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Executive summary
This consultancy report, prepared by Pro Consult, provides an in-depth analysis of the Leipzig Marriott Hotel’s current operational performance and highlights key areas for improvement. The assessment encompasses issues such as customer satisfaction, facility conditions, operational efficiency, and value for money. Leveraging comprehensive frameworks like PESTEL, SWOT, TOWS, and other industry-standard tools, the report identifies specific challenges and offers actionable recommendations to enhance guest satisfaction, operational effectiveness, and competitive positioning. 
The Leipzig Marriott Hotel, while benefiting from a prime location in the city center and association with the well-respected Marriott brand, faces several operational and strategic challenges. The issues identified include inconsistent service quality, outdated room decor, limited amenities, perceived value-for-money concerns, and fluctuating occupancy rates due to seasonality. Additionally, the hotel’s existing sustainability practices lag behind rising consumer expectations, potentially affecting its reputation in an increasingly eco-conscious market. 
Findings and Analysis 
1. Service Quality 
• Problem: Service inconsistencies have been noted by guests, particularly regarding check-in times, bar service, and staff communication. 
• Impact: These inconsistencies impact customer satisfaction, leading to a decrease in guest loyalty and negative online reviews, which are critical in influencing potential customers. 
• Analysis: Inconsistent service can be traced to issues with staffing, including shortages and varying levels of training among employees. In peak periods, the lack of adequately trained staff further exacerbates service delays and impacts the hotel’s reputation for quality. 
2. Room Quality and Maintenance 
• Problem: Guests report dissatisfaction with room decor, outdated furniture, and minor maintenance issues. 
• Impact: Dated room facilities and visible wear and tear reduce the perception of luxury associated with the Marriott brand, directly impacting guest satisfaction and repeat business. 
• Analysis: Budget constraints have delayed necessary renovations, resulting in a gradual decline in room quality. This issue is worsened by insufficient maintenance protocols, leading to an accumulation of minor issues that affect the overall guest experience. 
3. Amenities and Facilities 
• Problem: Guests express concerns regarding the adequacy and cost of amenities, particularly parking fees and the condition of leisure facilities. 
• Impact: The perceived lack of value-for-money has led to lower satisfaction scores and a competitive disadvantage in a market where alternative accommodations offer more affordable or unique options. 
• Analysis: Limited investment in amenities and a lack of regular guest feedback assessments contribute to this gap in service. Additionally, external cost pressures have led to higher prices for amenities, diminishing the perceived value for guests. 
4. Value for Money 
• Problem: Guests feel that the pricing does not align with the quality of services and amenities provided. 
• Impact: Poor value perception results in negative reviews, potentially deterring future bookings and reducing occupancy rates. 
• Analysis: A misalignment between pricing and service quality has positioned the Leipzig Marriott as less competitive, especially given alternative accommodations in the city that offer similar quality at a lower cost. 
5. Sustainability Practices 
• Problem: The hotel’s environmental practices are not sufficiently aligned with current consumer expectations and industry standards for sustainability. 
• Impact: Failure to meet eco-friendly standards may deter environmentally conscious travelers and damage the hotel’s brand reputation. 
• Analysis: Increased regulatory pressures and consumer awareness necessitate a stronger commitment to sustainability. Currently, the hotel lacks comprehensive initiatives in waste reduction, energy conservation, and sustainable sourcing. 
6. Seasonality and Occupancy Fluctuations 
• Problem: The hotel experiences significant occupancy fluctuations due to seasonal demand. 
• Impact: Fluctuations lead to cash flow instability, inefficient resource allocation, and challenges in retaining staff. 
• Analysis: Leipzig’s popularity as a summer destination contributes to seasonal demand peaks, but the lack of strategies targeting off-season segments limits the hotel’s ability to stabilize occupancy. 
To address these issues, Pro Consult provides a set of strategic recommendations: 1. Enhance Staff Training and Service Protocols 
• Develop a comprehensive training program focusing on customer service, operational efficiency, and brand standards. This will ensure consistent service delivery, particularly during peak periods. 
• Implement performance incentives and periodic evaluations to reinforce service excellence. 
2. Invest in Room Renovations and Maintenance 
• Conduct phased room renovations to modernize decor, furniture, and in-room technology, thereby enhancing guest satisfaction and aligning with Marriott’s brand expectations. 
• Establish preventive maintenance protocols to ensure ongoing room quality and reduce wear-and-tear issues. 
3. Upgrade Amenities and Adjust Pricing 
• Invest in updated leisure facilities and re-evaluate pricing structures for ancillary services like parking. Modernized amenities will enhance the perceived value, improving competitive positioning. 
• Conduct regular guest feedback surveys to ensure that amenities meet evolving customer expectations. 
4. Strengthen Value Proposition through Targeted Marketing 
• Conduct a competitor analysis to align pricing and service offerings with market trends. Highlight the hotel’s unique attributes, such as its prime location and exclusive experiences, in marketing efforts. 
• Emphasize value-added packages that bundle services, increasing the perception of value. 
5. Implement Sustainability Initiatives 
• Form a sustainability task force to oversee waste reduction, energy-saving practices, and local sourcing initiatives. Achieving eco-certifications can enhance the hotel’s reputation among environmentally conscious guests. 
• Engage guests in the hotel’s green practices to promote responsible behavior and improve brand image. 
6. Develop Strategies to Address Seasonality 
• Introduce marketing campaigns targeting domestic and regional travelers during off-peak seasons to stabilize occupancy rates. 
• Create event packages, such as conferences or cultural experiences, that cater to diverse customer segments beyond the summer tourism peak. 
Change Management and Implementation:
 A structured change management approach is essential to ensure smooth implementation of these recommendations: 
• Stakeholder Engagement: Involve staff at all levels in the change process to foster support and reduce resistance. 
• Phased Rollout: Implement changes gradually to minimize disruption, starting with priority areas such as service quality and room renovations. 
• Continuous Monitoring: Use KPIs to track progress, including guest satisfaction, operational efficiency, and financial performance. 
The effectiveness of these strategies will be measured through KPIs such as: 
• Guest Satisfaction: Track customer feedback, CSAT scores, and online reviews. ``	• Operational Efficiency: Monitor metrics like occupancy rates, revenue per available room (RevPAR), and energy usage. 
• Employee Engagement: Use employee satisfaction surveys to assess morale and commitment post-implementation. 
• Financial Performance: Measure gross operating profit per available room (GOPPAR), revenue growth, and profit margins. 
In conclusion, the Leipzig Marriott Hotel has substantial potential for improvement. By implementing Pro Consult’s recommended strategies, the hotel can overcome its current challenges, enhance its competitive edge, and align with evolving industry standards. This comprehensive plan will lead to increased guest satisfaction, operational efficiency, and brand loyalty, ultimately strengthening the hotel’s market position. The hotel’s journey toward improved performance will require commitment from management and a focus on continuous improvement. By investing in training, digital transformation, sustainability, and enhanced service quality, the Leipzig Marriott Hotel can ensure long-term success in a rapidly evolving hospitality landscape.
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1. [bookmark: _Toc182320716]Introduction 
	The purpose of the consultancy report for Leipzig Marriott Hotel is to assess the hotel’s current performance and identify areas for improvement. Key aspects to analyze include: 
1. Customer satisfaction – Reviewing guest feedback to highlight common complaints and issues. 
2. Room and facility conditions – Evaluating the state and modernity of rooms and amenities. 
3. Operational efficiency – Assessing service quality, housekeeping, and staff responsiveness.

