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[bookmark: _Toc120717972]Executive Summary
York Marriott hotel, located at York Racecourse, Tadcaster Road, York, YO24 1QQ, UK is one of the most famous four-star hotels in the area. Apart from the location, this hotel is famous for its food, wedding event management and supportive front desk services. It is very close to the York City Centre, York Dungeon and other tourist attractions (Trivago.com, 2022). As the hotel is a part of Delta Hotels by Marriott Bonvoy, it aims at providing world-class services to the customers to ensure their loyalty. Despite recent organisational environment changes, such as Covid-19 and Brexit, this hotel is doing fairly well. 
This hotel is particularly liked by the couples as they gave it a rating of 8.5 out of 10 on booking.com. Though the services of the conference centre, swimming pool, spa and parking make the guests feel good, many have pointed out some crucial issues regarding the hotel’s infrastructure and its services. Reliance Consultancy Services has been appointed to point out all the problems of the hotels that are to be solved. PESTEL analysis has been performed which has shown the impact of the external environment on the hotel (Mekhruza et Al. 2022). It has been seen that, Covid-19, Brexit and Ukraine-Russia War have created an impact on the hotel as they have changed the cost of living, job uncertainty and way of spending of the people of the UK. Marriott also had to furlough 10,000 employees during the pandemic, increasing the fear of job loss among the employees. 
It has been found that York Marriott has been suffering from skilled staff shortages as many of the employees have left their job due to changed immigration policy (Hick and Murphy, 2021). Therefore, this hotel needs serious change in employee retention policy so that the currently employed staffs are engaged and motivated to the company. SWOT analysis has also been performed to identify the internal and external capabilities and threats of the hotel (Manoharan et Al. 2021). It was found that, the location and amenities are its biggest strengths, while digital marketing can be the biggest opportunity. 
The problems identified through the guest reviews on different hotel booking websites, mainly traveladvisor.com and booking.com have been used as the basis of customer feedback. For employee feedback, a survey has been used to gather employee data. It has been found that, there are problems regarding- housekeeping, human resources, maintenance and restaurant & bar. Before analysing these issues, the strategic choice cascade model has been used to identify the ways to find a solution to arrive at organisational goal achievement. 
Based on the priorities of the tasks, each of them has been ranked. Those are as follows:
· Solving the booking issues with the booking websites (booking.com, tripadvisor.com etc.)
· Changing the stained bedcovers, carpets and curtains within 1 month.
· Refurbishing five new rooms and making them accessible for the disabled
· Identifying and changing the broken bathroom fittings, removing black moulds from everywhere
· Revising the employee retention scheme, appraisal policies, and furloughing policies and communicating them with the employees
· Maintaining a collaborative and communicative environment among the employees
· Including at least 5 new food items in the Kids' section and Vegan option.
· Appointing a chef and some other employees for faster service in the bar and restaurants
· Adding new chairs and stools in bar and restaurant
· Arranging a staff training program within 2 months for the restaurant, housekeeping and maintenance employees
After the problems and solutions have been identified, an action plan has been prepared to show the individual problems, their solutions and the total time and cost needed for them. The summary of that plan is shown here:
	No.
	Problems
	Solutions
	Time Needed
	Budget*

	1
	Unavailability of disabled-accessible rooms
	Identifying the rooms which can be remodelled and refurbished
	2 months
		£50,000




	2.
	Broken furniture, peeling wallpapers and other non-functioning appliances
	Identifying and fixing all the appliances. Changing the broken furniture
	2 months
		£30,000




	3.
	Cracked bathroom fittings and fixtures
	Providing new tiles, basins and stands where needed
	1 month
	£15,000


	4.
	Cleanliness
	Removing the stained carpets & replacing them, washing the dirty covers and curtains regularly
	1 month
	£10,000


	5.
	Booking issues
	Solving booking misunderstandings with the booking website companies
	15 days
	£5,000


	6.
	Sitting arrangement
	Inclusion of 50 chairs in the restaurant, 10 new bar stools
	1 month
	£35,000


	7.
	Menu
	Adding at least 5 new items to the kids and vegan items
	2 months
	£15,000


	8.
	Employee Shortage at the restaurant, housekeeping departments
	Recruiting new employees, training and developing them
	2 months
	£45,000


