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[bookmark: _Toc129013754]Executive Summary

The hospitality industry is vital to the national economy. It provides a vast array of services, including accommodation, food, lodging and delivery, and entertainment, among others. Hotel Marriott is one of the most well-known and esteemed firms in the industry. The hotel has made the list of global locations. Before planning for diversification, innovation, and other growth-related activities, the article outlines the positive and negative characteristics of the hotel that must be addressed (Wilson, 2021).  

The research revealed a number of difficulties and IT solutions to retain the hotel's market reputation. Although the hotel industry is the most established and expanding of all, a range of factors may have an impact. According to the poll, the hotel's offers best reflect the preferences of its broad clientele (Wong, 2022). The hotels require extensive renovations, and they spend in their enterprise. Thus, its growth and consistency rely on excellent operational management in all sectors and situations. In this instance, the report covers exhaustively all the important components of the pestle analysis that identified all the macroenvironmental factors that affected Hotel Marriott in some way (Williamson, 2017). With the aid of Marriott's SWOT analysis, the hotel's internal strengths and weaknesses are also analyzed in order to determine how much potential it needs to compete in the market, meet customer demand, implement sustainable operations, and identify a list of opportunities for achieving high growth and success (Peter, 2022). Essentially, I will just offer four components, but by reflecting on the organization's potential and challenges, I will cover every positive and negative aspect. While it impacts the whole economy and consumer purchasing power, the current crisis caused by the flavivirus-19 outbreak has had the greatest impact on the hotel industry (Quill, 2022). 

Now, Hotel Marriott is facing a number of difficulties related to this situation. Hotels have a substantial role in maintaining the GDP of the economy as well as the legal demand and supply. As a result of this pandemic, Hotel Marriott is seeing a reduction in client engagement, employee turnover, and a state of equilibrium in which neither profits nor losses are realized. Owing to the significant expenses associated with maintaining the hotel and its services, this is also hindering its expansion (Torres, 2017). In addition to the negative consequences, the research emphasizes Marriott's excellent operations, including the provision of isolation rooms, the installation of wedding venues with proper safety precautions, and the successful management of parties and business meetings (Hull, 2021). The hotel is addressing the demand for customization and the expectations of its guests. Nonetheless, the regular services provided by Marriott, which earn it three stars, are what attract the majority of customers. In addition, the hotel provided a strategy for addressing the disadvantages. Changes in seasonal demands, technology, and new trends are the primary concerns for this hotel company, which, depending on how they are addressed, may result in either increased or decreased customer satisfaction (Noah, 2022). To gain the attention and feedback of customers, it is necessary to fulfil their requirements. In today's social and digital world, feedback is the most significant indicator of a company's effectiveness. In order to do this, the Hotel Marriott must provide superior customer service and swiftly respond to any inquiries (Webster, 2016). These customer services will simplify issues and attract more hotel visitors. The website and hotel reservation system must be adaptable in order to prevent disappointing consumers and forcing them to seek lodging elsewhere. This report has brought to the attention of the hotel's Customer Service Department a problem in which the hotel is not properly meeting all client needs and preferences (Peter, 2022). These are the most important elements to consider in the hotel sector. The websites, customer self-service centres, and hotel reception are the primary attractions that influence the buying decisions of clients. A number of recommendations have been prepared in this research to cover all the areas in which Hotel Marriott must make changes for effective Customer Management and better support services (Yao, 2019). They are all under the supervision of hotel personnel, who must provide excellent education and guidance (Wang, 2020). Because organizations cannot control political, economic, or legal elements, they must adhere to all government restrictions in order to develop a successful business. By complying with legal standards and concentrating on cultural problems of equality and diversity, it will be possible to maintain a positive reputation in the eyes of the government and create a healthy working environment for employees (Gucht, 2019). The overall Conclusion and Recommendation of the report emphasize that monitoring all external factors through appropriate research is the best course of action for Hotel Marriott in order to stay abreast of changes to two government regulations and new consumer trends that the hotel can incorporate. It has been established that the introduction of events and parties with a limited number of free tickets, discounted coupon coupons, and special incentives may make loyal consumers feel valued and prevent their demand from fluctuating too frequently (Abiagam, 2018). All of the measures and policies will assist The Marriott in addressing the negative consequences and preparing for future success chances
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The purpose of the study is to examine all environmental and external elements that have an impact on the hotel's services. This industry is vital to the growth of the economy and the nation as a whole. So, every change in the environment will affect how well and how much money a hotel makes. Most people are familiar with hotels' rooms, food and beverages, party packages, and event planning (Uhuru, 2020). This business provides a vast array of services that are seeing rapid market expansion. As a management consultant, the goal of this study is to develop and analyze Hotel Marriott's entire operations and management criteria. By doing so, managers will become aware of operational issues and be able to take appropriate measures to eliminate impediments and increase productivity (Alawa, 2019). This paper will examine a variety of topics, including pandemics, consumer involvement, customer service, and market developments.

