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KPMG Consulting 
I am Mahin Sultana and I am working in KPMG consulting companies which has develop around the world and have different experience and understand the issues that comes around the business. This brings different challenges to work with the colleagues and face the issues together which could solve the problem with new operation model that could deliver a better result to set the goals (KPMG, 2023).
The consultant internal
As an internal consultant can show the significant influence on development and increase the growth with changes. This capacity is able to analyse the hotel and understand the different environment such as influence, knowledge, be brave as a mentor for the members and select the right change of a success (Buono et Karthik, 2014).
External consultant
The external consultant is a part of outside perspective that helps to find objectives and have a mind-set of the hotel point of views. As KPMG consultant, they will have other multiple experiences which help to face the challenges (9Lenses, 2023).This will help the business grow and work together with our KPMG consultant and the Marylebone hotel in London.








Executive Summary
The Marylebone Hotel of London is renowned and attractive in this industry. The hotel operates the function very smartly. But as the industry is growing rapidly, more challenges emerge as well. Moreover, in daily operations, the industry, especially, the hotel sector is facing many issues that need to be solved to secure customer satisfaction and the success of the organisation with KPMG. Here, the report has presented all of these issues faced by The Marylebone Hotel by addressing all of the positive and negative aspects of this property. The report has identified that the hotel is providing services to its guests or customers in a suitable way according to the customer preferences (Ahani et al., 2019). 
However, the PESTEL model has shown the impact of external factors on the performance and success of The Marylebone Hotel (Mohsin et al., 2020). For instance, the recent economic downturn and vicissitude due to the post-COVID period and the current Ukraine-Russia war may shape the guests' decision on arrival such as frequent changes in the government, policy changes, VAT issues, etc. may shape the operation of the hotel. Also, for analysing the internal impacts on the performance of the hotel, a SWOT analysis has to present the major strengths, weaknesses, opportunities, and threats from the perspective of the hotel (Wang and Wang, 2020). 
Major strengths of this property include its strategic location in the heart of London from where major attractions and offices can be visited in a short time. Its highly visionary and knowledgeable staff has made the hotel a reputation among the guests. It also has some weaknesses such as price hikes and stock limitations. The hotel can grab the opportunities like attracting more international guests by taking extensive promotional initiatives, delivering more customised services and the KPMG will help discover (Lau, 2020). Major threats for the property include the extensive existing and potential competitors and others issues. Then, the issues that have been addressed by the guests on different review sites have revealed many issues of special concern. These issues include the lack of cooperation with the guests such as noisy environment, housekeeping staff’s improper behaviour, and some others (Al-Aomar and Hussain, 2017). However, some employees have addressed their working environment as not proper, i.e., lack of sanitation and bathroom, bonuses, incentives, etc. So, these issues need to be solved immediately for ensuring greater satisfaction for the guests. 
The report has presented the key findings and results of the analysis which has shown that the front office, housekeeping, room service and maintenance department of the hotel has performed their job quite well except those for the issues or problems that the guests addressed. An action plan has presented the problems, their resulting solutions, and the desired outcome within a specified time and budget. For instance, the problem of the miscommunication with housekeeping and front office staff will be eliminated by taking initiative to arrange the training and proper guidelines program for a time frame of 3 months and within a budget of £6,000. Others have also presented the plan, in this context of the analysis. A TOWS analysis has also shown how this hotel can transform their weakness into strengths and so on KPMG will help to build better business (Martinez, 2017). 
The recommendations for these issues have given in a context where the hotel should need focus on. As most of the success of the hotel is depend on the staff it has, they need to train continuously and provide high-class guidance to perform their role for ensuring the satisfaction of the guests. So, housekeeping and room services staff where some problems have arisen should be given training. Other factors and issues of factor or external factors such as the political, legal, and economic are not totally under the control of the hotel, so the property should work cooperatively with the government so that a friendly environment is there (Boella and Goss-Turner, 2013).
The hotel is now highly focusing as well as working on meeting the expectations of the guests or customers through customisation. All the steps, measures, and policies will enable The Marylebone Hotel to operate smoothly by overcoming all the negative impacts and issues will be solve and be positive by KPMG group.
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[bookmark: _Toc128820254][bookmark: _Toc128821321]Introduction
The hotel sector is vastly vulnerable to external as well as many internal situations or circumstances. Many issues, factors, or forces and events shape the results of any hotel. The actual purpose of this consultancy report is to show the major issues that are affecting the performance of The Marylebone Hotel and their resulting solutions as well. Here, firstly the report will describe an overview of this hotel. Then, the PESTEL model and SWOT analysis will be addressed here where they will show and demonstrate the impact of the external as well as various internal factors on the success of the hotel. Discover the star model to have knowledge in different steps. Then, the positive and negative aspects of the analysis of the hotel will be demonstrated. There are other different information that will help the business such as financial performance, the problem tree, the five forces, explaining different TOWS, the hypotheses analyse and cage framework. After, the main findings and results of the analysis including an action plan for the identified problems or issues will be presented. Finally, the recommendations to solve the issues that occurred within the property will be described. Overall, this property will show the impact of the external issues and their modification for attaining better results for the hotel with KPMG consultant which will brings the business brighter.