	9.
	Demotivated employees
	Revising benefit policies and engagement activities
	25 days 
	£35,000



*= Estimated figures
This is a two-monthly plan, which will need rigorous refurbishing activities and human resource planning to ensure the proper completion of the tasks. As the reputation of the hotel is declining due to negative guest reviews, it is of utmost importance to regain that again. Demotivated staffs are the main reason for slow and unattended services. So, by putting much effort into the employee engagement programs while ensuring proper maintenance and refurbishment procedures, this hotel will be able to attract more guests and ensure their loyalty.
[bookmark: _Toc120717973]Introduction
York Marriott Hotel, also known as Delta Hotels by York Marriott is a four-star hotel located near the York city centre and many of the local attractions, E.g. York Minster, National Railway museum etc. This hotel is famous for its racecourse view that offers scenic beauty to the guests coming to the area (O’Reily, 2022). This hotel holds a 3.5-star rating on tripadvisor.com, and a 7.4 out of 10 rating at booking.com. Apart from the excellent locational facilities, it also provides friendly front desk service, excellent English breakfast services, a good pool and sauna, professional event management services etc. (Booking.com, 2022). Though these positive aspects have attracted many guests and have been able to maintain customer loyalty, many have pointed out some issues regarding the hotel services. Based on customer reviews and hotel surveys, it has been found that, the hotel needs improvement regarding room service, furniture and fixtures, disabled-accessible room, quick serving in restaurants and many more. This report aims at finding out every present and potential issue that York Marriott Hotel is facing and will identify the root causes behind these problems. In contrast, it will also identify the best features of the hotel which might be explored even better so that brand loyalty can be ensured. Reliance Consultancy Services has been assigned for this purpose and it will deliver its report within a fixed period. For getting an idea of the external environment of the hotel, PESTEL analysis has been performed, while SWOT analysis will identify the internal and external points of view of the overall hotel as a view (Lim and Seo, 2021). These two models will act as the base of the identification of the problems and prospects of the hotel. Some other situational analysis tools and strategic tools will be used to identify the core issues and strategies to solve them (Carlo, 2021). Using all these, the report will figure out an action plan with an estimated time and budget needed to get the hotel rid of the problems. 
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[bookmark: _Toc120717975]Background of the Hotel
Location
York Marriott is a family-friendly hotel to arrange events such as weddings and family functions (Gordon, 2022). It is also well known for its business event management capabilities with 11 meeting rooms of different sizes, 470 square metres of event spaces and a maximum capability of holding 190 attendees in a meeting room (Marriott.com, 2022). The guests can reach the hotel easily as it is just 5-minute taxi ride away from the York rail Station.
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Figure 01: Location of the Hotel
Source: Expedia.com, 2022
As it is only a walk away from the nearest tourist attractions, like- Bar Convent Museum, Goddards Garden and West Bank Park, travellers can easily walk around and explore the scenic beauty of these places (Cabras et al. 2020). For business travellers holidaymakers or adventure seekers, the hotel offers a comfortable stay while serving delicious food in the Cast Iron Bar & Grill restaurant. 
Available Facilities
York Marriott offers an onsite spa, al fresco dining, indoor pools for adults and children etc. It has free self-parking, free Wi-Fi facilities in the open area for 1 hour, buffet breakfast facilities, an electric car charging station etc. (Marriott.com, 2022) For the convenience of the guests, the hotel has appointed multilingual staff speaking languages like Chinese, German, Polish, Spanish and English (ukhotels.com, 2022). The guests give a positive review of the front-desk services for their quick check-in procedure and supportive manner. All of the 151 rooms offer comfortable services with hypo-allergic beddings, free infant beds and cots, coffee/ tea makers, smart TVs and bathrooms with shower/tub combinations or shower only (Agoda.com, 2022). But the travellers' reviews are mostly about the furniture and fixtures that are worn out and being broken in several places. Some washrooms have moulded and floor tiles are cracked which have disappointed the guests even more. 
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Though the hotel puts extra effort to ensure customer comfort and contentment, it still needs some improvement regarding the following aspects-
· Availability of more disabled-accessible rooms and bathrooms 
· More cohesion with the booking companies, such as tripadvisor.com, booking.com for smooth guest check-ins 
· Bathroom fittings and fixtures
· The smell of damps and moulds on the washroom ceilings
· Fast service in the restaurant
· Slow services from the housekeeping, reception and restaurants
· Unfriendly bar and restaurant employees
[bookmark: _Toc120717977]PESTEL Analysis
As discussed above, not all of the aspects of the York Marriott hotel are negative, rather it is a mixture of negative and positive ones. According to Andini and Koesrindartoto (2020), certain external environmental factors are affecting the negative and positive features of the hotel. PESTEL analysis denotes the macro-environmental factors affecting the overall operations of an organisation (Matovic, 2020). Following are some related factors of the hotel:

	PESTEL Analysis

	P (Political)

	· Social-distancing measures, change in cleaning protocols
· Change in travel rules for Brexit
· Tourism taxes
· Government’s Job Retention Schemes for the furloughed employees (Spencer et al. 2022) 

	E (Economic)

	· Reduced tourist visits from EU countries due to Brexit
· Annual inflation rate at 11.1% in October, 2022 (the highest since 1981)  (tradingeconomics.com, 2022)
· High cost of living, increasing price of power, fuel and food price (Lenoël et al. 2022)
· GDP rate fluctuation (Gobbi and Lucarelli, 2022)
· Currency depreciation against the US Dollar 

	S (Social)

	· Reduction of home-tourist flow due to rising living costs (Harari et Al. 2022)
· Lower foreign travellers to York following the rise of travel costs in the UK
· Rise in the unemployment rate to 3.5% in October 2022 due to long-term sickness and job leaves (Schomberg, 2022)

	T (Technology)

	· Using booking websites,  hotel apps (Marriott Bonvoy App) (Richardson et al. 2021)
· Ensuring employee management by monitoring software
· System software for maintaining the bookings, reviews and sectorial information 
· Micro Opera PMS (Property Management System) (Abukhalifeh and Pratt, 2022)
· Digital keys for locking and unlocking rooms

	E (Environmental)

	· Reduction of water intensity, carbon intensity
· Increased emphasis on using renewable energy (Matteucci, 2020)
· Installing EV charging points

	L (Legal)

	· Change in immigration policy for Brexit
· Protection of human rights in the Hotel’s sphere
· Covid-19 health safety protocols (Spanaki et Al. 2021)



As a part of Marriott Bonvoy, York Marriott is also being affected by the recent changes in the hospitality environment E.g. Covid-19, Brexit, Ukraine-Russia War. During the peak of the covid-19 pandemic, the hospitality sector of the UK took the biggest hit (Ruffolo and Jimenez, 2021). As one of the largest hotel chains, Marriott also suffered during that time and had to furlough around 10,000 employees (Perez, 2020). Since the government had initiated CJRS to retain the employees of different sectors, the employees of Marriott got a guarantee to return to the job again.
Still, many hospitality workers have left their job due to changes in immigration policies and an increase in job uncertainty. The UK is facing high inflation and the GDP is projected to fall by 1.4% in 2023 (Pwc.com, 2022). Though York Racecourse is famous for organising many events like Dante festival, Music showcase, along with the most anticipated races, it sees fewer travellers now (Leather and Wilson, 2020). Additionally, the cost of fuel, power and raw materials for food preparations have risen, causing the prices of staying at York Marriott to rise too. 
York Marriott uses booking websites and official websites for getting reviews, bookings etc. To keep track of the employees it uses software, such as Micro Opera PMS (Shin and Perdue, 2022). For entering the rooms, digital keys are used for enhanced safety and security. Apart from these facilities, the hotel management is focused on maintaining sustainability by taking measures to reduce their carbon footprints (Landau, 2020). Overall, York Marriott has a long history of ensuring customer loyalty through employee services. In this situation of economic turmoil, an effective retention scheme may prove to be best for it.
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It is a strategic management technique to analyse the external and internal aspects of an organisation to utilise them in future (Madsen and Stenheim, 2022). Here, weaknesses and strengths are regarded as internal factors while opportunities and threats are external ones. Following is the SWOT analysis of York Marriott :
	Strengths
· One of the top-rated 4* hotels in the area (Toogood, 2022)
· Tourist places like parks, racecourses, museums etc. are within 1mile
· York Train station (only 5 minute's drive)
· Exclusive buffet breakfast
· Free pool and spa facilities
· Modern room and outdoor amenities (Wi-Fi, TV, Tea/Coffee maker)

	Weaknesses
· Poor car parking facility
· Cleaning services in bedrooms, washrooms and restaurant
· Unprofessional employee behaviour 
· Only one room for the disabled accessibility
· Moulds in bathrooms, worn-off furniture and fixtures
· Slow room services