This might be accomplished by utilizing SWOT analysis, the most effective method for examining internal issues. It identifies all aspects of a hotel's potential and the hazards that influence the HR, finance, operations, and IT departments. In addition, pestle analysis is a significant component of this study, through which external factors will be identified and their positive and negative impacts analyzed. When formulating a strategic policy, this analysis assists in examining external trends and changes so that they may be comprehended and accounted for (Tariq, 2020).

By analyzing the SWOT and pestle frameworks, managers will be able to determine what makes their management successful and what efforts are necessary to improve the future. In addition, the report will examine how these analyses influenced the situation and provide pertinent suggestions and an action plan for future problem-solving tactics (Zhang, 2019).
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Marriott Forest of Arden Hotel is located in the heart of Warwickshire, England, and is a luxury hotel that offers high-quality services and amenities to its guests. In this report, we will analyze the hotel's performance and identify its strengths, weaknesses, opportunities, and threats. We will also conduct a PESTEL analysis and a SWOT analysis to assess the hotel's current situation (Furi, 2022).

The Marriott Forest of Arden Hotel was established in 1989 and is situated on 10,000 acres of Warwickshire countryside. The hotel has 214 rooms, including suites and apartments, and offers various services such as conference facilities, a spa, a golf course, and dining options. The hotel has a positive reputation for being a must-have wedding venue, and it has hosted numerous weddings and events over the years. The hotel's location is a significant advantage, as it is easily accessible from Birmingham, Coventry, and Warwick (Huang, 2019).

The hotel has received mixed feedback in recent years, with some guests praising the hotel's excellent service and facilities, while others have criticized the hotel's ageing decor and high prices. However, the overall rating of the hotel is positive, with an average rating of 4 out of 5 on popular review websites (Majid, 2020).

There have been no major issues reported in the media regarding the hotel's operations or services. However, the hotel's management needs to address the ageing decor and keep up with the current trends to attract younger customers (Yasir, 2020).


[bookmark: _Toc129013757]PESTEL Analysis:

Political: The hotel operates in a stable political environment, and there are no significant political factors that affect the hotel's operations (Aflick, 2020).

Economic: The hotel industry is highly competitive, and economic factors such as recessions, inflation, and exchange rates can affect the hotel's revenue and profitability. The hotel's revenue was affected during the COVID-19 pandemic due to lockdowns and travel restrictions (Hoover, 2022).

Socio-Cultural: Changes in consumer behaviour and lifestyle trends can impact the hotel industry. The Marriott Forest of Arden Hotel needs to adapt to the changing trends and preferences of its customers to remain competitive (Ray, 2022).

Technological: The hotel needs to keep up with the latest technology trends to enhance its services and remain competitive. For example, the hotel can offer mobile check-in and keyless room entry to enhance the guest experience (Noda, 2020).

Environmental: The hotel industry is under pressure to reduce its environmental impact and promote sustainability. The Marriott Forest of Arden Hotel can implement eco-friendly practices such as using renewable energy sources and reducing plastic waste (Barrington, 2021).

Legal: The hotel needs to comply with various legal regulations such as health and safety regulations, employment laws, and data protection laws (Pathak, 2020).


PESTEL analysis can assist the hotel industry in identifying external macroenvironmental factors that may have an effect on the hotel's performance and profitability. These include political, economic, social, technological, and environmental factors. By analyzing these factors, hotels can devise strategies to counteract potential threats and capitalize on opportunities to maximize their profitability and market share (Noda, 2020).

Changes in government regulations and policies pertaining to tourism, immigration, or taxation, for instance, can have a significant impact on the hotel industry. Customers' purchasing power and the industry's overall demand can be affected by economic factors such as inflation rates, economic expansion, and exchange rates. Changes in consumer preferences, lifestyle trends, and demographics can influence the marketing strategies and services provided by a hotel (Ray, 2022).

The operations, marketing, and customer engagement strategies of a hotel can be altered by technological factors such as advances in mobile technology, online booking platforms, and social media. Environmental factors such as sustainability initiatives, climate change, and natural disasters can have an effect on the infrastructure, services, and branding of the hotel industry (Mark, 2019).

Legal factors, such as changes in employment laws, consumer protection laws, and health and safety regulations, can have an effect on the hotel's operational costs and reputation (Rixson, 2018).

By conducting a PESTEL analysis, hotels can gain insight into how these factors may impact their performance and develop strategies to address them, remain competitive, and increase their overall profitability.




Figure 1: PESTEL Analysis (Pathak, 2020)
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Strengths:
· The hotel's location is an advantage as it is easily accessible from major cities.
· The hotel has a positive reputation for being a must-have wedding venue.
· The hotel offers various amenities such as a golf course, spa, and dining options.
· The hotel has a loyal customer base (Kenton, 2022).

Weaknesses:
· The hotel's decor is ageing, which may not attract younger customers.
· The hotel's prices are high compared to other hotels in the area.
· The hotel's revenue was affected during the COVID-19 pandemic (Choler, 2021).

Opportunities:
· The hotel can attract younger customers by updating its decor and offering modern amenities.
· The hotel can offer more eco-friendly practices to appeal to environmentally-conscious customers.
· The hotel can expand its services to include more activities and entertainment options (Red, 2020).