[bookmark: _Toc128820255][bookmark: _Toc128821322]Scope & analysis
[bookmark: _Hlk127208103]The Marylebone hotel is a renowned and sophisticated hotel located in the heart of London, the capital city of England and the United Kingdom. It is a 5-star hotel that is situated in the Marylebone village of London and it was established in 1962. The hotel is within the 500m distance from Bond Street station and other nearby places including the Oxford Street and just a mile away from Hyde Park. A variety of room types and numbers, features, amenities, and other benefits sets this hotel in a unique position among the guests traveling in London and nearby locations as well. The hotel has 256 rooms where 6 of which are meeting rooms for the guests. Its specialty is it offers complimentary access to its 16 m swimming pool and to its state-of-the-art gym (Milesfaster, 2021). Other features, amenities, and services include various types of stylish rooms, coffeemakers, free WIFI, a bar, a restaurant, kitchenette facilities, air-conditioning, 24-hour room service, telephone service, car rental, and so on. Some recent feedback from the guests about this hotel is not good at all. There are issues in the hotel such as staff & service, cleanliness and amenities (Expedia, 2023). Something, the business can get wrong such as provide satisfactory services to people which can be challenges but bringing strategic and minimal cost to the customer. The point is to brings priority from delivery of basic to performance (Zhang. Y, Cole. T. S, 2016).
Moreover, the room service was problematic such as the absence of a water bottle, and high prices for coffee and other materials are the concerning issues of this hotel. So, some guests give negative reviews about this hotel to outsiders. But it has excellent front office staff who are very much helpful to the guests. The quiet environment and atmosphere, excellent quality of the food, and others seem attractive to the guests. It has a reputation for its meeting rooms that facilitates the business professionals to arrange the events and meetings herein.
The PESTEL analysis is used to indicate the impact of six macro or outside factors of the environment on any organisation (Kara, 2018). These six factors are the political, economic, social, technological, environmental, and legal forces or factors. In the hotel sector, it helps to analyse the impact on the growth of the property (Seyitoglu and Ivanov, 2020). For the Marylebone hotel, the PESTEL analysis is described in table 1. Here, it shows the impact of these forces on the overall outcome of the hotel in this regard.



[bookmark: _Toc128820256][bookmark: _Toc128821323]PESTEL Analysis 
	PESTEL Analysis (Table 1)

	Political
	· Political situation (stability/ instability), i.e., political stability can determine the level of success for a hotel property (Basnyat et al., 2017).
· Impact of the regulation as well as the deregulations on hotel
· Support of the government
· Fiscal and monetary policy
· Tax, laws, and regulations, etc. can also impact the performance of the hotel (Romanyu and Gareev, 2019)

