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Executive Summary

MM Hotelexpert group is a consultancy company based in the UK working in business, hospitality and tourism development and innovations. 
The company specialises in executing projects and provides complex solutions for implementing projects based on best management practices and aimed at achieving sustainable business development. 
The company's ambition is to deliver a consistently high level of service and apply innovative approaches for solving problems. To enforce methods that lead to sustainability and long-lasting effectiveness. To reach high profitableness, that will let us develop and meet our clients and partners' expectations.
This report aims to address Marriott's Hotel opportunities to improve its online reservation system, where; this report also mentioned the firm's possible issues. 
Problem or Issue at Strike
Marriott operations' problem in the hotel management indicates that record-keeping and communicating with the customers for reservation and query is potentially harmful to the business as technology has created the hospitality business to adapt to the technology era concerning providing the guest with a better service. The main issue with the telephonic and manual food ordering and reservation system is that for every query, the consumer will have to be dependent on the customer care manager's response, which eventually consumes more time than that of a digital system.
Findings and Analysis 
It has been founded that Marriott International can apply is based on the corporation's use of technology for the reservation and food ordering. It has been found that the queries of the customer will be solved accurately and more efficiently with the incorporation of reservation technology. It has been analysed that incorporating the tabletop food ordering system so that the customers are provided with efficient services with accuracy. It has been studied that automated devices will answer the queries and help them find the necessary solution in time. Regarding Marriott's financial performance, it is identified that Artificial intelligence is comparatively lower than that of today because Marriott gets its revenue increased by 1.5% in the year 2017. But in 2018, the Marriott Hotel's gain decreased by 0.02% due to the innovation of AI technology in the hospitality sector. Simultaneously, the rapid decrease in the number of potential customers contributed to reducing the margin revenue of the Hotel by 49.59% - 59.56% in 2019 and 2020. That is why the financial performance is highly impacted due to its current financial wealth, where customer response also varies in addressing the business wealth. In short, the three-layer system adopted by the management of Marriott Hotel is creating a delay in giving or providing prompt response to the regional and international customer in minimal time with efficacy and efficiency. Moreover, the Marriott Hotel is bearing more operational cost in accomplishing a reservation related order because of more deciding authority.
Based on the analysis, it is observed that delay in getting reservation-related queries solved is that any placed request is to be sorted in three layers: operation manager, customer relationship manager, and inventory manager acting as a threat for the industry. The services that have been provided to the customers it has created issues for the hotel industries. The extra human resources are increasing additional operational cost for the management of the Marriott Hotel Manchester. The overall margin of the company from the reservation and food ordering division is getting declined with time. Above all, implementing a semi-manual system in the reservation system and food ordering system has reduced Marriott Hotel's management's efficiency and efficacy. The reduced operational efficiency might eventually decrease the Hotel's performance over its rivals if corrective decisions are not made and implemented on time with accuracy and effectiveness.   
Recommendation 
The recommendation is to incorporate the technology for the customers' necessary details and reserve it in the system. In response to that, it is recommended that the Hotel make usage of an AI-powered reservation system to solve any kind of reservation related to query. Thus, this technical improvement will lead the business to integrate the Chabot system during reservation. Moreover, Marriott Hotel's Management is recommended to use a cloud computing-based reservation system so that every manager responsible for providing permission regarding a reservation quotation may provide their contribution digitally. It is also recommended to the management to focus on improving their customer relationship. The firm has to include the customer review and feedback process regarding their services and product delivery. That is followed by integrating advanced technological solution within the business process to empower its efficiency and attract new and potential customers. Overall, the Hotel will have to improve its communication process, where the interaction between business management and the consumer will be held.  