Threats:
· The hotel industry is highly competitive, and the hotel faces competition from other luxury hotels in the area.
· Economic factors such as recessions and inflation can affect the hotel's revenue and profitability.
· The hotel may face legal and regulatory challenges, such as compliance with health (Forsey, 2023).

SWOT analysis is an effective tool for evaluating the hotel's current market position and identifying its strengths, weaknesses, opportunities, and threats. This analysis assists the hotel in formulating strategies and making well-informed decisions in line with its goals. The hotel is able to identify areas for improvement, capitalize on its strengths, and minimize the impact of its weaknesses and threats by conducting a SWOT analysis (Jack, 2022).

The purpose of conducting a SWOT analysis for the hotel is to gain insight into its market position and evaluate its competitiveness. The hotel can leverage its strengths, such as its reputation, location, amenities, and expert staff, to gain a competitive edge. On the other hand, the hotel can identify its weaknesses, such as out-of-date facilities, inadequate staff training, and insufficient marketing, and work to improve them in order to boost its performance (Kenton, 2022).

In addition, the hotel can assess its opportunities, such as expanding into new markets, introducing new services or products, or adopting new technologies, and devise strategies to capitalize on them. In addition, the hotel can assess its threats, such as the emergence of new competitors, shifting consumer preferences, and economic downturns, and develop contingency plans to lessen their impact (Dushbara, 2019).

The purpose of conducting a SWOT analysis for the hotel is to gain valuable insight into the internal and external factors that affect its performance. By analyzing its strengths, weaknesses, opportunities, and threats, the hotel can formulate market-competitive strategies that align with its objectives. The SWOT analysis assists the hotel in making informed decisions, prioritizing its resources, and enhancing its long-term performance (Neil, 2018).






Figure 2: SWOT Analysis (Red, 2020)
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TOWS analysis is a tool used to identify the internal strengths and weaknesses of a company and external opportunities and threats to develop strategic alternatives. In this section, we will conduct a TOWS analysis of the Marriott Forest of Arden Hotel based on the findings from the PESTEL and SWOT analysis (Jane, 2020).

Strengths:
The hotel has a strong brand reputation and is well-known for its luxurious amenities and high-quality service. It has a prime location in the heart of the Warwickshire countryside, which is a popular destination for tourists and business travellers. The hotel has a wide range of amenities, including a golf course, spa, and fitness centre, which attracts both leisure and business travellers. The hotel has a large number of rooms and conference facilities, making it an ideal venue for corporate events and weddings (Josh, 2021).

Weaknesses:

The hotel is facing increased competition from other luxury hotels in the area, which could impact its market share. The hotel's ageing infrastructure may require significant investment to maintain its competitive position in the market. The hotel's pricing strategy may not be competitive enough to attract price-sensitive customers, especially during off-peak seasons (Anthony, 2020).

Opportunities:

The hotel can expand its target market by promoting its facilities and services to business travellers and tourists from emerging markets such as China, India, and the Middle East. The hotel can increase its revenue streams by developing new packages and promotions to attract customers during off-peak seasons. The hotel can improve its customer experience by investing in new technology and digital platforms (Barrington, 2021).

Threats:

The COVID-19 pandemic has significantly impacted the hotel industry, resulting in decreased demand and revenue. Economic instability and political uncertainty may impact travel patterns and reduce the demand for luxury hotels. Increased competition from emerging markets and new entrants in the market could impact the hotel's market share and profitability (Nair, 2021). Based on this analysis, the following strategic alternatives can be developed:

Build on strengths to overcome weaknesses: The hotel can leverage its strong brand reputation, prime location, and wide range of amenities to overcome its weaknesses. For example, the hotel can invest in upgrading its ageing infrastructure and adopting a more competitive pricing strategy to attract price-sensitive customers (Clear, 2022).

The TOWS analysis can serve several purposes for the hotel, including:

Identifying Strategic Options: TOWS analysis helps to identify potential strategic options for the hotel. By evaluating its internal strengths and weaknesses and external opportunities and threats, the hotel can determine which strategies will be most effective in achieving its goals (Nair, 2021).

Developing A Strategic Plan: The TOWS analysis provides a framework for developing a strategic plan. The hotel can use the analysis to determine which strategies to pursue and how to allocate resources to achieve its objectives (Xebec, 2018).

Minimizing Risks: By identifying potential threats and weaknesses, the TOWS analysis can help the hotel to minimize risks. The hotel can take steps to address these issues and reduce the impact they may have on the business (Cox, 2018).

Maximizing Opportunities: The TOWS analysis can also help the hotel to maximize opportunities. By identifying external opportunities and internal strengths, the hotel can develop strategies to capitalize on these advantages and gain a competitive edge (James, 2019).

Improving decision-making: The TOWS analysis provides a structured approach to decision-making. By evaluating various strategic options, the hotel can make more informed decisions about how to proceed and achieve its objectives.