	Economic
	· Exchange rates and monetary issues can impact the guests’ decisions (Ert et al., 2016)
· Economic situation or stability of the country such as the inflation rate, growth in wages, etc. For instance, the growing wage increase of workers is a major concern for the hotel owner since it affects profit (Chawdhuy, 2016).
· Seasonality issues can also vastly impact the hotel.
· The purchasing power of the guests such as their level of disposable and discretionary income

	Social
	· Guests’ perceptions, attitudes such as tastes and preferences determine the choice of hotel and staying (Yoon and Lee, 2017)
· The busy life of the people motivates them to stay at the property
· Population density, attractions nearby, and the habits of the people can impact the decision of choosing the hotel

	Technological
	· Trends in technology and technological development force the hotel to adopt new technology.
· Use of the Internet, social media, and other tools to facilitate the bookings and other procedures
· Technological advancement affects the payment method in a vast manner, i.e., payment via a mobile device (Morosan and DeFranco, 2016).
· Use of PMS and DBMS for ensuring guests satisfaction

	Environmental
	· Impact of climate- it determines the decision of the traveller wants to stay in a hotel for vacation purposes.
· The level of cleanliness maintained by the hotel also determine the decision of the guests (Aakash et al., 2021)
· For the environment, the hotel needs to cooperate with the government.

	Legal
	· Maintaining the hygiene, quality, and standards of the foods are necessary for the hotel which are under the legal factors (Gordon, 2017)
· Laws and regulations regarding hotels such as the Innkeeper law ensure the safety of the guests and other individuals within the hotel (Binns and Kempf, 2021)
· Truth-in-the-menu law encourages explaining the nutrition level and calorie content in the food (Sampson, 2018).



Many external issues and factors can shape the success of the Marylebone Hotel property (Cetin et al., 2016). For example, the recent political instability in England, i.e., change of government frequently impacts the arrival rate of the guests within the hotel property which is the political force of the PESTEL model. Moreover, the new regulations regarding immigration and other sites also shape the outcome. A recent increase in the vat is affecting the arrival. Economic stability such as inflation and deflation issues in London and the UK, and seasonality are major forces in this regard (Faust and Leeper, 2015). During the peak season, the arrival rate is so high, and almost all of the rooms in the hotel are usually sold out. Technological breakthroughs such as the use of social media, the internet, and other sources are affecting the promotional and operational issues of the hotel. The hotel has its websites and has a presence in social media as they maintain the pages of these media. These initiatives enhance the overall performance of this property. To ensure quality service it maintains the guest information folio for further use and this enhances the satisfaction level of the guests of this hotel as well (Lukanova and Ilieva, 2019). Some of the environmental issues such as local climate affect the arrival rate. Moreover, the property follows the legal procedures regarding hotel industries that affect the performance and outcome of this hotel in a very large manner.

[bookmark: _Toc128820257][bookmark: _Toc128821324]SWOT Analysis
Table 2: SWOT Analysis 
	Strengths
	Weaknesses

	· Amazing location (it locates in a wonderful village, Marylebone)
· High positive reviews given by the guests
· Well-trained, knowledgeable, and helpful workforce/staff
· Relatively high-profit margin
· Unique style of the service
	· The high cost (including maintenance costs)
· Single brand strategy
· Losing the emotional appeal of guests with the property
· The relatively high price of its products and services
· Limited opportunity for the customers in terms of the loyalty program

	Opportunities
	Threats

	· Attract local and international tourists/travellers
· Personalized service-providing opportunity
· Usage of local suppliers for the delivery of raw materials of food that will represent local village cuisine
· Develop upselling strategy
· Untapped the potentials of other segments of travellers such as leisure travellers for accommodation
	· Political instability such as frequent changes in government
· Tight labour force market and lacks of skilled workforce
· COVID-19 and other pandemics
· High tax rate and strong competition in the local market in London and the nearby location