1.1 [bookmark: _Toc182320717]Introduction about the hotel:

The Leipzig Marriott Hotel is one of the Marriott hotels in Germany, located in the city center, is within walking distance of major attractions such as Leipzig’s train station, Congress Centre Leipzig, Red Bull Arena and Zoo Leipzig. (Booking.com) Established over 20 years ago, the hotel offers a blend of classic and modern design across its 231 rooms and suites, which vary in size from 25 to 45 square meters, having marble bathrooms, luxurious bedding and high-speed Wi-Fi.(Marriott.com)
The Leipzig Marriott Hotel is a family-friendly destination, offering rooms equipped with three queen-size beds, comfortable pillowtop mattresses, feather bedding, and duvets. For families with young children, an extra baby cot can be provided upon request. Pets are also welcome at the hotel, allowing guests to explore the city with their furry companions for an additional fee of 25 Euros per night. Amenities include a fitness center, indoor pool, and multiple dining options, breakfast in the Creme BRÜHLé restaurant, followed by lunch and coffee in The Local, and in the evening enjoying a drink in the Champions Sports Bar and catering to both business and leisure travelers. (Marriott.com)

[bookmark: _Toc182320718]1.2 Introduction about Pro Consult:
Pro Consult, a prominent consultancy company based in Swansea, South Wales, has been guiding businesses to success since 2021. Founded by Ovidiu-Mario Trasc, Pro Consult specializes in the hospitality sector, offering tailored consultancy for restaurants, bed and breakfasts, and hotels. Under Ovidiu-Mario’s leadership, the company has gained a reputation for its hands-on approach and results-driven strategies. The team at Pro Consult comprises experienced consultants who bring diverse skills and in-depth knowledge of the hospitality industry. One of Pro Consult’s landmark projects includes the transformation of a historic bed and breakfast, which was revitalized through innovative branding and service improvements, resulting in a substantial increase in occupancy rates. Another notable project involved the strategic overhaul of a popular local restaurant, focusing on menu innovation and customer experience, which led to enhanced customer satisfaction and business growth. With a commitment to excellence, Pro Consult continues to empower hospitality businesses across South Wales, delivering expert guidance and practical solutions that drive long-term success.