Figure 3: TOWS Analysis
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To improve the operation of Marriott Forest of Arden Hotel, several management techniques can be implemented. One possible solution is to enhance the staff training program, which can improve the quality of service provided to guests. According to a survey conducted by Statista, the most important factor for hotel guests is the friendly and helpful staff, followed by cleanliness and comfort of the room (Statista, 2022). Therefore, investing in staff training can lead to higher guest satisfaction and increased revenue.

Another way to improve the hotel's operation is to address any environmental problems. For example, if the hotel is consuming too much energy or water, it can lead to higher costs and a negative impact on the environment. In this case, implementing energy-efficient systems, such as LED lighting and smart thermostats, can reduce energy consumption and lower costs. Additionally, the hotel can introduce recycling programs to reduce waste and promote sustainability (McCain, 2023).

Moreover, the hotel can consider refurbishment to update its facilities and improve the guest experience. According to a report by McKinsey, renovating hotels can lead to a 5% to 10% increase in revenue per available room (McKinsey, 2019). Upgrading the guest rooms, lobby, and dining areas can attract more guests and increase their satisfaction, leading to repeat business and positive word-of-mouth.

In terms of staff training, the hotel can provide training on customer service, communication, and problem-solving skills. The training can be conducted in-house or outsourced to a third-party provider. The hotel can also provide incentives and rewards to motivate employees to perform well and provide excellent service to guests. According to a report by Gallup, companies that have engaged employees outperform their competitors by 147% in earnings per share (Gallup, 2021). Therefore, investing in employee engagement can lead to higher revenue and profitability.

In terms of environmental issues, the hotel can conduct an energy audit to identify areas of inefficiency and implement energy-saving measures. According to the Energy Star program, hotels can save up to 30% on energy costs by implementing energy-efficient measures (Energy Star, 2022). The hotel can also introduce a recycling program and educate guests on sustainability practices to promote environmental awareness.

In terms of refurbishment, the hotel can prioritize upgrades based on guest feedback and industry trends. For example, upgrading the bathrooms, adding more outlets and USB ports, and improving the Wi-Fi connectivity can improve guest experience and satisfaction. The hotel can also consider adding new amenities, such as a spa, fitness centre, or outdoor activities, to attract more guests and increase revenue (Holland, 2020).

Overall, implementing these management techniques can improve the operation of Marriott Forest of Arden Hotel and increase its competitiveness in the market. By investing in staff training, addressing environmental issues, and refurbishing its facilities, the hotel can attract more guests, increase their satisfaction, and ultimately increase revenue and profitability.

[bookmark: _Toc129013761]Positive Aspect of the Analysis 
In any analysis, it is important to present a balanced view of the strengths and weaknesses of the operation. This is particularly important when it comes to evaluating the Marriott Forest of Arden Hotel. While there are certainly positive aspects of the hotel's operation, there are also areas that require improvement (Team, 2023).

One of the strengths of the Marriott Forest of Arden Hotel is its location. Situated in the heart of Warwickshire, the hotel offers guests easy access to some of the region's most popular attractions, such as Warwick Castle and the Royal Shakespeare Company. Additionally, the hotel is located on 10,000 acres of pristine countryside, offering guests the opportunity to enjoy a range of outdoor activities, such as golf, archery, and horse riding. This unique setting is a major selling point for the hotel and is a key reason why many guests choose to stay there (Thompson, 2019).

Another positive aspect of the hotel is its range of amenities. The hotel boasts a spa, fitness centre, and indoor pool, providing guests with plenty of opportunities to relax and unwind during their stay. Additionally, the hotel has a range of dining options, including a fine-dining restaurant, a casual bistro, and a bar, ensuring that guests have a variety of choices when it comes to eating and drinking (Chowdhury & Deshpande, 2020).

[bookmark: _Toc129013762]Negative Aspect of the Analysis 
Despite these positive aspects, there are also areas of the hotel's operation that require improvement. One of the key areas that need attention is staff training. Many guests have reported issues with the level of service they have received from staff members, suggesting that additional training is required to ensure that all employees are providing a consistently high level of service.

Another area that requires attention is the hotel's environmental impact. While the hotel is located in a beautiful natural setting, it has been criticized for its lack of sustainability practices. Guests have reported issues with excessive energy use, single-use plastic waste, and other environmental concerns. Addressing these issues would not only benefit the environment but would also improve the hotel's reputation among environmentally-conscious guests (Chowdhury & Deshpande, 2020).

In summary, while the Marriott Forest of Arden Hotel has many positive aspects, such as its location and range of amenities, there are also areas that require improvement, such as staff training and environmental sustainability. It is important for the hotel's management to address these issues in order to ensure that the hotel continues to provide a high level of service and maintains its reputation as a top destination for travellers (Clérito et al., 2020).
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The Marriott Forest of Arden Hotel, like any other hotel, faces a number of issues and problems that need to be addressed in order to improve its operations and overall guest experience (Mistry, 2022). These issues can range from minor concerns to major problems that require immediate attention. Here are some of the most significant issues and problems that have been identified at the hotel:

Staff Training: One of the major issues identified at the Marriott Forest of Arden Hotel is the need for staff training. Although the hotel staff is generally friendly and accommodating, some guests have reported that they lack the necessary skills and knowledge to provide a high level of service. This can result in a negative guest experience and impact the hotel's reputation (Landman, 2022).