Conclusion 
It has been concluded that the incorporation of the technology is likely to help Marriott to improve its hotel management services in the operational department of the Hotel. Advanced technology for the reservation and food ordering division will decrease the overall operating cost and provide better and efficient services. In short, the Marriott Hotel is facing issue in enabling its customer in ordering and tracking food-related order in real-time without communicating with customer relationship managers and reception desk both. The dependency of the food ordering system on manual interaction is that Marriott Hotel's management uses extra human resources to extract and communicate required information to the interested customer.
It has also been founded that the implementation of a semi-manual system in the reservation system and food ordering system has reduced the efficiency and efficacy of the management of Marriott Hotel. The reduced operational efficiency might eventually decrease the Hotel's performance over its rivals if corrective decisions are not made and implemented on time with accuracy and efficacy.
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[bookmark: _Toc66386895]Introduction
The consultancy reports are written for a layman or a non-specialist individual that provides information about a business and its various strengths and weaknesses (Fleming & No, 2019). A hotel consultancy report's importance is that it allows for the hotel management's aspects regarding the issues and problems arising in the organisation. It also provides suggestions and various approaches to enhance hotel management's aspects to improve its business. The consultancy report allows a hotel to capture its customer better, increase its profitability and position the Hotel on the internet to attract more customers (Garg, et al., 2021). A quality-based audit has been made in the operational department. 
The outdated hotel reservation practices are the issue that has even arise in a corporation like Marriott. The operations like record keeping and communicating with the customers for reservation and query manually are potentially harmful. Technology has created the hospitality business to adapt to the technology era, providing the guest with a better service (Ali, 2016). The purpose of the report is to provide a consultancy report of Marriott hotel business and its operations. The issues to be addressed in the notification is regarding the Marriott hotel and hotel reservation. The Hotel's reservation problems that Marriott is suffering from are the incorrect record like the arrival, and departure date are not accurate, or the client's name has been misspelt (Marriott, 2021). The lack of automated services in the hotel management services will create an issue in the record-keeping and efficiently handling the hotel business. 
When provided by the Hotel, the customer services are supposed to satisfy the guest, and the lack of technical support is likely to make the Hotel's services productive (Alonso-Almeida, et al., 2012). The corporation's technical support is expected to help the company track their record-keeping like the number of booking and the status of the room, etc., to ensure that the issues like overbooking or double booking do not occur. Methods used to analyse the problems are SWOT and PESTLE analysis. These tools are strategically used to understand the planning and decision making for future recommendation to an organisation. SWOT analysis tool has the potential to understand and evaluate the strength, weakness, opportunity, and threats of a corporation (Gürel & Tat, 2017). PESTEL analysis tool has the potential to analyse the external environment of an organisation and its impact on it (Nurmi & Niemelä, 2018). This report is to identify the issues present in the reservation of a room in a Marriott hotel and its respective recommendation to improve its reservation procedure.                                                                                                                                                                                                                                                
[bookmark: _Toc66386896]Scope and Analysis
The Marriott Hotel is in the UK, and it has many brands under it like Marriott Hotels, Delta Hotels, JW Marriott, Renaissance Hotel, an Autograph Collection Hotel (Marriott, 2021). Marriott Hotel was formed in 1927, and it has its Hotel in 131 countries on different continents across the globe. 
PESTLE Analysis:
	Political
	· The UK's service taxes have been increased as a 1% rise in the corporate and service tax for every £3 billion (BBC, 2021). 
· The country's budget report for 2021 has suggested the rise in the country's service and corporate taxes to ensure financial distribution.

	Economic
	· The Economy of the UK has been declined by 7.2% in 2021, this is the effect due to the covid-19 pandemic, and it is the biggest slump in the years (BBC, 2021).

	Social 
	· The number of average population age has been risen to be 40 years, as one in every four individuals in the UK is expected to be 65 years and over (BBC, 2021).

	Technological
	· 93% of people in the UK in 2019 has been observed to be using technology medium like smartphones and laptops to stay updated (Statista, 2021). 
· The digital and internet medium are used by 46.6 billion people in Great Britain alone in 2020 (Statista, 2021).

	Legal
	· The country's companies must follow the Employment Law of 1996 that has legislation to provide fair wages to the employees that are either equal or higher than the minimum salary (Legislation.Gov.UK, 2021).  
· The Data Protection Act of 2018 has added to the possibility to govern personal data rights (Legislation , 2021).

