott Hotel apart from other hotels and draw visitors looking for an exceptional stay. The hotel's brand image may be further improved by highlighting these aspects in marketing campaigns and emphasizing them prominently on the hotel's website and social media channels.
Negative Aspects and Areas for Improvement:
While the Marriott Hotel has many positive qualities, there are still some things that could be done better. Inconsistencies in housekeeping services, ineffective operating procedures, and poor technology integration were exposed by the investigation.

There have occasionally been concerns about inconsistent cleanliness and upkeep in the housekeeping services. The Marriott Hotel should think about putting standardized housekeeping practices in place to solve this problem. These procedures would guarantee uniformity in the caliber and cleanliness of all guest rooms and public areas. The necessary standards can also be maintained with the use of routine inspections and housekeeping staff training programs. Furthermore, encouraging housekeeping personnel to maintain high standards of cleanliness may be accomplished by establishing a system of performance reviews and prizes.
Another area that needs focus is operational effectiveness. Improved customer satisfaction and cost savings can come from streamlining operating procedures. To automate activities like check-in procedures or inventory management, for instance, the hotel might use technology. By implementing an integrated property management system, operations may be streamlined, and real-time data can be made available for better decision-making. The hotel can make educated judgements regarding inventory management, pricing schemes, and service offers by analyzing data on visitor preferences and purchase trends.
The investigation also indicated the need for improvement in technology integration. The whole visitor experience may be improved by embracing technological improvements like mobile check-in/check-out choices and smart room controls. Investing in data analytics technologies may also give insightful information about visitor preferences, enabling personalized services and niche marketing initiatives. The Marriott Hotel may increase operational effectiveness, enhance guest convenience, and maintain a competitive edge by embracing digital solutions.
Imaginative Ways to Improve Operations:
Creative solutions may be investigated to better improve Marriott Hotel operations. These strategies can help the hotel stand out from its rivals, draw in new consumer groups, and encourage repeat business.
1. Guest Feedback Systems:
Real-time input may be gathered by implementing a visitor feedback system using mobile applications or interactive kiosks. This input may then be analyzed to find areas that need improvement and quickly fix any issues. (Lacalle, 2023)Marriott Hotel can show that it is committed to always enhancing the guest experience by aggressively seeking out customer input.
2. Collaboration with Local Businesses:
Collaboration with nearby establishments and tourist sites can also improve the visitor experience (BizEquals logo, 2023). By collaborating with adjacent eateries, tour companies, or cultural institutions, Marriott Hotel can provide exclusive deals and suggestions to visitors, giving them a thorough understanding of Islamabad. Additionally, these partnerships can strengthen ties to the neighborhood and the local economy.
3. Sustainability Initiatives:
Prioritizing sustainability projects can help the hotel's reputation and draw eco-aware visitors (Curt Mueller, 2020). Marriott Hotel may demonstrate its dedication to environmental stewardship and conform with international sustainability standards by putting into practice energy-efficient practices, waste reduction strategies, and responsible tourist promotion. This might involve taking steps like switching to energy-efficient light bulbs, putting recycling programs into place, saving water, and encouraging local, sustainable suppliers.
4. Staff Training and Development:
The effectiveness of the hotel's operations may be significantly impacted by improving the personnel training and development program (Herrity, 2023). The Marriott Hotel can make sure that all of its staff members have the skills and knowledge required to provide a great service by investing in ongoing training. In addition to technical abilities, training programs can put an emphasis on soft skills including effective communication, problem-solving, and cultural sensitivity. A motivated and engaged workforce may also be fostered by offering possibilities for professional progression and acknowledging employee accomplishments.
5. Technology Integration:
By incorporating technology more deeply into many parts of hotel operations, it is possible to increase productivity and improve the guest experience (Lacalle, The crucial role of technology in hospitality management, 2023). One way to simplify procedures and offer convenience is to develop a mobile app that lets visitors check in, access their rooms, request services, and give comments. By anticipating demands, providing individualized recommendations, and customizing the visitor experience, data analytics and personalization technologies may be used.
