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Executive summary:
Marriott hotel is a well-established chain of hotels that have been operating in 79 countries across the globe. The purpose of this report is to analyze the management of Swansea Marriott hotel. This report aims to develop an outline of analysis of the quality of management’s operations of the hotel and how the internal and external factors are impacting Marriott hotel's business and its brand name. The report will discuss further how these challenges and issues can be tackled by developing a better strategy and plan for the management of the hotel and human resources which will lead to improving the performance and customer satisfaction ratio so it can successfully provide greater value to customers (Mazen Alomari, 2017). With numerous branches worldwide, Marriott is a brand name that is trusted by many. The hotel's key strength is that it has a prime location in the city which is near to most of the main attractions of the city and has a great view of the beach. The hotel also has a large parking space and valley parking services which makes it more convenient for their guest to bring their cars along with them. It also has a nearby rental car parking where customers can park their cars on busy days (Zuo, Xiong, and Iida, 2017). The SWOT matrix for the hotel suggests that the hotel has the perfect location to make it an ideal spot for guests who are on their vacation or has arrived to attend some event because it is in the center of the city and offers all the amenities for a comfortable stay making it their first choice for accommodation. Therefore, it has also created an opportunity for the hotel to build more infrastructures to increase the number of rooms in the hotel especially with a view of the beach because guests prefer and enjoy staying in rooms that have a scenic view and pay higher prices to book these rooms (Zhang and Hong, 2017). Availing of this opportunity can be very profitable for the hotel. The hotel is currently going through a crisis due to the worst pandemic experienced in 100 years. The COVID pandemic has disrupted many businesses, especially hotels because the lockdown in most of the countries has restricted air travel decreasing the number of visitors and guests. More people are highly concerned about hygiene and are avoiding going out of their hometowns and avoiding eating out and visiting and staying in hotels. The business has taken a great hit because the number of guests has drastically decreased (Lai, and Wong, 2020). view and pay higher prices to book these rooms (Zhang and Hong, 2017). Availing of this opportunity can be very profitable for the hotel. The hotel is currently going through a crisis due to the worst pandemic experienced in 100 years. The COVID pandemic has disrupted many businesses, especially hotels because the lockdown in most of the countries has restricted air travel decreasing the number of visitors and guests. More people are highly concerned about hygiene and are avoiding going out of their hometowns and avoiding eating out and visiting and staying in hotels. The business has taken a great hit because the number of guests has drastically decreased (Lai, and Wong, 2020).