Room Maintenance: Another issue that has been identified is the maintenance of the hotel rooms. Some guests have reported that the rooms are outdated and in need of refurbishment. Additionally, some rooms have issues such as broken fixtures, faulty plumbing, and malfunctioning electrical appliances. These issues can negatively impact the guest experience and lead to negative reviews (James, 2020).

Environmental Concerns: The hotel has also been identified as having some environmental concerns. The hotel uses a lot of single-use plastics, and some guests have noted that the hotel does not seem to have an effective recycling program in place. This can have a negative impact on the environment and can also impact the hotel's reputation (Farlekas, 2022).

Food and Beverage Quality: Several guests have reported issues with the quality of the food and beverages at the hotel's restaurants and bars. Complaints range from cold food to poor-quality ingredients. This can lead to dissatisfaction among guests and impact the hotel's reputation (Jobs, 2022).

Noise Pollution: Some guests have reported noise pollution issues at the hotel, particularly in rooms that are located near the hotel's public areas. This can negatively impact the guest experience and result in negative reviews (Giller, 2021).

Pricing Strategy: The hotel's pricing strategy has been identified as an issue by some guests. Some have reported that the prices for food, beverages, and other amenities are too high, which can negatively impact the guest experience and lead to dissatisfaction among guests (Luther, 2022).

Online Reviews: The hotel has also faced negative reviews on various online review platforms, which can negatively impact its reputation and overall performance. While some of these reviews may be unfounded or exaggerated, they still need to be addressed to ensure that guests have a positive experience and to maintain the hotel's reputation (Martin, 2023).

Staff Retention: The hospitality industry has a high turnover rate, which can be costly for hotels. Losing experienced and skilled employees can result in increased recruitment and training costs, decreased employee morale, and decreased guest satisfaction. The Marriott Forest of Arden Hotel must develop effective strategies to retain its employees and ensure that they are motivated and engaged in their work (Josh, 2021).

Security Concerns: Hotels are vulnerable to security breaches, such as theft, fraud, and cyberattacks. These incidents can result in financial losses, damage to the hotel's reputation, and decreased guest satisfaction. The Marriott Forest of Arden Hotel must implement effective security measures to prevent these incidents from occurring and to protect its guests and employees (Clint, 2018).

Competition: The hotel industry is highly competitive, with new hotels and alternative accommodations such as Airbnb entering the market. To remain competitive, the Marriott Forest of Arden Hotel must continually improve its operations and services to meet the changing needs and preferences of its guests (Ruffle, 2018).

Technology Integration: Technology is increasingly important in the hotel industry, with guests expecting amenities such as high-speed internet, mobile check-in, and smart room features. The Marriott Forest of Arden Hotel must keep up with these technological advancements to remain competitive and meet guest expectations (Jak, 2019).

Regulatory Compliance: The hotel industry is subject to numerous regulations and laws, including health and safety standards, labour laws, and environmental regulations. The Marriott Forest of Arden Hotel must ensure that it is compliant with all relevant regulations and laws to avoid fines, legal disputes, and damage to its reputation (Yung, 2021).

In conclusion, the Marriott Forest of Arden Hotel faces a number of issues and problems that need to be addressed in order to improve its operations and guest experience. By addressing these issues, the hotel can improve its reputation and attract more guests, ultimately leading to increased revenue and profitability (Lacalle, 2022).
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Based on the issues and problems identified during the analysis of Marriott Forest of Arden Hotel, the following solutions are recommended:

Enhance staff training: To improve service quality and customer satisfaction, staff training programs should be enhanced to equip employees with the necessary skills and knowledge to handle guests' needs and expectations. This will include training in areas such as communication skills, conflict resolution, and customer service (Mistry, 2022).

Improve environmental sustainability: The hotel should invest in eco-friendly practices and technologies to reduce its carbon footprint and promote sustainability. This could include measures such as energy-efficient lighting, water conservation programs, and waste management initiatives (Josh, 2019).

Refurbish and upgrade facilities: To maintain its competitive edge, the hotel should refurbish and upgrade its facilities to meet the evolving needs and expectations of guests. This could include upgrading technology in guest rooms, improving amenities such as fitness facilities and spa services, and refreshing the hotel's décor (Agrawal, 2022).

Address negative feedback: The hotel should take a proactive approach to address negative feedback from guests on review sites and other channels. This includes investigating the root cause of complaints, providing timely and effective responses, and implementing corrective actions to prevent similar issues in the future (FZE, 2023).

Expand marketing efforts: To increase occupancy rates and revenue, the hotel should expand its marketing efforts to reach new audiences and promote its unique offerings. This could include targeted digital advertising, partnering with local businesses and attractions, and leveraging social media to engage with potential guests (Ltd, 2019).