6. Personalized Experiences:
Individual visitor preferences may be catered to, and a sense of exclusivity can be created by implementing personalized experiences (Chen, n.d.). The Marriott Hotel can provide customized services, amenities, and suggestions by utilizing visitor data and employing guest profiling tools. This might include designed itineraries based on visitor interests, personalized welcome items, lodging choices, and tailored dining experiences. Personalization may improve customer satisfaction, encourage an enjoyable stay, and raise the possibility of repeat business.
7. Social Media Engagement:
Utilizing social media may have a big influence on how the hotel operates (Guest, 2022). Through social media, Marriott Hotel may actively interact with visitors, answering their questions and praising complimentary comments. The hotel may create an online community and excite potential customers by sharing eye-catching images, publishing information on events, and advertising special deals. The hotel may solve issues in real-time and create future services by using social media channels as a great source of guest input.
8. Cultural Experiences:
Emphasizing Islamabad's unique traditions and culture might help visitors have unforgettable experiences. (Zahid, 2017) To include genuine aspects in its design, décor, and services, Marriott Hotel can work with regional artists, craftspeople, and cultural institutions. This can be done by presenting regional artwork, delivering live performances of folk music, setting up cultural workshops, or giving escorted tours of important historical and cultural sites. Celebrating regional festivals and customs might better acquaint visitors with the area's rich cultural heritage.
9. Enhanced Security Measures:
A safe and secure environment may be created by making an investment in cutting-edge security solutions (Palter, 2022). The Marriott Hotel may establish access control measures, update surveillance systems, and train staff members on security. It can also boost visitor trust to clearly communicate safety precautions, such as contact information and emergency evacuation instructions. The hotel can gain the confidence and loyalty of its visitors by placing a high priority on guest safety.
10. Community Engagement and Corporate Social Responsibility (CSR) Initiatives:
The Marriott Hotel's dedication to social responsibility may be demonstrated by actively taking part in community involvement and CSR programs (Rhou, 2017). The hotel can collaborate with neighborhood nonprofits, plan employee volunteer opportunities, and fund community improvement initiatives. Sustainable behaviors, such as conserving water and energy, buying local goods, or encouraging eco-friendly travel, can improve the local community's well-being and the environment.
Both good and unfavorable elements of the Marriott Hotel's operations in Islamabad, Pakistan, have been highlighted by the research. The hotel can boost visitors’ happiness and keep its competitive edge by capitalizing on its dedication to first-rate customer service, putting in place efficient marketing plans, and utilizing new amenities. To provide a smooth and customized guest experience, difficulties with housekeeping, operational effectiveness, and technology integration must be resolved.
Additionally, Marriott Hotel may improve its operations by using innovative strategies including using technology, collaborating with neighborhood companies, and giving environmental efforts top priority. The hotel can cultivate a knowledgeable and enthusiastic team by consistently investing in staff training and development. Utilizing customer feedback and internet reviews may also give useful information to improve service quality and customer experiences.
The Marriott Hotel in Islamabad can maintain its superior performance in the fiercely competitive hospitality sector by putting these suggested enhancements into practice and remaining abreast of changing customer preferences and market trends. The hotel can maintain its standing as a top destination for both local and foreign visitors by making a commitment to continual improvement.
Overall, Marriott Hotel can assure its long-term success and position itself as a leader in the hospitality sector by taking a balanced approach to tackling areas that need development and putting creative initiatives into practice.
Findings:
Positive and negative features of the Marriott Hotel in Islamabad, Pakistan, are revealed by the investigation's findings. These findings thoroughly evaluate the hotel's operations by offering insightful information about the variables and situations that affect its hospitality services.
The Marriott Hotel's focus on providing top-notch customer service is one of its key advantages. The responsiveness, professionalism, and kindness of the hotel staff have repeatedly drawn compliments from guests and contributed to a unique and memorable visit. The hotel's dedication to providing excellent customer service has led to several positive reviews and repeat business, which reflects the high level of satisfaction among visitors. Overall, customer service at Marriott is excellent. They continuously meet customer expectations and delight consumers with each encounter thanks to their customer experience approach. (Anderson, n.d.)