and pay higher prices to book these rooms (Zhang and Hong, 2017). Availing of this opportunity can be very profitable for the hotel. The hotel is currently going through a crisis due to the worst pandemic experienced in 100 years. The COVID pandemic has disrupted many businesses, especially hotels because the lockdown in most of the countries has restricted air travel decreasing the number of visitors and guests. More people are highly concerned about hygiene and are avoiding going out of their home towns and avoiding eating out and visiting and staying in hotels. The business has taken a great hit because the number of guests has drastically decreased (Lai, and Wong, 2020).
positive and significant impact on the performance of employees aiding in increasing their output and maximizing their efficiency and effectiveness. The hotel's breakfast buffet is also very popular among guests because of the variety the hotel serves in the buffet and is also a positive aspect of the hotel that has gained positive reviews from guests. Whereas, the majority of the guests found the pricing of food and beverages to be higher than most of the hotels and restaurants nearby which suggest that the hotel should reconsider their pricing for food and beverages (Lee, 2017).
The hotel should work on its marketing strategies and branding technique because the current situation of the brand reputation of Swansea Marriott hotel is hanging by a thread and therefore needs focus from the management to look into matters that are causing defamation of hotel such as negative reviews from unsatisfied guests. The hotel's marketing strategies should involve giving out complimentary goody bags or discounts to the guests that have had a negative experience in their stay. Therefore, tackling the situation before it gets out of hand causes a dent in the hotel’s reputation and brand image (Serohina, Petryshchenko, and Andrlic, 2019).
The hotel needs a redesign of its interior and develops new strategies for its operations to maximize its profits. The hotel should reconsider its pricing strategy for food and beverages because most guests have mentioned in their review that they found the hotel's menu prices higher than other hotels and restaurants in the area. The changes should be done immediately so that the hotel does not lose more of its business due to charging higher prices than its competitors. The overall environment set in the hotel is comfortable and with a highly trained staff that is friendly and good in communication, it helps maintain a positive environment in the hotel. The staffs' communication skills help enhance customer relationships and aid in establishing a bond with customers that will be beneficial for the hotel by gaining customer loyalty (Premachandra, Francis, and Dewagoda, 2019).
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[bookmark: _Toc97079163]Introduction: 
The focus of this study is to evaluate the performance of the management staff and operations, and will discuss further how challenges faced by the management can result in the defamation of the hotel's reputation and brand's name. The report will discuss further how these challenges and issues can be tackled by developing a better strategy and plan for management of the hotel and human resources which will lead to improving the  performance and customer satisfaction ratio so it can successfully provide greater value to customers by providing 100 percent of their services that they promise when a customer books a room for their stay (Phillips, Newman and Subramanian., 2018).
Marriott hotel is a well-established chain of hotels that have been operating in 79 countries across the globe. The purpose of this report is to analyses the management of Swansea Marriott hotel. This report aims to develop an outline of analysis of the quality of management’s operations of the hotel and how the internal and external factors are impacting Marriott hotel's business and its brand name. The report will discuss in-depth weaknesses, threats, and strengths of the hotel by performing SWOT and PESTEL analysis because it will lead in understanding whether the threats and weaknesses are due to external or internal factors and how to rectify them when using available resources (Khatter, 2019). The report will also aid in developing strategies to improve the quality of operations and promote productivity among the staff so that problems and issues faced at current times can be rectified and operations can be amended to avoid any hindrance or challenges in the future (Ali et al., 2020). The report will also discuss how the management has tackled issues related to human resources and customer satisfaction in the past and how such incidents have impacted the reputation of the hotel and its management (Brandon-Jones, 2016).
[bookmark: _Toc97079164]Scope and analysis: 
Marriott hotel is in Maritime Quarter near the town center in Swansea.  It is located right in front of the beach which gives a very pleasant view and environment and gives an edge to the hotel because most travelers who are on their vacations prefer staying in a hotel that is located near the beach. The hotel has four floors which have a total of 121 rooms and 5 meeting rooms.  The hotel was built in the year 1989 and was last renovated in 2007. Most of the recent reviews of Swansea Marriott hotel are positive but some reviews from their previous guest have written a negative review for the hotel on online travel guide websites (Sparks, So and Bradley, 2016). One of the reviews from a guest mentioned that when she checked into her room she encountered that the sheets weren't changed and the room wasn't clean. She also mentioned in her review that she found a used sanitary pad on the bed and was disgusted to have such an experience.  The review also suggests that there was some negligence from the management and staff which caused such an unpleasant experience for one of their guests and the fact that she posted her review online which was seen by thousands of people online caused the hotel defamation of their reputation and its brand name (Casado-Díaz, 2020). Another recent event (2018) has caused a lot of controversy on social media about Swansea Marriott hotel.  In 2018 Southampton FC team's reservations for the room were canceled 36 hours before their arrival because of the reports of a group of employees and guests getting sick due to some virus outbreak. According to the hotel's standard procedure, the hotel management informed Southampton FC about the situation so that they can find alternative accommodation.  The hotel management followed the procedure so they can prevent the spread of the virus by canceling reservations of bookings done for large groups (Hung, 2018). The hotel's management was careful and showed responsible behavior by implementing the procedure to prevent the spread of the virus but the football club who were in the city to play important matches of the league were not pleased and showed their anger and frustration by writing a negative review from their official Twitter account causing a lot of controversy and defamation of the hotel. The fans were also not happy and also showed their support on that review which caused a significant amount of damage to the hotel's reputation (Fung, Tsui, and Hon, 2020).
[bookmark: _Toc97079165]SWOT analysis: 
With numerous branches worldwide, Marriott is a brand name that is trusted by many. The hotel's key strength is that it has a prime location in the city which is near to most of the main attractions of the city and has a great view of the beach. The hotel also has a large parking space and valley parking services which makes it more convenient for their guest to bring their cars along with them. It also has a nearby rental car parking where customers can park their cars on busy days (Maršanić, 2018). But the distance of the airport from the hotel sometimes makes guests tired from the trip they have to take from the airport to reach the hotel. This factor can also be seen as a weakness or as an opportunity by the hotel. The distance from the airport means that the hotel can start their shuttle services for their guests coming from different cities to pick them up from the airport and drop them at the hotel. Through this way, the hotel can offer one more service to their clients where they can be charged as well. (Lin, 2016).