[bookmark: _Toc182320719]1.3 Theories and frameworks used:
The main theories and frameworks used by a consultancy company in order to realize the consultancy report for a hotel are:
1) SWOT Analysis - Identifies strengths, weaknesses, opportunities, and threats specific to the hotel. SWOT analysis examines an organization’s internal strengths and weaknesses, along with external opportunities and threats. This approach helps pinpoint areas for improvement, leverage strengths, and minimize risks. By using this model, hospitality businesses can make well-informed decisions and adapt their strategies to align with market conditions. (Hill, C. W. L., & Jones, G. R. , 2007).
2) PESTLE Analysis - Examines external factors impacting the business (Political, Economic, Social, Technological, Legal, Environmental). PESTEL analysis explores the political, economic, social, technological, environmental, and legal factors that impact the hospitality industry. This comprehensive framework helps businesses anticipate changes, comply with new regulations, recognize emerging trends, and develop strategies aligned with the wider macro-environment
3) Porter’s Five Forces - Analyzes industry structure and competitive intensity (Competition, Threat of new entrants, Power of suppliers, Power of buyers, Threat of substitutes). (Porter, M. E. , 1979)
4) Balanced Scorecard - A strategic tool for performance measurement across financial, customer, internal processes, and learning and growth perspectives. (Kaplan, R. S., & Norton, D. P. , 1992)
5) VRIO Analysis - Evaluates resources based on Value, Rarity, Imitability, and Organization to determine competitive advantages.
6) McKinsey 7S Model - Focuses on seven elements (Strategy, Structure, Systems, Shared Values, Skills, Style, Staff) to ensure alignment within the organization. (Andrews, K. R. ,1980)
7) SERVQUAL Model - Measures service quality across dimensions like Reliability, Assurance, Tangibles, Empathy, and Responsiveness. (Parasuraman, A., Zeithaml, V. A., & Berry, L. L. ,1988)
2. [bookmark: _Toc182320720]Analysis 
By analyzing the available data, the most important positive aspects of Leipzig Marriott Hotel that contribute to its success are mentioned below:

Fig. 1 Positive aspects of Leipzig Marriott Hotel

2.1 [bookmark: _Toc182320721]Description of the identified issue

Based on the analysis conducted, which identified key issues reported by tourists on major platforms like the Marriott website, Booking.com (Booking.com, 2024), and Tripadvisor (Tripadvisor.com, 2024), as well as feedback from employees gathered through meetings, questionnaires, surveys, and discussions with managers, a range of issues were identified.
Leipzig Marriott Hotel faces several internal and external challenges that could hinder its competitive standing. By adopting sustainable practices, upgrading facilities, and focusing on customer satisfaction, the hotel can enhance its market position.
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Fig. 2 Service issues review from Booking.com ( Booking.com, 2024)
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Fig. 3 Staff issues, language barrier, room issues from Booking.com ( Booking.com, 2024)

Staff Service and Professionalism: While many guests commend the hotel’s staff for their friendliness and professionalism, there are occasional mentions of inconsistent service experiences.
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Fig. 4 Staff issues, low services from Booking.com ( Booking.com, 2024)

Amenities and Facilities: Feedback on amenities such as the pool and fitness center is generally positive, though some guests have expressed a desire for facility updates or extended hours. A guest mentioned, “The hotel offers parking, alas at EUR 25 per day, which I find expensive even in Leipzig,” indicating concerns about parking fees.
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Fig. 5 No value for money review from Booking.com ( Booking.com, 2024)

Value for Money: Some guests feel that the pricing does not always align with the services and facilities provided, suggesting a need for reassessment of value propositions. One review stated, “I find expensive even in Leipzig,” referring to parking costs.
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Fig. 6 Staff issues and check in issues Tripadvisor.co.uk ( Tripadvisor.co.uk, 2024)
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Fig. 7 Low service and facilities from Tripadvisor.co.uk ( Tripadvisor.co.uk, 2024)

Room Quality and Maintenance: Some guests have reported issues related to room upkeep, such as outdated furnishings and minor maintenance concerns. For instance, a reviewer mentioned that the “room was large” but implied that certain aspects could benefit from modernization.



[bookmark: _Toc182320722]2.2 How it is impacting the hotel
	ISSUE
	IMPACT

	Room Quality and Maintenance
	Dated or poorly maintained rooms may give guests the impression that the hotel does not uphold the high standards expected from the Marriott brand, which could reduce overall guest satisfaction and deter repeat business. Poor maintenance can also result in negative online reviews, which influence potential guests and diminish the hotel’s online reputation (Kotler, Bowen, & Makens, 2017).

	Staff Service and Professionalism
	Inconsistent service experiences can affect the perception of the hotel’s service quality. In hospitality, customer satisfaction is closely linked to the quality of interactions with staff. When service is perceived as lacking, it reduces customer loyalty and impacts the likelihood of positive recommendations. Consistent service is critical for building a reliable brand image, and lapses can lead to fewer repeat guests and lower ratings (Heskett, Sasser, & Schlesinger, 1997).

	Amenities and Facilities
	Limited or outdated amenities, along with perceived high costs (e.g., parking fees), can reduce the perceived value of the hotel. When guests feel that amenities are insufficient for the price, it negatively impacts their perception of value for money, potentially reducing demand from price-sensitive guests and leading to lower occupancy rates. This can also hurt the hotel’s competitive edge in a city where guests have diverse accommodation options (Grant, 2016).

	Value for Money
	When guests feel they are not receiving good value, particularly in terms of room quality, amenities, and service, this can lead to dissatisfaction and low ratings. Poor value perception may also increase the likelihood of guests choosing alternative accommodations for future visits, ultimately affecting revenue and profitability. Additionally, low perceived value can hurt brand reputation and impact Marriott’s brand positioning as a high-quality hospitality provider (Kotler et al., 2017).