	Environmental
	· The use of technology that produces the HFC or hydrofluorocarbons and has adverse effects on the environment has been reduced in the UK using new regulations like trading and using fluorinated gas and its impact on ozone depletion (Gov.UK, 2021)



Political: 
The rise in the service taxes has a potential effect on the room fare-operational cost as it will be increased. The government provides low corruption over its policies' control and effectiveness and has political stability in the country (GOV, 2021). Political stability helps the hotel industry to attract foreign customers and run a stable business environment. The British have left the European Union by its Brexit policies that have created uncertainty in its political and business environment (Brown, et al., 2020). The Brexit policies will decline the hotel revenue as the EU citizen's staff and customers are not allowed without proper documentation. 
Economic:
The decline in the UK economy has reduced its customers' paying capacity; therefore, the customers are more attracted to the cheaper deals and hotels rather than spending on better hospitality (The Guardian, 2021). That has affected the Marriott Hotel chain by reducing its overall estimated revenues and business. 
Social:
The rise in the 65 and above population has become the hotel industry's target customers, due to which the company must change its operations better to suit the target population (Statista, 2021). Marriott's operational cost is likely to be increased because its functions are younger person-oriented when its targeted customers have been shifted to 40 to 70 years of age. 
Technology:
The hotel industry must change its promotion and market penetration medium to the social media platforms as the youth are more involved with the internet. Marriott hotel must use the technical median to reach out to the targeted audience, the youth costumer in the local and internal markets, to gain higher revenue (Statista, 2021). The human resources add to the operational cost for the management of the Marriott Hotel. The company's overall margin from the reservation and food ordering division is getting declined with time. 
Legal:
The 18 years of age is a minimum requirement for employment in the hospitality industry in which the minimum wage that is to be provided to the staff members are £6.45 (Gov.UK, 2021). The Marriott hotels operational charges are increased due to the minimum wage required to the staff. The technical issues that Marriott has suffered from are related to the data breach that has cost £18.4 million to the hotel chain (BBC, 2021).
Environmental:
The Economy's environmental issues have been to provide industrialisation (Quinones, et al., 2019). Environmental issues and pollution are the country's concern; therefore, it has been stated that the information concerning less plastic use and having eco-friendly products has been increased in the country (GOV, 2021). The Marriott hotel is likely to use the air conditioner with less HFC production (Marriott, 2021). The hotels' environmental measures are also related to the primary switch connection in the room where the electricity has to have flowed when the guest is inside the room or-else the electricity will be stopped. The UK government is also improving the use of saving technology in the industries to reduce energy use and conserve it. 
SWOT Analysis:
	Strength
	Marriott International's brand recognition is its most significant strength as Marriott is one of the world's largest and finest hotels in terms of the number of rooms and services.

	Weakness
	Marriott International has a weakness in the technology section as it uses a semi-digital method for reservation and food ordering system (Marriott, 2021).

	Opportunity
	Marriott's brand image acts as its opportunity for the future; it has the market in developing countries like India, China, etc. (The Guardian, 2021).

	Threats
	The new challenges are the threats for Marriott international as the digitalisation of the hotel industry has enhanced its competition