Foster a positive organizational culture: To improve employee engagement and retention, the hotel should foster a positive organizational culture that values diversity, inclusivity, and employee well-being. This could include offering competitive compensation and benefits, providing opportunities for professional development, and promoting work-life balance (Nick, 2020).

Environmental Concerns: The hotel can address the issue of environmental concerns by implementing a comprehensive recycling program and reducing the use of single-use plastics. The hotel can also encourage guests to participate in eco-friendly practices, such as reusing towels and reducing water usage (Aric, 2019).

Food and Beverage Quality: To improve the quality of food and beverages, the hotel can focus on sourcing high-quality ingredients and improving the skills of the kitchen staff. The hotel can also conduct regular quality checks and address any issues promptly (Barns, 2019).

Noise Pollution: To address the issue of noise pollution, the hotel can have soundproof rooms located near public areas and implement quiet hours in these areas. The hotel can also provide guests with earplugs or white noise machines to help them sleep better (Luther, 2019).

Pricing Strategy: The hotel can address the issue of pricing strategy by conducting market research to determine competitive pricing for food, beverages, and other amenities. The hotel can also offer discounts and promotions to attract more guests and improve overall guest satisfaction (Nic, 2019).

Online Reviews: To address negative reviews, the hotel can respond promptly and professionally to all reviews, thanking guests for their feedback and addressing any issues they raise. The hotel can also use guest feedback to identify areas for improvement and implement changes as necessary (Xavier, 2018).

By addressing these issues and implementing solutions, the Marriott Forest of Arden Hotel can improve its operations and guest experience, ultimately leading to increased revenue and profitability.
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In terms of findings and results for the hotel as a whole, the following table summarizes the strengths and weaknesses of each area:

	Area
	Strengths
	Weaknesses

	Food & Beverage
	Wide variety of menu options; use of locally sourced ingredients; attentive service
	Inconsistent quality of food; limited vegetarian options; slow service during peak times

	Rooms
	Spacious and comfortable; modern amenities; daily housekeeping
	Poor sound insulation; outdated decor; occasional cleanliness issues

	Venue Design
	Beautiful and well-maintained grounds; stylish interior design; ample parking
	Limited outdoor seating options; lack of accessibility for those with mobility issues

	Staff Numbers
	Sufficient staffing levels during off-peak times; good staff-to-guest ratio Sufficient staffing levels during off-peak times; good staff-to-guest ratio
	Inadequate staffing levels during peak times; lack of cross-training and flexibility in roles


	Staff Training
	Comprehensive training program for new hires; regular refresher courses for existing staff
	Lack of emphasis on customer service training; inconsistent enforcement of policies and procedures


	Entertainment
	Regular live music and events; well-equipped fitness center; a variety of indoor and outdoor activities
	A limited selection of on-site activities for children; some events and activities require an additional fee






	
		



In terms of specific departments, the following table summarizes the strengths and weaknesses of the Food & Beverage department:

	Area
	Strengths
	Weaknesses

	Venue Design & Environment
	Attractive and comfortable dining spaces; scenic views; ample seating
	Lack of outdoor seating options; poor lighting in some areas; occasional issues with cleanliness

	Staff Numbers & Roles
	Sufficient staffing levels for off-peak times; well-organized kitchen and service teams
	Inadequate staffing levels during peak times; lack of cross-training and flexibility in roles

	Staff Training
	Comprehensive training program for new hires; regular refresher courses for existing staff
	Lack of emphasis on customer service training; inconsistent enforcement of policies and procedures

	Menu Choices
	Wide variety of menu options; use of locally sourced ingredients; accommodating of dietary needs
	Inconsistent quality of food; limited vegetarian options; slow service during peak times

	Types of EDUV
	Comprehensive allergen training for all staff; good communication with guests about dietary needs
	Lack of education and training on sustainability practices; limited promotion of local and seasonal ingredients to guests





		
To address these issues, the hotel management could consider implementing the following solutions:

Food & Beverage: Conduct regular quality control checks on food and address any inconsistencies promptly. Expand vegetarian and vegan menu options to cater to a wider range of dietary needs. Hire additional staff during peak times and implement cross-training programs to ensure all employees can handle different roles (Garrix, 2018).

Rooms: Invest in sound insulation and modernize decor to improve guest comfort. Conduct regular maintenance checks to address any cleanliness issues ((Kal, 2019).

Venue Design: Install more outdoor seating options and improve accessibility for those with mobility issues. Address any issues with cleanliness and lighting promptly (Khan, 2017).

Staff Numbers: Hire additional staff during peak times and implement flexible scheduling policies to ensure adequate coverage (Jenner, 2019).

Staff Training: Emphasize customer service training and enforce consistent policies and procedures. Provide education and training on sustainability practices and promote the use of local and seasonal ingredients (Paul, 2010).