The SWOT matrix for Swansea Marriott hotel is mentioned below:


	Strengths
	Weaknesses

	· Ideal location
· Loyal customers
· Worldwide recognized brand name
· Low employee turnover
	· Negligence in the protection of data
· Negative publicity done by unsatisfied guests
· Very strict policies sometimes make guests unhappy and dissatisfied.
· No media team

	Opportunities
	Threats

	· Diversification in services
· Expansion can be done in related sectors
· Increase of tourism
· Can increase the number of rooms for accommodation
	· Global pandemic affecting business
· Increase in competition
· Less adoption of technology than competitors
· Change in consumer demands and perception



The SWOT matrix for the hotel suggests that the hotel has the perfect location to make it an ideal spot for guests who are on their vacation or has arrived to attend some events because it is in the center of the city and offers all the amenities for a comfortable stay making it their first choice for accommodation. Therefore, it has also created an opportunity for the hotel to build more infrastructures to increase the number of rooms in the hotel, especially with a view of the beach because guests prefer and enjoy staying in rooms that have a scenic view and pay higher prices to book these rooms. Availing of this opportunity can be very profitable for the hotel (Marpaung, Pratomo, and Wicaksono, 2019). 
[bookmark: _Toc97079166]PESTLE analysis:
The hotel is currently going through a crisis due to the worst pandemic experienced in 100 years. The COVID pandemic has disrupted many businesses, especially hotels because the governmental lockdown in most of the countries has restricted air travel decreasing the number of visitors. More people are highly concerned about hygiene and are avoiding going out of their home towns and avoiding eating out and visiting and staying in hotels. The business has taken a great hit because the number of guests has drastically decreased (Olawale, 2020).
[bookmark: _Toc97079167]Political factors:
The most important political factor that has affected the hotel in past and can have adverse in the future too is that there is political tension between government these days because of the conflict of interest which has led to disrupting air travel and has weakened political relations and frightened people to visit other countries decreasing the number of tourists and visitors (Chiriko, 2021).
[bookmark: _Toc97079168]Economic Factors:
The slow economic growth has also affected the business of hotels all over the world including Swansea Marriott hotel. The debt crisis in Europe has greatly affected the buying power of individuals and their ability to spend money on traveling or vacations. The decrease in wages has decreased the ability of people to stay in hotels and visit other cities of countries. Another major economic factor is that the exchange rate for dollars is very high in foreign countries which have led to discouraging American tourists to travel (Chatterjee, 2019).
[bookmark: _Toc97079169]Social factors:
The social factors show an optimistic view for the future of the hotel business. The studies reveal that the number of people who are willing to travel internationally has increased by 13% which means that in near future the hotel can overcome losses that they are facing due to pandemics (Luekveerawattana, 2018).
[bookmark: _Toc97079170]Technological factors:
The adoption of technology has had a huge impact on the business of hotels. More people are inclined to use rental service apps such as Airbnb to book rooms and apartments when they are traveling. This trend has affected traditional hotels and their business (Wang, 2016).
[bookmark: _Toc97079171]Legal Factors:
The hotel has faced the possibility of increasing minimum wage increasing labor costs and making it more difficult for the hotel to manage increasing expenses and make a profit (Nazarian, 2021).
[bookmark: _Toc97079172]Environmental Factors:
Increased electricity cost has contributed as an environmental factor that has affected Marriott hotel's business. The increase in fuel prices for airlines has also disrupted Marriott's business because its business hugely relies on air travel and the visitors they bring. Another and most important factor these days is that the global pandemic has increased fear among people related to hygiene and viruses making it the primary focus of hotel management (Saura, Reyes-Menendez, and Alvarez-Alonso, 2018).