[bookmark: _Hlk126500617]SWOT analysis is a tool that is used for measuring the internal operational issues of the Marylebone Hotel (Astawa et al., 2022). Here, the hotel has major strengths in it providing customised guest services through its highly knowledgeable staff, its strategic location in the Marylebone village of London, high positive reviews, etc. Its major weaknesses include the high cost and price of the products, the limited opportunity of the loyalty program, and others. Attracting the opportunity of more and more travellers to the property for its amazing location, uncapping new markets, and using local styles of cuisine for its restaurant are the major opportunities available that the Marylebone Hotel can grab (Pirani and Arafat, 2016). Some threats to this property include the emergence of the pandemic, political issues, tax increases, and others.
[bookmark: _Toc128820258][bookmark: _Toc128821325]Main Body
[bookmark: _Toc126753926]The Marylebone Hotel operates its business operation in a good manner except for some of the recent issues that have been faced as difficulties by this property (Bogetic et al., 2015). The guests reviewed the hotel very positively. Though some of them address a few problems in various divisions of the hotel. For example, noisy sound, the problems in room service faced by some of the guests are the major concerning issues, in this regard (Booking.com, 2023). On contrary, several positive aspects of the Marylebone Hotel set this property in a strategic position in the hospitality sector in London. For overcoming the negative aspects or issues it needs to follow and initiate some procedures and techniques such as ensuring proper training for the staff, security increases policy, quality assurance and management, etc. (Dhawan, 2020). These positive as well as the negative aspects of this property are analysed here.
[bookmark: _Toc128820259][bookmark: _Toc128821326]Organisational design 
Organisational design is one of the most important parts of wants and needs which analysis the strategy with current and the future point such as structure, people practices, performance measures, policies, processes and the many other environment. This will help to find out some technical things with specialist information such as knowledge, skills and behaviours which will show the understand of the organisation and performance challenges that will made the decision about the work achievement like goals, values and aims (CIPD, 2020).
During the daily and regular operations of the hotel, The Marylebone Hotel performed or showed outstanding services to its guests, maximum of the time. Most guest services performed by the staff are perfect, very nice service, good location, great bar area and many more (TripAdvisor, 2023). 
[bookmark: _Toc128820260][bookmark: _Toc128821327]The Star Model
The Star Model is one of the most important parts of organization design which control by managing and influencing the employees with different method. This tool model helps to become skilled in order to shape the decision-making and analysing different behaviours of the organization effectively. However, there are 5 different steps which can help to analyse the hotel (Galbraith. J.R, 2011). 
· The first step is strategy which determines direction whether the hotel business is in the right path. However, the main point is to do better in the property such as there is a programme with sustainable tourism which means to have good environment, great community, different cultural and local economy (Expedia, 2023).

· The second part is structure which determines the location with making decision with control of a power such as to have analyse the hotel with dynamic and lowest few prices which guarantee and other techniques. This shows directly the influence hotel’s price with different structure, presentation and price rules. The control of the management can show different overbooking, length of the stay control and room availability guarantee (Ivanov.S, Zhechev. V.,2012, p.179).
· The third step is processes which help to find out the information such as giving 20% off for best flexible rate with breakfast plus an extra 5% off with sign up in Doyle discovery Loyalty programme and there is more offers for the members (The Marylebone, 2023).
· The fourth part is reward which making the motivation of the employee to perform well and achieving the goals. For example, the motivation of employees is meeting the people all over the world which making special, build connection and memorable reward for the team (Gibson. J, 2015). 

· The last one is people which brings the policy such as human resource that help to mind-set the employees and in order to have the right skills. However, the colleagues have great friendly environment with challenging situation, great involvement from upper management towards the employees and the team also brings different standards and clear views which brings the performance and better quality of work (Indeed, 2023).