2.3 [bookmark: _Toc182320723] Causes of the issue
Addressing these root causes by investing in regular maintenance, training staff thoroughly, reviewing budget allocations for facilities, and aligning service standards with guest expectations can help Leipzig Marriott improve in the identified areas.
The main causes of the identified issues at Leipzig Marriott Hotel can be attributed to several internal and external factors:
	CAUSE
	ISSUE

	Budget constraints and prioritization of investments can lead to delayed updates in room decor and fixtures. If resources are allocated elsewhere, room renovations may not be a top priority, leading to outdated furnishings and equipment (Grant, 2016)
Regular maintenance schedules may not be adequately enforced, or maintenance staff may be insufficient, resulting in minor but visible wear-and-tear going unaddressed.
	Room Quality and Maintenance

	Staffing shortages or turnover in the hospitality industry, often due to the demand for skilled labor, can impact service consistency and quality. When new employees are not thoroughly trained, service standards may vary (Noe, 2017).
Insufficient training or unclear service protocols may contribute to inconsistent service delivery, especially during peak times when staff are under higher pressure to perform quickly.
	Staff Service and Professionalism

	Limited budget allocations for facilities upgrades and lack of regular reviews of guest needs can result in outdated or insufficient amenities (Grant, 2016). Hotels that do not routinely upgrade amenities may fall behind competitor offerings. 
Price sensitivity of certain amenities, such as parking fees, may stem from external cost pressures or an attempt to recover operational expenses, but it can lead to dissatisfaction if guests feel overcharged.
	Amenities and Facilities

	External market factors, such as competing hotels offering more affordable options or unique amenities, can exacerbate the perceived gap in value, particularly if these competitors are seen as delivering better guest experiences.
Misalignment between the hotel’s pricing and the actual quality of service and facilities offered can create a perception of low value. If the prices remain high while the facilities or services do not meet guest expectations, the value-for-money perception declines (Kotler, Bowen, & Makens, 2017).
	Value for Money


 
[bookmark: _Toc182320724]2.4 PESTEL analysis
The PESTEL framework provides a structured approach to analyze the macro-environmental factors affecting Leipzig Marriott Hotel. This analysis will outline the potential impacts of Political, Economic, Social, Technological, Environmental, and Legal factors, which can influence strategic decisions in the hospitality sector.
	Political
	Political stability and government policies are critical in shaping the hotel industry. In Germany, robust policies promote tourism and support infrastructure growth, facilitating stable conditions for hotels to operate (Hodari & Sturman, 2014). Moreover, Leipzig’s inclusion in government-led tourism campaigns and EU-funded projects boosts the city’s attractiveness as a tourist destination. However, evolving regulations around health and safety, labor laws, and tax reforms require ongoing adjustments to compliance strategies. Political changes at both the EU and national levels, particularly regarding environmental regulations, could impose additional operational costs on Leipzig Marriott.

	Economic
	Economic factors are pivotal to hotel performance. Germany’s stable economy, along with Leipzig’s emergence as a growing business and cultural hub, supports a favorable economic environment for the Marriott. However, inflation, rising operational costs, and changes in consumer spending behavior, influenced by the broader European economic climate, could affect profit margins (Grant, 2016). Exchange rate fluctuations and economic instability in neighboring regions may also impact international travel demand, affecting the hotel’s foreign clientele. Leipzig Marriott should consider diversifying its service offerings to accommodate fluctuating economic conditions and cater to both business and leisure travelers.

	Social
	Social trends and demographic shifts heavily influence the hospitality industry. The rising demand for sustainable and culturally immersive experiences among European travelers could encourage Leipzig Marriott to incorporate more local and eco-friendly initiatives (Kotler, Bowen & Makens, 2017). Additionally, an aging population in Germany calls for adaptations in accessibility and health-focused services, while increasing diversity and global connectivity demand multilingual and culturally inclusive service practices. Social media and online reviews are becoming increasingly influential, with guests seeking hotels that provide personalized and authentic experiences.

	Technological
	Technological advancements offer opportunities for operational efficiency and enhanced guest experiences. Innovations in customer relationship management (CRM) and personalized marketing enable Leipzig Marriott to improve guest satisfaction and loyalty (Kandampully, Zhang & Bilgihan, 2015). Automated check-in systems, mobile app integration, and data-driven decision-making can streamline processes and reduce costs. However, with these opportunities come challenges, particularly the need for substantial investment in cybersecurity to protect customer data and align with General Data Protection Regulation (GDPR) compliance.

	Environmental
	Environmental sustainability is becoming a significant focus within the hotel industry. Leipzig Marriott must align with increasing environmental standards and expectations from both regulatory bodies and consumers. The hotel can enhance its reputation by adopting energy-saving practices, waste reduction, and sustainable sourcing policies (Millar & Baloglu, 2011). Germany’s environmental regulations, such as stringent waste disposal and energy usage rules, necessitate Marriott’s compliance, potentially requiring investments in green technologies. Moreover, guests are showing a preference for hotels that prioritize environmental stewardship, which could serve as a competitive advantage if leveraged effectively.

	Legal
	Legal considerations are essential in maintaining compliance and mitigating risks. Leipzig Marriott must adhere to German employment laws, including minimum wage requirements, employee protections, and labor regulations. Compliance with international legal frameworks like the GDPR is crucial to avoid penalties and maintain customer trust. Additionally, changes in health and safety laws, particularly in response to global health crises, may lead to enhanced hygiene protocols and training programs for staff. Adapting to these legal requirements is necessary to ensure uninterrupted operations and to maintain the hotel’s reputation in a highly regulated industry.