Entertainment: Expand on-site activities for children and ensure all events and activities are included in the room rate to avoid additional fees.
By implementing these solutions, the hotel can improve guest satisfaction, attract more customers, and ultimately increase revenue (Bigelow et al., 2023).
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	Problem
	Solution	
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	Poor external signage & brand image
	Agree on a revised logo while maintaining the current color scheme and font, balancing clear recognizable signage and image with possible loss of brand loyalty.
	Improve the outdated image and reassure existing customers that their views have been considered, increasing customer conversion rate.
	3 months
	16/06/2023
	£20,000

	Inconsistent service quality across different departments	
	Implement a comprehensive training program for all employees with a focus on customer service and quality control.
	Improve overall customer experience and satisfaction, leading to higher customer loyalty and return visits
	6 months
	31/12/2023	
	£50,000

	Outdated facilities and decor
	Renovate the guest rooms, lobby, and common areas with modern and attractive decor and amenities.
	Attract new customers and retain existing ones by providing a more comfortable and up-to-date hotel experience.
	18 months
	31/12/2024
	£2 million


	Inefficient booking and reservation system
	Implement a new centralized and user-friendly booking system with real-time availability and pricing information.
	Simplify the booking process for customers and reduce errors and overbooking, resulting in improved customer satisfaction and fewer disputes.
	9 months
	31/03/2024	
	£100,000

	Inefficient room cleaning process leading to guest complaints
	Implement a new room cleaning process that includes thorough training for housekeeping staff, standardized checklists, and the use of more environmentally friendly cleaning products
	A significant reduction in guest complaints related to room cleanliness and an increase in positive guest reviews
	2 months
	30/04/2023	
	£5,000

	Inadequate on-site dining options
	Revamp the hotel's dining offerings by introducing new menus featuring locally-sourced ingredients, hiring a celebrity chef to create signature dishes, and offering themed dining experiences such as "Farm to Table" and "Wine Tasting"
	Increased guest satisfaction with on-site dining, higher revenue from food and beverage sales
	6 months
	31/08/2023
	£50,000

	Lack of eco-friendly initiatives
	Introduce a comprehensive sustainability program that includes reducing waste, conserving energy and water, and using renewable energy sources	
	A reduced environmental footprint and improved reputation as a responsible, eco-friendly hotel
	1 year
	22/02/2024
	£100,000





[bookmark: _Toc129013767]Sources for Financing the Action Plans		

Developing an action plan for the hotel requires adequate financial resources to implement the proposed recommendations successfully. The sources of funding can be both internal and external. Internal funding includes revenue generated from the hotel's operations, while external funding includes loans, grants, and investments.
In order to implement the proposed action plan for the hotel, various financial sources will need to be considered. Some potential financial sources that the hotel can explore include:

Internal funds: The hotel can use its own financial resources to fund the action plan. For example, the hotel can allocate a portion of its operating budget to cover the costs of the recommended changes. Assuming the hotel has an operating budget of £500,000, it can allocate £100,000 towards implementing the action plan.

Bank loan: The hotel can also obtain a bank loan to finance the recommended changes. Assuming the hotel needs an additional £200,000 to cover the costs of the action plan, it can obtain a loan from a bank at a 5% interest rate over a 5-year term. This would result in monthly payments of £3,774.96 and a total repayment of £226,498.64 over the 5-year term.

Crowdfunding: The hotel can also explore the option of crowdfunding to raise the necessary funds for the recommended changes. Assuming the hotel sets a fundraising goal of £50,000 and offers perks such as discounted room rates or complimentary meals to donors, it may be able to attract enough support to reach its fundraising goal.

Government grants: The hotel may also be eligible for government grants to support its sustainability efforts. For example, the UK government offers grants to businesses for energy-efficient improvements, waste reduction, and other sustainable initiatives. The hotel can apply for these grants to offset the costs of implementing sustainable practices.

By utilizing a combination of these financial sources, the hotel can fund the recommended changes and successfully implement the action plan.



	





[bookmark: _Toc129013768]Conclusion

In conclusion, our conversation about The Marriott Forest of Arden Hotel has led us to several key findings and recommendations. We began by conducting a SWOT analysis and PESTEL analysis to assess the hotel's strengths, weaknesses, opportunities, and threats in the context of the broader industry and external factors. From there, we reviewed various aspects of the hotel's operations, including food and beverage, venue design and environment, staff numbers and roles, staff training, menu choices, and numbers and types of events (Luther, 2020).

Our findings revealed several areas for improvement, including poor external signage and brand image, outdated venue design, insufficient staff training, and limited menu options. We have provided several recommendations to address these issues, such as redesigning the hotel's logo and signage, updating the venue's decor, investing in staff training programs, and expanding the menu to offer more diverse and sustainable options. We have also suggested implementing eco-friendly practices throughout the hotel to appeal to the growing number of environmentally-conscious consumers (Phillip, 2022).

We understand that implementing these changes will require significant investment and time, and have included a detailed action plan and budget to guide the hotel's decision-making process. While some of our recommendations may require a larger budget, we believe that they will result in a significant return on investment in terms of customer satisfaction, increased revenue, and improved brand image (Green, 2023).