[bookmark: _Toc128820261][bookmark: _Toc128821328]Positive aspects
There are some things that needs to be improved. A look at the reviews provided by the guests who already stayed at the property reveals some of the significant positive things and aspects herein The Marylebone Hotel. The hotel possesses a quiet environment with a fantastic location in the heart of central London. Its location and the fashionable amenities set it in the strategic position of the minds of the guests who stayed and want to stay at the property again (Khosravi et al., 2014). Positive aspects related to the in-room facilities and amenities such as the Nespresso machines, iPod docs, attractive TV, and others are significant. One of the exceptional specialties of this hotel is its marble-clad bathrooms and bathrooms surrounded by heated floors. Moreover, the free use and availability of the Third space wellness centre is another thing that is rated as the desired thing by the guests. The analysis of the reviews and information provided by the guests also reveal that the special amenities such as its 18m pool, amazing breakfast with its classic British cuisine, equipped gym facility, etc. are also the positive aspects of this property (Eric et al., 2013). 
[bookmark: _Toc128820262][bookmark: _Toc128821329]Negative aspects
Though most of the guests positively reviewed the hotel some of them address negative aspects as well. Whenever the property operates the business in full occupancy it struggles, queues and other consequences which can have negative impact on customers’ satisfaction (Ivanov. S, 2014, p.9). For example, many guests of The Marylebone hotel addressed that, there was a lack of room service availability on time, some noise and gathering around the front desk and lobby area, unavailability of all room facilities, etc. The major negative aspect that is addressed by the guests is the size of the rooms. Many guests review the hotel negatively only for its small size of the rooms and related ambiance for that reason (Padma and Ahn, 2020). In addition to this, there are few mistakes which is fitness centre not available during the 7.p.m in weekend, for this reason, the guest is upset and give poor reviews (TripAdvisor, 2023). Another negative aspect herein the hotel is that the elevator shafts are sometimes noisy especially when operating in full occupancy such as bangs which is disturbing the sleep of the guest (Booking.com, 2023). Many guests address as charging a high price for their stay that shows negative image. The market price shows to provide longer stays, identify the variable that determine the length of the stay which will brings guest satisfaction (Alen et al, 2014).
[bookmark: _Toc126753928][bookmark: _Toc128820263][bookmark: _Toc128821330]Issues Occurred in the Hotel
Several guests addressed some of the concerning issues that they face during their stay in the property, The Marylebone Hotel, in this regard. Those which need to solve soon and highly prioritize issues in the Marylebone hotel are described in this section of the report. One of the major issues is the lack of coordination between the front office and housekeeping staff (Bardi, 2021). For instance, some guests comment that they were said to apply the Do Not Disturb sign when they do a check in to the property. But sometimes the housekeeping staff and other times it was the room service staff who break the request by the guests not to be disturbed until a specified time. It might be because of misunderstanding and miscommunication among the front office, housekeeping, and room service staff (Velten and Lashley, 2018). But, here in the Marylebone Hotel, this has a lack. The main reason for the poor guest service might be because of the poor training, skills, and knowledge about it.

[bookmark: _Toc128820264][bookmark: _Toc128821331]The financial performance
[image: ]The financial performance is one important part which tells how well the hotel can use assets from primary mode of business and generate revenues. It can help to build the financial health over the period, compare the performance, reports annually of financial statements and manage the work on time (Kenton. W, 2022). However, the current assets are showing the big different between 2021 to 2020 because during the year 2020, the problem is showing that creditors amount has been fallen within one year. Even, total assets also showed less current liabilities (GOV.UK, 2022). Moreover, the revenue and profits were decreasing during the COVID-19 pandemic. So, in this regard, this is another concerning issue that needs to be addressed by the management. Here, other guests address the issues like charging overpriced and overcrowded than other hotels, lack of knowledge and professionalism of the housekeeping staff, rudeness of some employees with the guests, etc. So, these issues need to be solved soon so that guests' satisfaction can be enhanced (Sparks et al., 2016).