[bookmark: _Toc182320725]2.5 SWOT analysis
	SWOT ANALYSIS
	

	STRENGHTS
	WEAKNESSES

	• Prime Location: Situated in a central area close to major tourist attractions and business districts, the hotel benefits from a steady flow of both leisure and business travelers. A prime location is often a critical success factor in the hospitality industry(Baum & Mezias, 1992).
 • Global Brand and Loyalty Programs: As part of the Marriott International brand, Leipzig Marriott enjoys a strong reputation and access to the Marriott Bonvoy loyalty program, which attracts repeat customers and builds brand loyalty (Bowen & Shoemaker, 1998). 
• High Service Standards: The hotel’s commitment to service excellence aligns with Marriott’s brand promise, contributing to positive guest experiences and favorable online reviews (Parasuraman, Zeithaml, & Berry, 1988). 
• Wide Range of Facilities and Amenities: The hotel offers an array of facilities, including conference rooms, a fitness center, diverse dining options and catering (Hua, Chan, & Mao, 2009).
	• Outdated Room Design and Facilities: Certain areas of the hotel may require refurbishment to meet evolving guest expectations. Outdated designs can negatively impact customer perceptions, (Heide & Grønhaug, 2009). 
• High Operational Costs: As part of a large hotel chain, Leipzig Marriott incurs substantial operating expenses, particularly in terms of staffing, maintenance, and compliance with Marriott’s global standards. (Geller, 1985). 
• Dependency on Business Travel Segment: A considerable portion of the hotel’s revenue likely depends on business travelers, a segment that has seen fluctuations in demand post-pandemic. (Rogerson, 2015).

	OPPORTUNITIES
	THREATS

	• Growing Demand for Sustainable Tourism: There is an increasing demand for eco-friendly and sustainable accommodations. (Chan, 2009). 
• Expansion of Digital Services: The hospitality industry is experiencing a digital transformation, with guests expecting seamless online booking, mobile check-ins, and personalized digital interactions. (Bilgihan & Nejad, 2015).
• Revitalization of Local Tourism: Leipzig’s tourism sector is growing, driven by both leisure and cultural tourism. This trend offers an opportunity for Leipzig Marriott to tap into new customer segments and increase occupancy rates  (Baum & Hagen, 1999).
• Event and Conference Market Expansion: Leipzig is an emerging destination for conferences and corporate events, which could increase demand for meeting spaces and accommodation. (Kim & Lee, 2009).
	• Intensified Competition: The hospitality market in Leipzig is highly competitive, with established hotels like Radisson Blu as well as alternative accommodations like Airbnb. (Porter, 1979). 
• Economic Uncertainty: Economic fluctuations, particularly in response to inflation or recessions, can reduce discretionary spending on travel, impacting the hotel’s revenue. (Papatheodorou, 2002). 
• Changing Consumer Preferences: Guests are increasingly seeking unique, personalized experiences, often prioritizing boutique hotels over traditional chain hotels. (Morrison, 2013). 
• Health and Safety Regulations: The hospitality industry remains under close scrutiny regarding health and safety protocols, especially in the post-pandemic era. Compliance with evolving regulations may require continuous investment and adaptation, which can add to operational costs (Henderson, 2007).



[bookmark: _Toc182320726]2.6 TOWS analysis
In the hospitality sector, a TOWS analysis is especially useful for aligning operational and customer service strategies with market demands and industry trends, providing a framework to respond to dynamic changes in guest expectations and market conditions (Kotler, Bowen, & Makens, 2017)
This TOWS analysis provides Hotel Marriott Leipzig with strategic options that leverage its strengths, capitalize on opportunities, address weaknesses, and mitigate external threats, positioning the hotel for sustainable growth in a competitive and evolving market.
	TOWS ANALYSIS
	

	Strengths-Opportunities
	Weaknesses-Opportunities

	Leverage Marriott’s global reputation and loyalty program to attract eco-conscious travelers by implementing sustainability practices, such as energy-efficient lighting and waste reduction initiatives (Heskett, Sasser, & Schlesinger, 1997).
Capitalize on Leipzig’s growing cultural and business appeal by offering tailored packages that highlight Marriott’s central location and high service standards, appealing to both tourists and business travelers.
	Address the limited sustainability practices by collaborating with local suppliers to offer eco-friendly amenities, aligning with the demand for sustainable travel (Kotler, Bowen, & Makens, 2017).
Invest in digital transformation, enhancing mobile compatibility, digital booking options, and personalized services, which will improve online engagement and streamline guest experiences.

	Strengths-Threats
	Weaknesses-Threats

	Differentiate from competitors by emphasizing Marriott’s established service standards and prime location, while enhancing service personalization to create unique experiences that reflect Leipzig’s culture (Grant, 2016).
Develop contingency strategies to mitigate the effects of economic fluctuations, such as offering flexible booking options and targeting domestic travelers during periods of reduced international tourism.
	Improve operational efficiency to counterbalance high costs by implementing green technologies and streamlining services, which can help meet both sustainability goals and regulatory requirements (Chase, Aquilano, & Jacobs, 2006).
Enhance digital capabilities to meet rising guest expectations, such as providing contactless check-in/check-out and offering a mobile-friendly concierge, to better align with current health and safety expectations.