Strength:
The brand awareness of the Hotel provides the marketing funnels and crucial foundation for the Hotel in the mind of its customers (Bilgin, 2018). It has recognised as the vital importance for the business based on the promotion for the perceived value. Marriott International's services are also its strength with its historical advantage over luxury hotel management. 
Weakness:
The use of a semi digitalised reservation system for collecting reservation-related orders from regional and international customers acts as backwardness for the corporation concerning technology (Amin, et al., 2017). The Marriott Hotel uses a desktop version application to facilitate reservation services for its domestic and international customer. T consumers who want a customised package with customer relationship managers get delayed receiving a quotation for the desired interest (Marriott International , 2021). That acts as a weakness for the Hotel that fails to provide efficient services to its consumers. The semi-digital reservation system issue is that the customer who wants customised reservation services must wait for more than 48 hours to 72 hours for getting their queries solved (Marriott, 2021). 
Opportunities:
Marriott is one of the largest and finest hotels globally; therefore, it has an overall impact on the developing countries where the population prefers using branded and luxury services more than the developed countries. The management is growing in the Hotel, and the new trade training scheme helps the company's operational role. Trainee benefit in the Marriott graduate program is also beneficial for the hotel management and is likely to enhance its hospitality derived to its clients (Marriott , 2021). 
Threats:
The use of semi digitalised reservation system for collecting reservation and ordering food is a threat for the corporation (Ariffin, et al., 2018). The competitors like the Hyatt hotels, Hilton worldwide and Wyndham Destination use the digitalised medium for reservation and food order that is a threat to Marriott International as the customers are likely to prefer the better service provider. 
[bookmark: _Toc66380128][bookmark: _Toc66386897]Main Body
[bookmark: _Toc66380129][bookmark: _Toc66386898]Analysis of the Operational Activity of Marriott in terms of reservation System and Food Ordering System.
Audit Report of the Operation Department
Marriott International is one of the largest and finest hotels globally regarding the number of rooms and their services (Marriott, 2021). J. Willard Marriot founded the Hotel the year 1927, whose headquarter is situated in Bethesda, Maryland (Marriott, 2021).
 Based on the Marriott Hotel’s operational activity analysis has been found that the Hotel uses a semi digitalised reservation system for collecting reservation-related orders from regional and international customers both (Marriott, 2021). The Marriott Hotel uses a desktop version application to facilitate reservation services for its domestic and international customer. T consumers who want a customised package with customer relationship managers get delayed receiving a quotation for the desired interest (Marriott, 2021). The result of the customer's query's delayed response is that customers either get irritated with the reservation services or is shifted to another hotel or booking agent who provides immediate and customised reservation-related services.        
Current Reservation System of Marriott Hotel 
After analysing the operational activity and strategy of Marriott Hotel, it has been figured out that the management of the Hotel is using staffing-based technology in handling and operating reservation-related activity and order collection related procedure. In Marriot hotel, review managers or operating managers have been appointed to monitor, review, and manage the associated reservation queries received from the domestic or international customer either digitally or manually (Marriott, 2021). Besides this, the reservation procedure, which is being followed by Marriott Hotel's management to enhance its performance and accuracy, is based on the three-layer system. According to the manual reservation system, any received queries about a reservation will be initially noted down by customer relationship managers, and the manager will communicate with the operation manager to understand whether the price available at the portal is applicable for the order or not (Han & Hyun, 2017). Once the approval comes from the inventory manager and operation manager regarding the communicated reservation query, the customer relationship manager makes a quotation for the order. The hotel manager eventually signs before sending it to the specific customer (Bakar & Teong, 2019). 
Issues in the Current Food Ordering System of Marriott Hotel 
Based on the analysis of the operational activity of Marriott Hotel, it has been noticed that the management is using telephonic and manual based food ordering system due to which each customer, whether they have checked in the Hotel or not, have to call customer care officers regarding an order. The main issue with the telephonic and manual food ordering and reservation system is that for each query, the consumer will have to be dependent on the customer care manager's response which eventually consumes more time than a digital strategy (Durazzo, et al., 2018). In the Marriott Hotel, there is a printed menus system in which the food item which the Hotel is serving is mentioned along with prices because of which the consumers who prefer manual method get happy with the food ordering system. On the other hand, the hotel management faces huge operational cost in getting a new printed menu list for its customer if any changes are brought into the food services of the Hotel, like the price of food, variety of food and customisation of food. 
In short, the Marriott Hotel cannot communicate its changed menu list to its customer in real-time. The Hotel cannot tap the customers interested in having a new variety of the Hotel by sharing the services in real-time. Moreover, Marriott Hotel's management uses telephonic and manual-based services to help its customer track the delivery status and work in progress status of the placed order. The customer is forced to ask each moment of their demand from a manager. 
[bookmark: _Toc66380130][bookmark: _Toc66386899]Analysis of the Reservation Related Issues 
Based on the principle of customer relationship management and hospitality management, the higher the speed of solving customers' queries, the more the probability of getting the number of footfalls of potential customer increased than that of earlier (Lee & Ok, 2016). The reservation system is a hospitality service with the help of a hotel's desired services. The product is made to be purchased by a targeted customer either digitally or manually. Based on the Marriott Hotel's reservation system analysis, it has been analysed that the management of the Hotel is utilising a semi-digital reservation system to collect reservation-related orders from domestic and international customers. For example- The Marriott Hotel has a mobile and desktop-friendly website, both due to which it has enabled its customers to book their desired room of the Hotel in a single click by just visiting their portals. 