Figure 1-Confirmation Statement

[bookmark: _Toc126753929][bookmark: _Toc128820265][bookmark: _Toc128821332]Solutions to the Issues
[bookmark: _Toc128820266][bookmark: _Toc128821333]The Problem Tree
To solve the issue, the tool is to analyse the Problem Tree which gives identify of problem, to determine the structure, encourage group participation and to gain knowledge of the process (IE,2023). 
1. As the situation of departments depend on the performance of each another they need to be coordinated in this regard. The front office must inform the housekeeping and room service staff about the guests’ requests and services. Housekeeping needs to communicate room status information with the front desk so that any discrepancies and problems can arise and be solved immediately (Melián-González and Bulchand Gidumal, 2017).
2.  In that way to identify the causes, the hotel can be operated smoothly. In addition, the frequent training program for the staff, especially those of the housekeeping and room service, can solve the issue as well. For solving the problems related to employees, more long-term staff should be employed (Ferrary, 2015).
3. This may develop the solution, but the satisfaction of the guests that will be attained through qualified full-time staff will outweigh the cost. Moreover, incentive programs, bonuses, and other motivational initiatives can be taken to make the more productive staff. Excellent and qualified staff should be recruited as well. Food and beverage department staff should be trained more so that more qualified services can be delivered to the guests (Torres and Kline, 2013).
4. The final step is to select the preferred strategy which will allow to help the team to select and focus on the work such as exception friendliness, professionalism of staff and problem-soling skills (Torres and Kline, 2013).






[bookmark: _Toc128820267][bookmark: _Toc128821334]Findings and results
From analysing the data attained and retrieved from the official websites of The Marylebone Hotel, feedback and information about the guests and other services given to the different review sites of the guests such as social media, notes keep in the complaint box, etc. help to gain relevant information that needs to be concentrated. Key findings and results that have been found by analysing the hotel are presented in the following table.
Table 3: List of the Findings and Results of the Analysis (Own)
	Serial Number
	Areas
	Findings and Results

	1
	Housekeeping
	Guests of The Marylebone Hotel are happy with the room's overall cleanliness, set up, and ambiance. The housekeeping department maintains the proper environment for the rooms, lobby area, and the surroundings of the hotel (Tra, 2020). Housekeeping status reports are timely and accurately communicated to the front office so that no discrepancy can occur (Penninga and Chibili, 2019). Overall, the staffs here keep cleaning everything in the hotel property. But there were some problems faced by some guests that are associated with housekeeping. For instance, in the previous year (2022), one guest address that cleaners were banged the door during at a time when the guest was sleeping. Except for these issues, the housekeeping functions quite well at The Marylebone Hotel (Agoda, 2023).

	2
	Room Service
	Room services at The Marylebone Hotel are outstanding. Guests rated the property’s room service quality in a very positive manner. But there were some problems here as well such as changing nature of guests' expectations hindering the smooth operation of the staff (Chan et al, 2021). Moreover, some staff here found as unhelpful. Here, the analysis found that some guests were getting the food lately, i.e., didn’t found when they order.

	3
	Front Office
	The staffs of the front office department perform outstanding jobs in their daily operations of the business. Most guests are quite satisfied with the services provided by the front office department staff. They are helpful to the guests. Most of the guests reviewed the front office department staff positively as they are welcoming, and knowledgeable. They properly maintain the room status information and communicate this with the housekeeping to smoothly operate the property (Kansakar et al, 2019). But few mistake can happened like one guest had been chard twice and no refund (Yelp, 2023).

	4
	Maintenance
	All the hotel's available facilities are maintained by this department promptly (Chibili, 2019). But it is annoying for the guests when the swimming pool or other amenities aren’t functioning properly. For instance, from Thursday 22 July 2021 until Tuesday 31 August 2021, the swimming pool was out of operation due to a lack of maintenance. Guests reported this was annoying for those who come to the property for leisure purposes. But, since then the overall maintenance work done by the department is quite well, i.e., properly functioning the fitness centre, pool, necessary equipment, and machinery in the hotel.



The table above shows the findings and the analysis of the operation of various departments in The Marylebone Hotel. Here, the analysis finds most of the services and functions are performing very well within the property. Their staffs are knowledgeable and helpful most of the time. Staff plays a major role in attaining guest satisfaction and quality of service in a hotel (Xu and Li, 2016). Though all the functions are operated properly, some guests address some issues that are found in the analysis. For example, during the routine housekeeping operation of the hotel, some personnel of this department didn’t give importance to the guest’s requests. A guest said a do not disturb sign to his room, but the staff was intervening here in this room. Moreover, room services and furnishings, the front office, and other sites perform the job very well. In addition to these findings, this property has many positive aspects side by side with some negative aspects as well. 
[bookmark: _Toc128820268][bookmark: _Toc128821335]The five forces 
The five forces are important part which is a theory that help to analyse competition and attract the market value. This also provide to identify where the power in a business situation and understand the strength of a current competitive position in the hotel industry. The five forces are in Table 4 (CGMA, 2013).
	Five Forces (Table 4)