[bookmark: _Toc182320727]3. Recommendations and change management 
[bookmark: _Toc182320728]3.1 Recommendations and how will be implemented
Based on the identified causes and issues for Hotel Marriott Leipzig, some strategic recommendations along with an implementation plan are developed below. These strategies aim to address room quality, service consistency, amenities, and value perception, enhancing guest satisfaction and strengthening the hotel’s market position.
First recommendation is to enhance staff training programs and service protocols as it represents the connection between guests and hotel. It is important to develop a comprehensive training program for new and existing employees, focusing on service consistency, customer engagement, and handling peak-time operations (Noe, 2017). Establish clear service protocols and provide refresher training periodically to ensure service quality aligns with Marriott’s standards, especially during peak hours. Implement continuous training programs and regular performance reviews to improve service quality and efficiency.
Second of all the investment in room renovations and maintenance upgrades it should be consider a priority. Renovate rooms and upgrade online booking capabilities to align with customer expectations and market demands. For phased room renovations a allocated budget should be established focusing on decor, furniture, and in-room technology. This would address guest expectations of modern, well-maintained rooms and align with Marriott’s brand standards (Grant, 2016). Strengthen regular maintenance protocols by implementing a preventive maintenance schedule to ensure rooms and public areas are consistently updated.
Also upgrading amenities and review pricing for additional services should be a focus for the management team in order to ensure they are in line with local market rates and perceived as fair by guests. Invest in updating hotel amenities such as fitness centers, pools, and conference facilities. Offering modern amenities can increase guest satisfaction and perceived value, helping the hotel stay competitive (Kotler, Bowen, & Makens, 2017).Leipzig Marriott should invest in sustainable practices and digital innovation to meet evolving guest expectations.

Last but not least focus should be on improving value perception through targeted marketing and competitive analysis. Conduct regular competitor analyses to understand market pricing and service offerings. Use this information to adjust the hotel’s pricing and enhance the value proposition. Implement targeted marketing campaigns that emphasize unique offerings, such as the hotel’s prime location and exclusive experiences, to attract guests who value quality and uniqueness over price (Zeithaml, Berry, & Parasuraman, 1996). The hotel should leverage its brand and loyalty programs to retain customers and differentiate from competitors. 
	
	Enhance Staff Training Programs and Service Protocols
	Room Renovations and Maintenance Upgrades
	Upgrade Amenities and Review Pricing for Additional Services
	Improve Value Perception through Targeted Marketing and Competitive Analysis

	PHASE 1

	Design and implement a comprehensive training program focusing on customer service, Marriott brand standards, and operational protocols
	Conduct an audit of room conditions to identify priority areas for renovation. Allocate budget and select vendors for furniture and decor updates.
	Conduct a market analysis to compare the amenities offered by competitors and gather guest feedback on desired amenities. Reassess parking fees and ancillary charges.
	Conduct a competitor analysis to evaluate the market’s pricing landscape. Develop unique selling points based on the hotel’s strengths, such as location and brand reputation.

	PHASE 2

	Schedule regular training sessions and conduct periodic evaluations to reinforce service standards. Create feedback loops where employees can provide input on training effectiveness.
	Begin phased renovations, starting with high-traffic rooms or floors, to minimize operational disruptions. Simultaneously, implement preventive maintenance protocols with regular checks and tracking.
	Begin upgrading selected amenities, such as fitness facilities or conference rooms, based on priority. Adjust ancillary service pricing if necessary to match local market standards.
	Conduct a competitor analysis to evaluate the market’s pricing landscape. Develop unique selling points based on the hotel’s strengths, such as location and brand reputation

	MONITORING

	Track guest feedback on service quality and adjust training modules as necessary.
	Conduct quarterly assessments of guest feedback related to room quality and maintenance. Adjust the renovation schedule based on findings.
	Measure guest satisfaction regarding amenities through reviews and surveys, and track occupancy rates to assess impact.
	Track changes in booking rates, guest satisfaction related to value, and competitive positioning every quarter to assess the impact of marketing efforts.



[bookmark: _Toc182320729]3.2 Change management practices and procedures
Change management within the hospitality sector refers to the systematic approach used to transition individuals, teams, and entire organizations to a desired future state in response to evolving business environments, market demands, or operational improvements. It encompasses planning, implementing, and monitoring processes that enable hotels and other hospitality businesses to adapt effectively while minimizing disruptions to guest services and maintaining high standards of customer satisfaction. In the context of hospitality, change management is essential for successfully adopting new technologies, enhancing service quality, and staying competitive in a dynamic industry (Kotter, 1996).
Employee training and development programs: Change often requires new skills or knowledge, making training programs essential to equip staff with the competencies they need to operate within a new system or process. Training should be continuous, with refresher sessions to reinforce skills over time (Noe, 2017). Effective training enhances employee confidence and reduces errors, ensuring a smooth transition that maintains service standards and operational efficiency.
Comprehensive communication strategy: Communication is essential in change management, especially in hospitality, where employees must be well-informed to ensure seamless guest experiences. Effective communication involves outlining the purpose, benefits, and impacts of the change to all stakeholders, including employees, managers, and, in some cases, customers (Kotter, 1996). When introducing a new reservation system, Marriott Hotels is using a phased communication plan. Staff is receiving initial briefings, followed by detailed training sessions and ongoing updates on system adjustments, which minimized resistance and allowed staff to adopt the new system smoothly. ( Marriott, 2024 ) This approach reduces uncertainty, promotes transparency, and encourages employee buy-in, which is critical in achieving successful change outcomes. 
Continuous feedback and monitoring are crucial to assess the effectiveness of the change and make necessary adjustments. This can be done through surveys, interviews, and performance metrics, enabling management to evaluate progress and address issues proactively (Prosci, 2021). Ongoing feedback allows for agile adjustments, ensuring that changes remain effective and aligned with organizational objectives.
[bookmark: _Toc182320730]3.3 How changes will be managed