The issue in Current Reservation System in Terms of Corporate Consumers 
The main problem with the reservation system comes in corporate consumers' cases corporate consumers seek customised price for the interested hospitality services (Minh, et al., 2015). Marriott Hotel's management has implemented a three-layer manual system for providing a solution to reservation-related queries in case customers ask for customisation in reservation in terms of group pricing, welcome services, and other special services (Marriott, 2021). The semi-digital reservation system issue is that the customer who wants customised reservation services has to wait for more than 48 hours to 72 hours for getting their queries solved (Nieves & Quintana, 2018). The delay in getting reservation-related queries solved is that any placed request is to be sorted into three layers that involve the operation manager, customer relationship manager, and inventory manager. Every reservation-related query is solved manually by the Customer Management Department. The management's time in collecting orders or booking through the reservation system gets delayed. 
Issues of the Reservation System in Terms of Response Timing 
Moreover, another problem with the Marriott Hotel's reservation system is in the digital response system of the Hotel as the digital portal of the Hotel is not automated, due to which the customer who places queries in a non-operational hour get waited for more than 24 hours. Besides this, whenever Marriott Hotel's customers face reservation-related issues while making a booking using its website or application, they are dependent on having communication with the customer relationship team either through email or telephone, which is itself a tedious job (Marriott, 2021). 
Marriott Hotel's management uses a manual reservation reminder system, due to which any customers who place reservation-related orders get notification only once after confirmation (Marriott, 2021). Based on the current market trend about hotel service seekers' behaviour, customers prefer to notify them about their reservation on WhatsApp and email (Turner, et al., 2017). In response to that, Marriott Hotel's management uses only an email system that reduces the efficiency of the Hotel in grabbing the footfall of potential customers. Above all, the management of Marriott Hotel is using a standard SQL database system to record the data being fed or fed by its customers either manually or digitally, due to which the possibility of data breaching has been increased in the current reservation system of Marriott Hotel (Marriott, 2020). 
[bookmark: _Toc66380131][bookmark: _Toc66386900]Management Techniques and Staff training programs for Fixing Identified Issues
To enhance the reservation system's quality and effectiveness and other operational systems, it is required to strategically identify the issues in the current reservation system so that an effective corrective strategy can be framed to overcome the problem effectively. 
Management Techniques
Based on the analysis of the current reservation system, it has been figured out that Marriott Hotel's management cannot respond to the reservation-related queries of its potential customer due to the availability of a semi-digital reservation system. For enhancing the efficacy of Marriott Hotel in giving prompt response to the reservation-related question of its customers, the management of the Hotel should use artificial intelligence-based chatbots by integrating them with its current commercial websites or portal (Du, et al., 2017). The AI-powered will help Marriott Hotel's management solve its customers' query real-time irrespective of time zone and operating time (Marriott, 2021). Marriott Hotel's management should use AI-powered reservation management software or systems by feeding all its data like inventory detail, rise, ratings, customer detail, suppliers’ detail, and other customisation-late details (Liao & Yang, 2020). The AI-powered reservation management software will support Marriott Hotel's management make any quotation in a fraction of a second by just entering the detail of customers (Wang, et al., 2016). Moreover, the reservation system will help Marriott Hotel's management increase communication efficiency by enabling all operational staff to communicate digitally using the software. In short, the AI-powered reservation system will support Marriott Hotel's management in increasing the response time by decreasing the time of decision-making without compromising on the quality of work and its result. 
Staff Training Program
For enhancing the efficacy and effectiveness of the reservation department or operation department, it is required that all the employees or workforces must be trained with the new technology of reservation so that desired organisational goal can be achieved accurately (Yoon, et al., 2016). Marriott Hotel management should train their staff on collecting data or information from their valuable customers regarding their orders using digital technology so that an appropriate solution can be provided immediately as per customer expectation. Based on the analysis of the operational department of Marriott Hotel, it has been figured out that the Hotel is still using a printed menu system for facilitating the food ordering services for its customers (Marriott, 2020). The result of the manual food ordering system is that its customers have not been able to place customised order and track placed the order (Sánchez-Casado, et al., 2018). Hence, Marriott Hotel's management should embed or integrate a food ordering and tracking system in its mobile application, which can be used by its customer while placing food orders before a check or after check or both. Above all, Marriott Hotel's management should strategically train all its operational staff, including the customer relationship team and operation staff, with all the requirements that may fulfil the trending need of potential customers.  
[bookmark: _Toc66380132][bookmark: _Toc66386901]Financial Performance of the Hotel the Reservation Context 
The Marriott Hotel has received recognition from worldwide customers in terms of high-class hospitality services and customer-friendly services. It became able to generate revenue of $ 2.172 billion in the year 2020. Until the year 2017, Artificial intelligence intervention in the hospitality sector was comparatively lower than today. Marriott Hotel's management became able to get its revenue increased by 1.5% in the year 2017. 
[image: ]
Figure 1: Financial Performance of Marriott Hotel in the Reference of Reservation services; Source: (Marriott, 2021)