There are still several areas where the hotel's customer service may be enhanced. Employee training might be improved to emphasize problem-solving, effective communication, and customer service abilities. A comprehensive evaluation of the training program might assist pinpoint certain areas that require improvement. The hotel may provide its personnel with the skills they need to go above and beyond for visitors by introducing programs that address these topics. Additionally, ensuring that staff have access to continuing training and development opportunities will guarantee that they keep current on industry trends and best practices. Your customer service not only serves as a means of resolving any issues and grievances for your visitors, but it also serves as a representation of your establishment. As a result, it greatly influences how your guests see you. (Daoust, The importance of customer service in the hospitality industry, 2021)
Only a few of Marriott's marketing tactics are listed below. One aspect of Marriott's distinctiveness is its genuine concern in making a guest's experience, both on and off property, a positive and rewarding one. (Tables, n.d.) The Marriott Hotel has effectively positioned itself as a popular tourist destination in Islamabad via the use of marketing strategies. Its marketing initiatives have successfully emphasized the hotel's unique features, including its state-of-the-art fitness centers, innovative dining selections, and recreational activities. The hotel may increase its target market and take advantage of new trends in the hospitality industry by utilizing these effective marketing techniques. The Marriott Hotel will be able to keep up its competitive edge with regular market trend monitoring and marketing strategy modifications.
The hotel's prominence in industry is a result of its state-of-the-art amenities. The Marriott Hotel stands out from its rivals because of its cutting-edge fitness facilities, distinctive dining selections, and fun recreational opportunities that improve the entire guest’s experience. The hotel's brand image may be further improved by highlighting these elements prominently in marketing campaigns, on the hotel's website, and social media platforms. This will draw guests looking for an outstanding and one-of-a-kind experience. Being the most beloved company in the world underlines Marriott's commitment to excellence in customer satisfaction, innovation, and ongoing expansion, with the goal of differentiating itself as a leader in the international hospitality sector. (Gitnux, 2023)
However, the inquiry also identified certain areas that need improvement. Concerned areas included inconsistent cleaning services, insufficient operating processes, and inadequate technological integration.
There have been sporadic complaints regarding the cleaning services' poor maintenance and cleanliness. The Marriott Hotel should think about developing standardized cleaning procedures to resolve this problem and guarantee consistency in the level and cleanliness of all guest rooms and public areas. Regular inspections and cleaning staff training programs can assist uphold the necessary standards. Implementing a system of performance evaluations and awards can also motivate cleaning staff to continually sustain high levels of cleanliness. Exceedingly inadequate maintenance of electric systems, particularly in public buildings and commercial plazas around the nation, which, if not treated to regular maintenance, might result in a serious accident. (Kureshi, 2009)
Another area that requires development is operational effectiveness. Streamlining business processes may increase customer satisfaction and save costs. Utilizing technology to automate check-in processes or manage inventories can improve operational effectiveness. Real-time data availability for better decision-making would be made possible by the implementation of an integrated property management system. Informed decisions on inventory management, pricing strategies, and service offerings may be made by the hotel with the use of data analysis on guest preferences and purchasing trends. In terms of revenue from 2018 to 2019, Marriott International, a reputable global hotel and tourist firm, is well ahead of its rivals. However, in 2020, Covid-19 had a significant negative influence on the company's operations. (Jiang)
The research also made clear the need for better technological integration. By implementing technological developments like mobile check-in/check-out choices and smart room controls, the Marriott Hotel can improve the entire guest experience. Investing in data analytics tools may offer insightful information about visitor preferences, enabling personalized services and niche marketing campaigns. Adopting digital solutions will keep a competitive advantage in the market while also improving operational efficiency and visitor convenience.