Fig. 8 Structured strategy for managing changes

[bookmark: _Toc182320731]3.4 Ways to measure the success of the recommended strategies
To measure the success of recommended strategies at Leipzig Marriott Hotel, key performance indicators (KPIs) and metrics should be established across critical areas such as guest satisfaction, operational efficiency, employee engagement, and financial performance. Most commonly used methods to evaluate the effectiveness of strategic changes:
· Guest Satisfaction is a core measure of success in the hospitality industry, as it directly affects brand loyalty, reviews, and repeat business. High levels of guest satisfaction indicate that the changes are positively impacting the guest experience. rack guest satisfaction through online reviews, guest feedback forms, and surveys, as well as ratings on platforms like Booking.com, Tripadvisor, and the Marriott website (Kotler, Bowen, & Makens, 2017). KPIs: Net Promoter Score (NPS), Customer Satisfaction Score (CSAT), and the number of positive online reviews.
· Employee engagement and satisfaction are essential for consistent service quality and staff retention. High engagement indicates that staff are motivated and aligned with the hotel’s goals, leading to better guest interactions and productivity. Conduct regular employee surveys, exit interviews, and feedback sessions to gauge satisfaction and engagement levels. Implementing changes successfully often reflects positively in employee morale and motivation (Noe, 2017). Employee satisfaction score, staff turnover rate, and absenteeism rate.
· Financial performance metrics provide a quantitative measure of the change’s impact on revenue and profitability. If the changes are successful, there should be an improvement in financial outcomes, especially in key areas like revenue and cost control. Regular financial analysis of revenue, expenses, and profit margins. Track these metrics to ensure that the changes contribute to positive financial performance (Heskett, Sasser, & Schlesinger, 1997). KPIs: Gross operating profit per available room (GOPPAR), revenue growth, cost per room sold, and profit margins.
[bookmark: _Toc182320732]3.5 Benefits 
Implementing change management and new strategies at Hotel Marriott Leipzig offers a variety of benefits that can improve operational efficiency, customer satisfaction, employee engagement, and overall competitiveness
[bookmark: _Toc182320733]4. Action plan 
	Number
	Problem
	Solution
	Desired outcome
	Time scale
	Completion Date
	Planned budget

	1
	Outdated room decor and maintenance
	Initiate phased room renovations, updating decor, furniture, and in-room technology
	Enhanced guest satisfaction and updated room quality
	12 months
	December 2025
	€450,000

	2
	Inconsistent service quality
	Develop and implement a comprehensive employee training program focused on service excellence
	Improved service consistency and guest interactions
	3-6 months
	June 2025
	€40,000

	3
	Limited digital integration
	Roll out digital check-in, mobile app integration, and CRM tools for personalized service
	Streamlined processes and enhanced guest experience
	6 months
	September 2025
	€180,000

	4
	High operational costs
	Introduce energy-efficient practices, optimize resource allocation, and assess staffing levels
	Reduced costs and increased operational efficiency
	9 months
	December 2025
	€120,000

	5
	Limited sustainability initiatives
	Implement eco-friendly practices such as waste reduction, recycling, and green energy use
	Positive brand image and appeal to eco-conscious guest
	12 months
	March 2026
	€100,000



[bookmark: _Toc182320734]5. Conclusion 
Main conclusions for Leipzig Marriott Hotel are that the hotel faces several operational challenges that impact guest satisfaction, service consistency, and overall financial performance. In response, this consultancy report has identified key areas for improvement and provided strategic recommendations to enhance both the guest experience and operational efficiency. Implementing a structured change management process is essential to ensure that recommended strategies are adopted smoothly. The focus should be on effective communication, staff training, phased implementation, and continuous feedback. Engaging stakeholders, particularly employees, will be crucial to minimizing resistance and promoting a culture of adaptability.
By following the recommended strategies, Leipzig Marriott Hotel can achieve several key outcomes: increased guest satisfaction, operational efficiency, grow employee engagement, enhanced financial performance.
The Leipzig Marriott Hotel has significant potential for improvement. By implementing the recommended changes, the hotel can overcome its current challenges and strengthen its competitive position in the Leipzig market. The suggested strategies will lead to a more modern, efficient, and guest-centric hotel, better aligned with Marriott’s brand values and industry standards.
Successful implementation of these strategies will require commitment from management and employees, along with a clear focus on continuous improvement. By investing in service quality, digital transformation, and sustainability, Leipzig Marriott Hotel is well-positioned to achieve long-term success and resilience in a rapidly evolving hospitality landscape.
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Commitment to Service Quality





Leipzig Marriott likely emphasizes high service standards, aligning with Marriott International’s brand promise. Consistent, high-quality service contributes to positive guest experiences, satisfaction, and positive reviews, which are essential for a hotel’s reputation and customer retention (Parasuraman, Zeithaml, & Berry, 1988).


Diverse Facilities
 and Amenities 






The hotel it is offering facilities like meeting rooms, fitness centers, and premium dining options is crucial in attracting different customer segments, especially business travelers and high-end tourists. This variety contributes to competitive differentiation and enhances guest experiences (Hua, Chan, & Mao, 2009).