The demand for AI-powered chatbots in reservation system got substantially increased from the year 2018. The customers of Marriott Hotel started facing issue in having reservation services with the help of advance technology. The result of AI technology innovation in the hospitality sector is that Marriott Hotel's revenue decreased by 0.02% in 2018 (Marriott, 2021). Marriott Hotel's management could not implement the AI-powered reservation system, which eventually reduces the number of potential customers. The rapid decrease in the number of potential customers contributed to decreasing Marriott Hotel's revenue by 49.59% and 59.56% in 2019 and 2020. In short, it can be said that the financial performance of Marriott Hotel has been impacted substantially due to its digitalisation related issue in reservation and food ordering system.  
[bookmark: _Toc66362305][bookmark: _Toc66386902]Findings and Results

	Topic
	Issue
	Impact
	Solution 

	Outdated hotel reservation services
	The operational department of the Hotel fails to provide the customers with the customised reservation services without waiting for more than 48 hours to 72 hours
	 The reservation system is a hospitality service with the help of which the desired benefits is offered has been reduced due to the use of outdated hotel reservation services
	Using the digitalised medium for the reservation services and solving the customer's queries is likely to help the company provide better services. 

	Customer relationship management
	The issue is Marriott Hotel lacks performance management and accuracy as the company is not based on technology. Customer relationship managers will initially note down the three-layer system used by the Hotel to receive queries about a reservation, and the manager will communicate with the operation manager to find a solution. 
	The impact is delayed services have been provided to the customers as they have to wait for 48 hours to 72 hours for receiving the solution to their query
	Using automated devices to answer the queries are likely to help the customers. The Hotel is expected to provide solutions faster and more efficiently. 

	Food Ordering 
	The issue is that the customers are provided with the printed menus system that is outdated and offers slow service to the customers 
	The impact is on customer satisfaction is reduced as Marriott fails to offer better food ordering services them. 
	the hotel corporation must use the tabletop technological system for the food ordering 

	Data Breach
	It is defined as an intentional or unintentional release of private ort confidential information to an untrusted and unreliable source. 
	Marriott International has suffered from the data breach due to which the hotel chain was fined £18.4 million to the hotel chain (BBC, 2021). That also creates mistrust in the minds of the customers for the brand and provides issues to the brand image of the corporation (The Guardian , 2021). The customers' details have been leaked, due to which the hotel management has to suffer from the lack of confidence of the customers. 

	Marriott International has provided a written apology to the customers for the most profound regret of the company (The Guardian , 2021). 

	The rise in service tax
	The UK's service taxes have been increased as a 1% rise in the corporate and service tax for every £3 billion (BBC, 2021). 

	The rise in the service tax has created issues concerning the operational cost of Marriott International (Marriott, 2021). The increase in service taxes has a potential effect on the room fare-operational cost as it will be increased.
	Marriott International's operational department can apply based on the corporation's use of technology for reservation and food ordering. This way, the operating cost of the Hotel is likely to be reduced. 



From the analysis of the above-given findings, the hospitality service gets impacted due to the outdated reservation services. It can be resolved by using the digital platform for reservation services. As Marriot lacks technology efficiency, the customer has to wait 48 to 72 hours for the solution. Therefore, the implementation of automated service can resolve the issue by providing a quick solution. The printed food menu of Marriott is also outdated. Thus, customer satisfaction is not up to the mark as Marriott fails to offer better food ordering services. Marriot has suffered from the data breach problem by releasing confidential data to unreliable sources. Therefore, it fined £18.4 million to the hotel chain and mistrusted consumers' minds, following Marriot's written apology to the customers. The UK's service taxes have been increased as a 1% rise in the corporate and service tax for every £3 billion. The UK's service taxes have been raised as a 1% rise in the corporate and service tax for every £3 billion. The increase in service taxes has a potential effect on the room fare-operational cost as it will be increased. Marriott should use the technology for the reservation and food ordering. This way, the operational cost of the Hotel is likely to be reduced.
[bookmark: _Toc66386903]Action Plan
	Number
	Problem 
	Solution 
	Desired Outcomes
	Time scale 
	Completion 
	Planned Budget 