[bookmark: _Toc97079173]Main Body 
The current situation of the world economy and strict regulations on travel and tourism has made it very difficult for the hotel management to generate revenue that can barely even cover fixed costs let alone variable costs (Peco-Torres, Polo-Peña, and Frías-Jamilena, 2021). The hotel management is currently facing a challenge of managing their finance and funds to the problems that are the priority at the moment such as taking care of hygiene and cleaning, which is also a task that requires a specific budget every month This can be considered as a fixed cost if the hotel hires their cleaning staff, keeping in mind that staff would be permanent employees off the company and the company has to cover their extra expenses such as healthcare and pension at retirement or insurance as well because the management is restricted by the legislation to do so for every employee. Whereas, the hotel can outsource this task to a company that specializes in this department and can provide said services. This way the company does not have to add any more liabilities and can get the task done with help of an external company (Galdon, Garrigos, and Gil, 2016). This will also aid in cutting the cost of expenses. Outsourcing can also be used for the marketing department because hiring a marketing team can be quite expensive and through outsourcing, you can complete specific tasks or achieve marketing goals with the help of marketing experts from all over the world. The adoption of information technology can be a great benefit for the hotel at times like these. The tools that information technology has to offer to do marketing and develop marketing strategies that are more effective and efficient and requires less capital than traditional marketing methods are beyond exceptional (Shin, Perdue, and Kang, 2019). Through outsourcing marketing activities the company gets the benefit of hiring professionals from all over the world giving a wide variety of skills found in different professionals, the hotel can hire one that fits their job description, and from their skills, they can benefit and achieve their goals. For example, if the company would have outsourced the task to manage social media and reviews the person hired for this task would have responded to the negative review immediately or would have informed the management so the management can take quick action and respond to the unsatisfied customer who wrote the negative review (Espino-Rodríguez and Ramírez-Fierro, 2017). Another scenario was similar and one thing that can be analysed from both scenarios is that both matters needed quick responses from the management of Swansea Marriott hotel so that they can cater to their queries. Some negligence was also performed by the management staff, and they could have tackled the situation with a different approach by offering the unsatisfied guests a complimentary stay on their next trip (Banerjee and Chua, 2017).
The management staff needs to be highly skilled in communication to overcome challenges like mentioned above. Facing challenges like these show how much the management has been prepared to take actions and decisions to overcome and tackle problems related to customer dissatisfaction or negative comments in the media. Negligence in these matters can cause controversy and defamation of the brand and hotel having a significant impact on business and its operations. The moral of the employees decreases making it the hotel's priority to introduce training and activities to increase the morale and improve performance (Losekoot, 2018).
Furthermore, standards of training and discipline have a positive and significant impact on the performance of employees aiding in increasing their output and maximizing their efficiency and effectiveness (Soelton, 2018). The studies and research suggest that by developing more training programs can aid in developing potential staff and can maximize their performance. The training programs also help in raising morale among employees motivating them to perform better and preparing them for challenges that they might face or maybe they are currently facing. It helps them to make informed decisions from the knowledge and expertise they gain through these training programs. A skilled workforce is one of the main factors in the success of any kind of business let alone the hospitality industry. A skilled workforce makes it inevitable to achieve goals most effectively and efficiently (Olimovich, Bakhtiyorovich, and Salimovna, 2020). It also helps in cutting off additional expenses because when the manager of the department has the quality of decision making and developing the most efficient plans, they will tackle the situation with the least amount of capital and by maximizing utilization of resources that are in hand. Moreover, enhanced training will also decrease employee turnover cutting the cost for hiring new employees and the human resource team’s time needed to conduct interviews and tests for hiring. These things may seem minor but have a significant effect on operations and its expenses and efficient management of human resources results in the decrease of expenses and variable costs (Bielecki, 2017). Another important factor that contributes to effective management of the human resource is that when the employees would be satisfied with their job and its rewards, the employees will give their best to ensure that the guests receive maximum value and services as promised and would give their utmost to provide these services making the guests satisfied and happy which will also aid in recovering their reputation and gain customers loyalty and build brand image. This will increase brand recognition and will help gain popularity among travelers too (Zhang, 2017).
Moreover, if we look at the factors that have contributed to getting positive reviews is mostly because the guests found the staff to be friendly and accommodating. This shows that the Swansea Marriott hotel has done an adequate amount of training of their employees which has enhanced their communication skills. This factor has contributed significantly to saving the hotel's reputation because whenever the guests were dissatisfied with the service or had any unwanted experience, the staff was there to cater to their queries and accommodate them to ensure a comfortable and pleasant stay (Sthapit, 2018). The hotel's breakfast buffet is also very popular among guests because of the variety offered and served in the buffet which is also a positive aspect of the hotel that has gained positive reviews from guests. Whereas, the majority of the guests found the pricing of food and beverages to be higher than most of the hotels and restaurants nearby which suggests that the hotel should reconsider their pricing for food and beverages so that the guests can enjoy their meals within the hotel and don't have to go out to other restaurants (Shaheen, 2021).
The hotel's local winery selection was also a factor that was highlighted in positive reviews from the guest. People who are on their vacations are looking for places to fine dine with their favorite wine selection and the Swansea Marriott hotel was successful in providing the opportunity to their guests to do so by providing a wide selection of local wine and some of the finest ones making it an attraction for guests who are on their vacation (Hsieh, Lee, and Yin, 2019). Some of these factors have been very important to cover up some pitfalls of the hotel. Such as the hotel's interior is very antique and old and most of the walls of the hotel are painted a decade ago and in need of refurbishment. The whole interior and decor of the hotel give a look of the palace from the 90s era which also sometimes attracts guests who are into heritage and culture but most of the guests found the hotel to be a little outdated therefore requiring refurbishment of the interior and decor. The use of technology within the hotel's grounds such as screens in the lobby and hallways for giving directions and maps of the hotel can help add that modern era look which is preferred by most of the guests (Yu, Bai, and Wu, 2018).
Although the hotel has been coping not verry well with the current situation that has been caused due to the global pandemic, slowly it has been recovered from the damage that has been done. The hotel's revenue and income have taken a drastic hit due to these circumstances and have been a cause of worry for the hotel management and owners. The hotel's financial position and decrease in income can be seen in the unaudited income statement cited below:




The financial data above  indicates that the hotel was unable to make profits in 2020 due to the restrictions, travel ban, and decrease in the number of travelers. The decrease in revenue generation has made it difficult for the hotel to cover its fixed and variable expenses of operations. 2019 was a profitable year and a sudden change of revenues in such a short period has stunned the hotel's management and made it very difficult to cope with the losses. But with things going back to normal in 2021 and ease in COVID-related restrictions, the hotel is slowly and gradually moving towards recovering their losses and cutting their costs with efficient management and effective strategies, the hotel will hopefully make profits again in the near future (Bhrammanachote and Sawangdee, 2021). As for now, it seems that the hotel needs to temporarily shut down some of its departments to cut costs of expenses. The hotel can make this decision by reviewing financial statements and financial data on each department to analyses which department generates the least amount of revenue and is just adding a burden of expenses. Shutting down such departments temporarily can aid in cutting down significant costs of expenses (Crespí-Cladera, Martín-Oliver, and Pascual-Fuster, 2021).
Furthermore, Swansea Marriott hotel is one of the popular sites for marital venues and has offered related services since the beginning of operations in the 1990’s. The hotel provides the services of an event planner and on-site culinary team to facilitate the guests and provide quality services. The hotel also offers wedding packages that provide the best value to customers. The hotel also offers a garden venue which is a plus point for people who want an outdoor location with a beautiful view for their gathering. Moreover, the hotel should work on its marketing strategies and branding technique because the current situation of the brand reputation of Swansea Marriott hotel is hanging by a thread and therefore needs focus from the management to look into matters that are causing defamation of hotel such as negative reviews from unsatisfied guests. The hotel's marketing strategies should involve giving out complimentary goody bags or discounts to the guests that have had a negative experience in their stay. Therefore, tackling the situation before it gets out of hand causes a dent in the hotel's reputation and brand image. The management should be active and responsive in such situations to give an immediate response and tackle the situation. The immediate response will help in catering queries of guests leaving no room for unsatisfied guests and covering up the mistakes or negligence made by the management or staff working under the management would help recognise challenges and deduce solutions for such problems.