Adaptation to Digital Innovation





Environmental and Social Responsibility





Marriott has a strong commitment to environmental and social responsibility, which can attract eco-conscious travelers and foster a positive brand image. Sustainable practices contribute to long-term success by meeting guest expectations for corporate responsibility and reducing operational costs (Brown & Dacin, 1997). 


Focus on Customer Feedback and Improvement





Marriott’s practice of gathering customer feedback and using it for service improvement is crucial for maintaining high service standards. Analyzing feedback enables the hotel to make targeted improvements and increase guest satisfaction (Nadiri & Hussain, 2005)





Financial Management and Cost Control





Effective financial management and cost control, aligned with Marriott’s standards, ensure profitability while delivering quality services. Strong cost control measures can help hotels optimize resources and increase their competitive advantage (Geller, 1985).


Leipzig Marriott’s integration of digital tools for bookings, check-ins, and personalized experiences enhances convenience and meets modern customer expectations. Digital innovation in the hotel sector is a critical driver for improving guest satisfaction and operational efficiency (Bilgihan & Nejad, 2015).





DEFINE THE PURPOSE AND OBJECTIVES OF THE CHANGE AND DEVELOP A STRATEGY


IMPLEMENT CHENGES IN PHASES AND CONDUCT PILOT TESTING


EVALUATE AND ADJUST ANY ELEMENT THAT MAY NOT MEET EXPECTATIONS


ESTABLISH A COMMUNICATION PLAN


ENGAGE STAKEHOLDERS AND ESTABLISH CHANGE CHAMPIONS


CONDUCT HANDS ON TRAINING SESSIONS AND PROVIDE SUPPORT MATERIALS


CONTINOUS FEEDBACK AND MONITORING
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Giinther Reviewed: 28 June 2022 m

B Germany not recommended
= Family Room, Larger Guest @ not much
room, 3 Queen
£ 1 night- June 2022 ® Service, friendliness, hours long wait at check-in, miserable services
& Group Translated by Booking - Show original

1 person found this review helpful. /) Helpful G Not helpful
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o Daniel Reviewed: 28 February 2023
™ Germany

Its money and four stars definitely not worth it

Guest R , 1 Ki P .
B Guesthoon. 1King © The location is good, the rooms are spacious

B 1 night - February 2023
@ Staff partly not German-speaking and very mundane, some requests for booking were not

& solo traveller considered, room service does not work at all, ordered breakfast was simply not served,
although confirmed, almost no sockets in the room, extremely high entry into the shower tray,
mini-bar not stocked, really extremely bad overall picture for an alleged four-star hotel.

Translated by Booking.com - Show original
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Desmond
£ United Kingdom

£ Guest room, Double
B9 1 night - October 2022

& croup

Reviewed: 6 October 2022

Rip off

@© central location

® arrived early 6.30 am told room was ready but we would need to pay for another night explained
we were leaving at 5 am the next morning so would be in the hotel less than 23 hours too bad

charged for another night.
Afternoon decided to go for a swim ,pool not open till 6pm.

) Helpful

A Not helpful
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Mati
= Netherlands

& Guest Room, 1 King
B 1 night - August 2022

&3 Family

Reviewed: 27 August 2022 m
Passable

© Swimming Pool was good. Bad was very comfortable. Hotel decoration is nice.

@ Bathrobe and flip-flops wasn't in room, we need to call reception. Restaurant was disappointed

for us. Receptionists especially in morning wasn't proffesional like should be on this kind of
hotels. Room bar was empty.

) Helpful U Not helpful




image8.png
Stefan
™ Germany

£ Guest room, Double
B 2 nights - February 2024

&5 Family

Reviewed: 4 February 2024

Unfortunately, value for money is not right.

© The location is excellent

@ The room is already a bit dated, the pool is occupied between 10:00 and 18:00 by third parties

and the value for money is not right

Translated by Booking

- Show original

) Helpful

A Not helpful
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DiplTraveller wrote a review Sept 2019
Berlin, Germany « 101 contributions « 137 helpful votes

0000

My reservation was not honoured

This was my second and last time in this hotel. When | checked in, the staff (of Indian origin)
insisted that | should speak English. | had to insist that | wanted to speak German. T just
arrogant behavior and should not be tolerated.

I'had a reservation to the Executive Floor. Yet | was given a "normal” room with an empty minibar.
Even if | pointed out that | had booked an Executive Floor room, the staff refused to check the
reservation. They just said that | would have NO lounge access and NO breakfast.

When | checked out, this error was discovered. The only apology offered was a breakfast free of
charge. The whole visit felt like a betrayal.

Good location, nice breakfast, rooms with a noisy AC system... there must be better hotels in
Leipzig.
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2>, KWPens wrote a review Jul 2024 oo
Houston, Texas « 74 contributions « 39 helpful votes

@0000
No Air Conditioning - waste of money

This is a very old building with absolutely no air conditioning. As global warming continues to
heat up the world, this place will be even nastier. My husband got really sick from the heat in the
room that was oppressive. BTW, the hotel employees continue to lie and say that they have air
conditioning but what they have is some water cooling pipes that run through the ceiling. That is
NOT air conditioning.

So if you want to get roasted at a hotel in Germany, this is the place for you. | will never every
stay at this dump again.
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