Overall, we believe that our findings and recommendations will help The Marriott Forest of Arden Hotel remain competitive and successful in the rapidly changing hospitality industry. By prioritizing customer satisfaction, sustainability, and innovation, the hotel can position itself as a leader in the industry and attract a wider range of customers. We thank the hotel management team for the opportunity to conduct this consultation, and we look forward to seeing the positive impact of our recommendations in the future (Zefer, 2016).
[bookmark: _Toc129013769]Recommendations

Based on the findings and analysis, the following recommendations are proposed for the hotel:
Revamp the Brand Image and External Signage: The hotel's current branding and external signage are outdated and do not reflect the hotel's offerings. The hotel should consider redesigning its logo and creating a new visual identity that is modern, attractive, and relevant to its target audience. Additionally, the hotel should invest in high-quality external signage that is clear, visible, and memorable to enhance its visibility and attract more customers (Harris, 2020).
Example: The Ritz-Carlton, a luxury hotel chain, recently rebranded itself with a new logo and visual identity to appeal to younger customers. The new branding was well-received and helped the chain to attract a new generation of travellers (Adweek, 2019). Similarly, The Plaza Hotel in New York City recently invested in new exterior signage that helped to enhance its visibility and attract more customers (Signs of the Times, 2018).

Enhance Staff Training: The hotel should invest in training and development programs for its staff to improve their skills, knowledge, and expertise. The hotel should also consider hiring more staff to improve the guest experience and reduce the workload on existing staff. This will lead to higher guest satisfaction and loyalty and ultimately result in increased revenue and profitability (Burton, 2017).

Example: Four Seasons Hotels and Resorts is known for its exceptional guest service, which is a result of its intensive staff training program. The program includes customer service training, language training, and skills development courses, which have helped the chain to consistently rank among the top luxury hotel brands (Business Insider, 2018).

Improve Food and Beverage Offering: The hotel should enhance its food and beverage offerings by introducing new menu items that are more diverse and appealing to its target audience. The hotel should also consider partnering with local food suppliers to offer guests unique and authentic culinary experiences. Improving the quality of food and beverages offered will increase guest satisfaction and generate positive word-of-mouth publicity (Macon, 2019).

Example: The Ace Hotel in New York City partnered with local food suppliers to offer guests unique and authentic culinary experiences. The hotel's restaurant, The Breslin, has received rave reviews for its farm-to-table approach and creative dishes (New York Times, 2018).

Upgrade Room Amenities: The hotel should upgrade its room amenities to provide a more comfortable and convenient experience for guests. This can include investing in new bedding, furniture, and appliances, as well as offering complimentary Wi-Fi, premium TV channels, and other amenities. Providing a superior room experience will result in higher guest satisfaction and increased revenue (Hertzfeld, 2019).

Example: The Waldorf Astoria in Beverly Hills recently invested in upgrading its room amenities to offer guests a more luxurious experience. This included investing in high-quality bedding, smart TVs, and in-room technology, which has helped the hotel to stand out in a competitive market (Forbes, 2018).

Enhance Meeting and Event Spaces: The hotel should invest in upgrading its meeting and event spaces to attract more corporate clients and generate additional revenue. This can include renovating the existing spaces to create a more modern and versatile environment, as well as offering additional services such as catering, audio-visual equipment, and event planning services. (Social Tables, 2021).

Example: Marriott Hotels & Resorts has invested heavily in upgrading its meeting and event spaces to attract more corporate clients. This includes renovating its spaces to create a more modern and flexible environment and offering additional services such as catering, audio-visual equipment, and event planning services (Meetings & Conventions, 2021).

Adopt Sustainable Practices: The hotel should adopt sustainable practices to reduce its environmental footprint and enhance its reputation as a responsible and environmentally conscious business. This can include implementing energy-efficient practices, reducing waste, and sourcing sustainable materials and products. Embracing sustainability will not only help the hotel reduce its costs but also attract guests who are environmentally conscious (Dive, 2022).

Example: The Hilton Hotels & Resorts has been a leader in sustainability initiatives in the hotel industry. The chain has implemented energy-efficient practices, reduced waste, and sourced sustainable materials and products. These practices have helped the chain to reduce its costs and enhance its reputation as a responsible business (Green Lodging News, 2021).

Develop Digital Marketing Strategy: The hotel should invest in developing a robust digital marketing strategy to attract more guests and increase revenue. This can include creating an engaging website, developing social media campaigns, and investing in search engine optimization (SEO) and search engine marketing (SEM) to improve the hotel's online visibility and reach (Coello, 2017).

Example: Marriott International has been successful in developing a robust digital marketing strategy to attract more guests and increase revenue. The chain has invested in search engine optimization and social media marketing to improve its online visibility and reach (Hotel Business, 2019).

These examples demonstrate that the recommended strategies have been successful for other hotels in the industry and can be applied to the current hotel to help it improve its performance and remain competitive. 

Implementing these recommendations will help the hotel to enhance its brand image, improve guest satisfaction, increase revenue, and remain competitive in the market. It is important for the hotel to prioritize these recommendations based on their budget and resources and implement them in a timely manner (Regan, 2023).
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