[bookmark: _Toc97079174]Findings & Results: 
The overall situation of the hotel and according to the analysis of running operations and management, it can be concluded that the hotel needs some modifications in most of their department to maximize utilization of resources and to improve performance of operations and management. Each department was analysed individually, and findings of the study will be discussed below under each category individually.
[bookmark: _Toc97079175]Food and beverage:
In this report it has been noticed that the food and beverage department have some pitfalls due to its prices. The pricing of the food and beverages is higher than of the restaurants and hotels nearby. Therefore, the company needs to revise its pricing strategy to compete within the market. Another pitfall that was deduced during the study is that the menu for lunch and dinner has limited items for selection and therefore also needs to be revised by adding more items on the menu including continental and local food. Also, some reviews indicate that the food wasn't cooked properly which makes it compulsory for hotel management to prioritize quality management in the kitchen so that the food that is being served is according to the standards.  The hotel also needs to update its wine selection because it mostly serves local wine and most guests prefer wine selection from top wine brands. The hotel can also offer deals like 2 for 1 to attract more customers and encourage visiting guests to have their meals inside the hotel or through room service.
[bookmark: _Toc97079176]Rooms and accommodation:
The hotel currently has 121 rooms and 5 meeting rooms which are usually booked throughout the year. This creates the need for more rooms in the hotel and allows the hotel to expand its capacity to accommodate more guests. The tourism season is around the corner as well and implementing this strategy can be very profitable for the hotel which will also aid in recovering losses done during the first year of the pandemic. Using discount deals for group bookings can also benefit in revenues.
[bookmark: _Toc97079177]Environment:
The overall environment set in the hotel is comfortable and with a highly trained staff that appears friendly and good in communication, it helps maintain a positive environment in the hotel. The staff's communication skills help enhance customer relationships and aid in establishing a bond with customers that will be beneficial for the hotel by gaining customer loyalty. Whereas, the interior of the hotel needs refurbishment and some changes in designs to give it a more modern look preferred by most of the guests. The last refurbishment of the hotel was done in 2007 which makes it 14 years since the last renovation. The hotel should be renovated as soon as possible and this should be the priority of the management and owners to complete this task before the tourism season starts. As the restrictions are being lifted from air travel and other COVID related restrictions, it is predicted that the hospitality industry may see a rise in visitors and therefore makes the current period the best time for renovations and changes in the interior to open with a new look that may attract more guests than usual and experience the new look of the hotel.
[bookmark: _Toc97079178]Cleaning and fulfillment of SOPs:
The hotel's cleaning is on point. The whole hotel gets disinfected from hospital-grade disinfectants. The cleaning staff disinfects rooms after every guest's checkout to prepare them for the next guests that will be staying in those rooms. Housekeeping Standard Operating Procedures (SPO), which are followed with strictness to avoid the spread of the virus among guests or staff. The staff takes COVID PCR tests every month to ensure that no one from the staff who is infected by COVID 19 is on the premises of the hotel. 
[bookmark: _Toc97079179]Marketing:
The marketing of the hotel needs modification and improvement. The current strategy of marketing has been very outdated and there is an insignificant role of marketing when it comes to informing customers about the packages and discounts the hotel has to offer. Therefore the marketing strategy of the hotel needs to be revised by a modern approach and adoption of social media marketing. The new approach towards marketing through social media would help Swansea Marriott hotel to gain popularity among visitors. Interactive promotional campaigns such as contests to win free stays or discount coupons on following the hotel's official page will aid in targeting the audience and attracting new customers. Therefore, the Swansea hotel should hire a social media management team that is responsible for the digital presence of the hotel.
[bookmark: _Toc97079180]Security:
The security of the hotel is effective and has been providing satisfactory results and performance. But small changes can also be made to this department such as installing more cameras in car parking and having a surveillance team there as well because there has been an increase in Automobile theft in the region and the hotel needs to assure that such incident does not take place in hotels premises affecting any of their guests. The information of customers should also be more secure and require development in cyber security to avoid any cybercrime or identity theft due to leaked information from the system of the hotel. Increasing cyber security protocols security of the hotel would make the guests visiting the hotel feels safe and comfortable. Knowing that your information and belongings are safe gives a sense of comfort and security so that the guests can enjoy their visit without worrying about theft or illegal activity on the hotel's premises.