The inquiry into the Marriott Hotel in Islamabad produced results that, in sum, show both areas of strength and those that need development. The hotel deserves praise for its commitment to providing first-rate customer service, successful marketing tactics, and state-of-the-art amenities. Issues with cleaning services, operational efficiency, and technological integration should be addressed to improve the hotel's performance and visitor happiness. The Marriott Hotel can maintain its position as a top player in the cutthroat hospitality market by introducing standardized cleaning practices, reducing operational processes, and embracing technology. The hotel's long-term performance will depend on ongoing market trend analysis, personnel training and development, and a relentless focus on client happiness.
Action Plan:
The Marriott Hotel can put in place a thorough action plan to address the areas for improvement noted in the report. The staff training program should first and foremost be improved. A comprehensive evaluation of the current curriculum, the identification of any gaps, and the addition of modules on problem-solving, effective communication, and customer service may all help achieve this. Regular seminars, training sessions, and performance reviews help ensure that staff members have the knowledge and abilities to go above and beyond for customers.
The hotel should implement standardized housekeeping procedures to solve issues with cleanliness and maintenance. This may entail creating explicit instructions and checklists for housekeeping staff, doing routine inspections, and putting in place a procedure for disclosing and quickly addressing difficulties. Systems for recognizing and rewarding performance may also be used to encourage and incentive housekeeping employees to constantly uphold high standards.
The hotel's operations must include technology throughout to increase operational performance. The hotel must invest in integrated property management systems that streamline data analysis, inventory management, and check-in processes. This will optimize consumer pleasure, streamline processes, and give real-time data for decision-making. Smart room controls and mobile check-in/check-out options can also improve visitor convenience and raise their experience overall.
The hotel should place a high priority on marketing technology integration. The Marriott Hotel can learn a lot about visitor preferences and behavior by investing in data analytics tools. This data may be utilized to create focused marketing efforts, provide personalized services, and enhance pricing and inventory management techniques.
The Marriott Hotel should set up a schedule with clear checkpoints and provide enough funds for training, technological integration, and process improvement to guarantee the action plan's effective execution. It will be essential to regularly monitor and evaluate progress to spot problems and make the required corrections.
The Marriott Hotel will be able to address the areas for improvement, improve customer service, maintain high levels of cleanliness, maximize operational performance, and use technology to create a remarkable guest experience by adhering to this action plan. These activities will boost the hotel's image, draw in a larger clientele, and establish it as a dominant force in the cutthroat hospitality market.
Recommendations:
Several important recommendations may be made to further enhance the operations and guest experience at the Marriott Hotel based on the results and the suggested action plan. First and foremost, hotel management must place a high priority on consistent and continuous communication with both customers and staff. This may be accomplished by putting in place feedback systems, including guest satisfaction surveys and employee suggestion programs, to collect insightful information and fix any problems as soon as they arise.
A culture of invention and constant development must also be promoted. The hotel should recognize and praise personnel for coming up with innovative ideas and putting them into practice. Employee involvement and ownership may result from this, making the workplace more dynamic and customer focused.
To improve the entire guest experience, the Marriott Hotel should aggressively form alliances and collaborate with regional companies and organizations. The hotel may position itself as a center for exploring the area and creating special experiences for its guests by providing information about surrounding sites, organizing local excursions or events, or offering collaborative promotions.
Conclusion:
The evaluation's results indicate areas where the Marriott Hotel's operations and guest experience might be improved. The hotel may improve customer service, uphold strict cleaning standards, maximize operational performance, and use technology to leverage the recommended steps by putting the proposed action plan into practice.
The hotel may address the highlighted areas for improvement and make sure that all staff members have the skills and resources they need to satisfy guests' expectations through employee training programs, standardized housekeeping procedures, and technological integration. The hotel may further improve the visitor experience and make it a memorable stay by developing efficient communication channels, encouraging a culture of continuous development, and entering collaborations with neighborhood companies.
The Marriott Hotel may improve its reputation, draw in a larger client base, and establish itself as a dominant force in the competitive hospitality sector with the effective execution of the action plan and the adoption of the suggested measures. The hotel will be successful in continuing to offer top-notch hospitality services for years to come if it prioritizes client happiness and keeps its commitment to excellence.
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