	1
	The rise in service tax
	The solution that the operational department of Marriott International can use its innovative technology to provide the necessary services to the customer and reduce the operating cost in the long run by reducing the number of staffs working for the hotel industry. 
	Marriott's operational cost will be reduced in the future, even after the rise in the service taxes in the UK. 
	It will take three years to reduce the staffs and use the technology for providing the services to the customers 
	20/04/2024
	$22,00,000

	2
	Food Ordering
	They are incorporating the tabletop food ordering system so that the customers are provided with efficient services with accuracy. 
	The use of tabletop food ordering technology is likely to help incorporate the innovative way of food offering and enhance the quality of the services. 
	It will take eight months to a year
	02/01/2022
	

	3
	Outdated hotel reservation services
	The digitalised medium for the reservation services and solving the customer's queries is likely to help the company provide better services incorporated by the Marriott hotels' operational department. 
	The queries of the customer will be solved accurately and more efficiently with the incorporation of the reservation technology
	Six months
	20/09/2021
	

	4
	Customer Relation management
	The automated devices will be used to answer the queries and help the customers find the necessary solution in time. The technology will automatically store the essential details of the customers and reserve them in the system. 
	Marriott's customer relationship has been maintained with the technology's help to provide the consumers' necessary details in time. 
	Six months
	20/09/2021
	



[bookmark: _Toc66380135][bookmark: _Toc66386904]Recommendations
Based on the audit report's analysis prepared by investigating Marriott Hotels operational department, it is recommended to manage the Hotel to use a neural network and cloud computing-based reservation system to automate its reservation and food ordering system. Based on the analysis of the Marriott Hotel's reservation system's issue, the Hotel uses a semi-digital reservation system. It is getting delayed in replying to the reservation-related query of its customers immediately and efficiently. The usage of an AI-powered reservation system will enable Marriott Hotel's management to solve the reservation-related question in real-time with an integrated chatbots system. Moreover, Marriott Hotel's supervision is recommended to use a cloud computing-based reservation system so that each manager responsible for providing permission regarding a reservation quotation may provide their contribution digitally promptly. The introduction of a standard digital communication platform will support Marriott Hotel's management to enhance their speed in providing customised quote regarding a reservation-related query asked by its potential consumers. Moreover, the chatbots supported reservation system will help the customers to Marriott Hotel place their food order digitally and a live tracking facility, which will eventually help Marriott Hotel's management communicate their changes that occurred in food services or reservation services. Above all, the cloud-based reservation system will support Marriott Hotel's administration to secure all data-related transactions with three-layered HTTP protocol and bit protection technology. 
The tabletop ordering system will only help Marriott Hotel's management enable its customer to place and track their food-related order digitally. In contrast, the AI chatbots-based reservation system will support Marriott Hotel's managing to get all kind of reservation services and food-related services automated with real-time features. In short, the Management of Marriott Hotel is recommended to use AI and chatbots based reservation system over the tabletop system.   
[bookmark: _Toc66386905]Conclusion
It is concluded that Marriott International is facing issue in enabling its customer in ordering and tracking food-related order in real-time without communicating with customer relationship managers and reception desk both. The dependency of the food ordering system on manual interaction is that Marriott Hotel's managements us extra staffing to extract and communicate required information to the interested customer (Marriott , 2021). The Marriott Hotel's diverse workforce is increasing additional operational cost and causing several issues for the industry. 
The issues have also arisen with the customised price for the interested hospitality services in the Marriott. The problems concerning the customised services that the customers want to lack efficiency. These issues have further made the customer relationship strained between the service provider and the clients. The problem with the semi-digital reservation system is that the customer who wants customised reservation services must wait for more than 48 hours to 72 hours to get their queries solved. The delay in getting reservation-related queries solved is that any placed request is to be sorted into three layers that involve the operation manager, customer relationship manager, and inventory manager. 
It has been recommended that Marriott Hotel is using the semi-digital reservation system, due to which it is getting delayed in replying to the reservation-related query of its customers immediately and efficiently. The usage of an AI-powered reservation system will enable Marriott Hotel's management to solve the reservation-related question in real-time with an integrated chatbots system. It will not just help the overall corporation to expand and to grow in the future. Marriott Hotel is using technology to enhance its overall customer relationship and its operations. 
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