[bookmark: _Toc97079181]Action Plan:

	Number
	Problem
	Solution
	Desired outcome
	Time scale
	Completion date
	Planned budget

	1




	High prices of food and beverages


	Revising price strategy to and pricing of the menu by analyzing the prices offered by the competitors and adopting economy pricing strategy.
	The customers don't fine dining in the hotel expensive and have all of their meals of the day within the hotel.
	1 week
	7/03/2022
	No budget required


	2
	Few items available on the menu

	The kitchen staff needs to be trained and more cooks need to be hired to cook different types of foods including continental and local so that the variety in the menu can be increased. 
	All of the guests can find something to eat that they like and can try new dishes and cuisine as well.
	1 month
	1/04/2022
	£8,000





	3
	Most of the rooms are booked and it is hard to find a booking in peak season.
	The hotel should build more infrastructures to build 20 new rooms and 3 conference halls.
	Increase occupancy to facilitate group bookings and more guests than usual at the peak of the season.
	8 months
	2/10/2022
	£8.5 million

	4
	The décor and interior of the hotel are outdated.
	The hotel needs a refurbishment of the interior so that the look can be modernized according to the current preference of guests.
	Modernize the look and interior of the hotel to make it eye-catching to guests.
	3 months
	1/06/2022
	£1 million

	5
	Marketing techniques are old and ineffective for current times.
	Hire a digital marketing team and social media manager to manage digital presence and develop more effective strategies.
	Marketing is more effective and reaches the target audience.
	6 months
	1/08/2022
	£25,000

	6
	Security breach and car theft
	Adding more protocols to cyber security will help ensure data of the hotel to avoid any identity or funds theft. Add more patrolling teams in hotel parking to avoid car theft.
	Data is safe from any theft. Guests feel safe with their cars parked in parking.
	2 weeks
	15/03/2022
	£50,000



[bookmark: _Toc97079182]Recommendations:
The challenges that the hotel has faced over the past few years suggest that urgent amendments should be implemented to operations where changes can help the hotel to operate more effectively generating more revenues and attracting more guests to stay in Swansea Marriott hotel on their visit. Some of the recommendations that the report pinpointed according to the research and study were done on the hotel are mentioned below:
· The pricing of the food and beverages is high in comparison to the prices offered by competitors in the market. Therefore, the hotel should revise their prices of food and beverages encouraging guests to have their dinners and lunch in the hotel's restaurant.
· The menu of the hotel has very few items on it making it very hard for guests to choose from these items listed on the menu. The hotel should increase the number of items on their list and hire more staff in the kitchen to offer diversity in food by including local and continental food items on the menu.
· The hotel's capacity does not fulfill the demand for bookings in peak season. The hotel should increase the capacity by building new rooms and meeting rooms to increase their capacity and accommodate more guests in peak season.
· The hotel needs a refurbishment because the current interior, furniture, and décor are outdated and give a look of an old building. The hotel should redesign its interior to give it a more modern look.
· The current marketing approach of the hotel is outdated and ineffective in the modern era. The company should hire new marketing experts that are knowledgeable and have a modern approach towards marketing by doing promotional campaigns through social media and digital channels and coming up with promotional campaigns that interact with the guests to target a wider audience and get their attention.








[bookmark: _Toc97079183]Conclusion:
To conclude, the hotel's operations are a bit outdated due to their traditional practices. The hotel needs a redesign of its interior and to develop new strategies for its operations to maximise its profits. The hotel should reconsider its pricing strategy for food and beverages because most guests have mentioned in their review that they found the hotel's menu prices higher than other hotels and restaurants in the area. The changes should be done immediately so that the hotel does not lose more of its business due to charging higher prices than its competitors. Moreover, the hotel had some negative experiences regarding reviews. Some of the guests wrote negative reviews online that had a significant impact on the hotel's reputation and brand name, therefore, making it a priority for the hotel to hire social media managers and a marketing team that can immediately respond to such reviews and caters queries of unsatisfied guests to avoid further bad publicity. Moreover, the staff of the hotel is highly trained and professional has led in gaining customer loyalty and most of the guests find the staff to be friendly and accommodating making it a plus point for the hotel to cover their pitfalls. It was a pleasure to work for the Swansea Marriott hotel because throughout the period that I have spent there as a consultant, the staff was very understanding and helping with my research where they come up with honest opinions and recommendations for the hotel that would imperatively help improve the operations of the hotel and will benefit in the long run.
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