	Supplier power:
	The lower the supplier power, the more attractive the hotel business will male profit potential such as membership and offer (Bezal. com, 2021)

	Buyer power:
	The uniqueness of the hotel sells is variety of offers and package such as 25% with breakfast, 15% saving on luxurious suits, 10% off for the members (The Marylebone, 2023).

	Competitive rivalry:
	The profit of competitive rivalry is the power of brand loyalty by customer and competitor who comes unique way but to gain achievement from the customer loyalty and better position of the hotel (Gheribi. E, 2018, p.4-5).

	Threat of substitution:
	As hotel offers different sells in the market which put pressure on lower price such as loyalty member, discount to attract customer (Prace. A, 2019, p.26).  

	Threat of new entry:
	There is new luxury hotel will launch In June 2023 which is the BOTree hotel. This is a big competitor and big challenging (Hotel Development, 2023) 



Here, a TOWS analysis can help address the findings of the hotel, in this regard. TOWS analysis is a tool that focuses on external forces (threats and opportunities) instead of focusing on internal forces for ensuring positive outcomes for the organisation (Bartuskova and Kresta, 2015). This can be helpful for the hotel to modify its threats into opportunities and such things. This is illustrated in the following figure.


	
	Strengths (S)
	Weaknesses (W)

	
                 Internal Factors 

External Factors
	· The amazing location of the hotel
· Hotel facilities
· Local cuisine
	· Lack of training staff and experience 
· Low occupancy during off-season 
· High cost and lower profit

	Opportunity (O)
	(SO)
	(WO)

	· Value-added and customised service,
· Attracting an increasing number of guests as growing trends of travelers to London.
	· Improving the training skills of the employees within the hotel,
· Increased cooperation among departments.
	· Improvement in the promotional strategy, 
· Emphasize attracting guests.

	Threats (T)
	(ST)
	(WT)

	· Extensive,
· Competition,
· Climatic impact on guests’ arrival,
· New Hotel BoTree

	· [bookmark: _Hlk126533470]Ensure the quality and standard of the products and services to position into the market against the competitors such as BoTree hotel.
· Strengthen the cooperation and integration,
· Extensive promotion.
	· Promote and encourage cooperation extensively such as offer discount;
· Market segmentation and targeting such as loyalty members,
customer satisfaction of needs,



· Figure 2: TOWS Analysis (Kulshrestha and Puri, 2017)




[bookmark: _Toc128820269][bookmark: _Toc128821336]The hypotheses analyse
As for hypotheses analyse, the point is to analyse document and research the data which can help according to hypotheses pre-specified by KPMG Consulting agency.
Table 5: Hypothesis
	Hypothesis
	Research Design
	Data
	Data Sources
	Data Collection

	The sales training 
	Training research
	The programs for the improvement of hotel performances
	For the staff members 
	Observe (Elibrary.ru, 2023)

	Lack of focus on customers’ demographic profiles
	Marketing pricing strategies
	Different culture which can be offer room prices  
	Marketing report 
	Research the customer marketing skills (Hong. J et al,2020)

	Goals and objectives
	Competitors analysis (with BOTree hotel)
	to identify the problem and to develop a process of competition
	Agency report
	Marketing research (Mathews. V. E, 2000) 









[bookmark: _Toc128820270][bookmark: _Toc128821337]Action Plan
The action plan given in the following table is the result of the analysis of The Marylebone Hotel where issues that have been identified are listed and their respective solutions, as well as the desired outcome, is also addressed within a planned budget and time frame.
[bookmark: _Toc128820271][bookmark: _Toc128821338]CAGE Framework 
	CAGE Framework (Table 6)

	Culture difference:
	This will impact on the services and needs for the hotel in different culture such as the same service can be used in UK but for other foreign market also want different preference to adapt like new offer, new service, new brands needs and new system of policy (Gizela, 2021). 

	Administrative difference:
	As this hotel needs lack of engagement between staff and customer needs, lack of membership and many more (Toolshero, 2023).

	Geographical difference:
	Make more facilities and convenient to customers location which can have help in different time zone, transportation, climate and environment (Toolshero, 2023).. 

	Economic difference:
	This economic involves different aspects such as profit income, growing marketing, different prices, different quality and gain knowledge information (Toolshero, 2023).
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	Number
	Problem/Issue
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Poor room management 
	Decorating few rooms for a better time frame. These include practical advice and bring brightness to management
	There will change in the system of the rooms by the Interior design consultant. Besides this, the guest will be satisfied as their suggestions or complaints are taken into consideration, and make improvements
	4 Months
	01-06-2023
	£12,000
(Style within,2023)

	2
	Miscommunication between the housekeeping and front office staff
	Doing the work collaboratively can solve this problem. Housekeeping staff should establish a performance standard for giving the best services to the hotel while keeping up the good work. 
	Management consultant will help to solve problems among the staff of various departments within the hotel. This will benefit the property and spread goodwill to the guests (Gnanapala, 2014).
	3 Months
	01-04-2023
	£6,000
(Prospects, 2023)

	3
	Lack of promotion and the resulting impact on the revenue and profit
	Taking initiative to apply different promotional strategies such as loyalty programs, social media marketing, and others strategies. 
	Digital marketing consultant will help for the hotel. More potential guests will be aware of the property.
	6 Months
	01-09-2023
	£6.000
(CREDO,
2022)
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As here founds some of the concerning issues in The Marylebone Hotel, these issues need to be solved to gain a strategic position by ensuring the guests' satisfaction. Here are some of the recommendations to solve these issues:
· An integrated hotel PMS system can be introduced for the hotel. It will enable the front office to keep up-to-date information that will smooth the operation and achieve potential benefit such as satisfying customers, driving change and many more. the main objective is to help organization identify and brings better performance (Joseph. H. K and Edmond. C. K, 2015).
· Ensure cooperation and coordination among the front office, housekeeping, room services, and other related departments. The staff of these departments should realize that a hotel’s proper operation fully depends on cooperation and coordination. This also will be managed.
· Focus on the communication skills of the staff, especially those of the housekeeping, room services, and front office, when hiring for the hotel (Shin et al., 2019). It will reduce the chances of miscommunication that is occurring by Management consultant.
· Set different standards, monitor the rooms or operation continuously the work by Interior design consultant and get feedback from the staff which will be select the designs and showcase the interior design, launch in social media and potential customer (Bizbash, 2023). 
· Provide personalized advice, guide and solution the business with Digital marketing consultant and to help the business reach, engage and convert users. This can boost the positivity of the guests toward hotel properties (A:D, 2023).
Moreover, arranging the promotional strategy, especially the loyalty program for frequent guests, ensuring the synergies between and among the departments, maintaining guests' information to provide customised services, etc. can enhance the satisfaction of the guests.
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The purpose of this consultancy report is to show and solve the issues of The Marylebone Hotel. Here, an overview of the hotel is described. Then, the impact of the external or macro environment on the property is shown under the PESTEL model. In adding to other model, SWOT analysis is also demonstrated here from the perspective of the hotel. However, the star model has different method that brings several steps of process with knowledge. The major positive and negative aspects of the analysis of the hotel are presented here in the following section of the report. The issue is to solve the problem with different strategies management. Other objective of this report brings different methods such as financial performance, the problem tree, different five forces, explain of TOWS, the hypotheses analyse and cage framework. Finally, the main findings and results of the analysis are presented here in this report and described all this models that will help for the business of the hotel. As the KPMG consulting agency will brings different method to help the business grow and brings the motivation to the hotel members which will show different challenges that will be solved and brings the success to this hotel. All the document has given some major learning lessen and knowledge to this hotel. Hope to work in the future again. 
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