	Opportunities
· Gorgeous view of the racecourse
· Marriott Bonvoy App facilities for guests’ better booking experiences
· Ensuring a pleasant and cosy wedding and birthday venue
· Using influencer marketing, vlogging and social media pages for marketing (Tanford et Al. 2020)
· User-friendly website, a better understanding of booking websites
	Threats
· Key competitors: Novotel York Centre, The Grand, Hilton York, Stableside etc. (Tripadvisor.com, 2022)
· Airbnbs, countryside lodges
· Job uncertainty due to reducing GDP and increasing inflation
· Immigration policy change induced unemployment
· Change of target market (from midscale to upscale)
· The rise in food, electricity, gas and other maintenance costs



· Strengths- York Marriott offers the guests a very cosy and convenient stay as it is located near the train station and the tourist spots. There are 8 very famous restaurants near the hotel which offer an excellent variety of food choices. Additionally, the buffet system breakfast is one of the most positively reviewed services of the hotel. 
· Weaknesses- Based on the poor (2/5) and terrible (1/5) reviews from different booking websites, it has been found that, customers have complained about the slow services from the housekeeping. Many customers faced no help from the front desk when they requested extra chairs, removal of cigarettes from the balcony etc. Additionally, the restaurants and bar staff were reported as rude and unfriendly by the customers. The bathrooms need fixture changes, while some of the room furniture needs to be repaired or changed as they are old.
· Opportunities- As many of the festivals and ceremonies are held in York Racecourse and many people come to enjoy the races held there, serving customers at that times are added opportunity(Khan et Al. 2021). Moreover, proper utilisation of technologies and social media marketing to attract, serve and retain customers is another way to increase customer engagement.
· Threats- Increased cost of energy and power along with the cost of food and beverages is a threat to the hotel. Moreover, many of the skilled employees had to quit their job due to covid-19 and Brexit. So, the new employees did not get enough chances to have proper training regarding guest management and hotel maintenance.
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Delta Hotels by Marriott York have excellent reviews regarding its location, amenities and food, but it needs some change in operation and strategy as guests are frequently complaining about the conditions of the furniture, the bathroom fixtures, damped smell, slow services etc. (Kayak.co.uk, 2022). Another crucial concern is regarding the shortage of disabled-accessible rooms and washrooms. There is only one such room amongst 151 rooms and it is inadequate. So, for analysing each of the problems according to their designated department, and coming to a feasible solution, a strategy-making tool, named Strategy Choice Cascade will be used:
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Figure 02: York Marriott ’s Strategic Choice Cascade
Source: Adapted from Martin, 2017
This tool includes five questions needed to form strategies. As this report will identify the problems of York Marriott hotel, this model can be of help. Following are the ways for it:
· The Goals and Motivations- The goal of the hotel is to ensure more sales through customer service and brand loyalty (Zhang and Lu, 2022). It also aims at developing a sense of inclusion amongst the stakeholders so that everyone can be benefitted from the organisation.
· Focus Points- The main focus of the plan is to ensure customer satisfaction while ensuring employee engagement. As a service-oriented company, hotel management is largely dependent on the employees and their services (Kim and Kim, 2022). The front desk and cleaning department often get praise for their services, but it cannot be said for the other departments’ employees. So, this needs to be developed.
· Things to change- Different departments of York Marriott are to be gone through operational changes- Housekeeping, Restaurant & Bar, Human Resources and Maintenance. Specific plans will be set for solving the problems of each of these departments based on collected data from customers and employees.
· Capabilities- Identifying the available resources, making plans to use them and utilising these resources effectively are needed for the proper settlement of the issues. Additionally, a management framework is needed to be prepared for ensuring employee retention and motivation.
· Management System Needed- Proper functioning of each department is to be ensured to make the plan successful within two months.
The problems are identified and analysed based on their departments.
[bookmark: _Toc120717981]Problems and their Solutions
[bookmark: _Toc120717982]Housekeeping Department
This department deals with regular maintenance of the rooms and bathrooms where the guests stay (Choy et al. 2021). The following are the problems identified from the guest reviews:
· Stained carpets, sometimes torn and burnt
· Dirty curtains and stained covers
· Unattended washcloths with water stains on them
· Unfriendly housekeeping employees who are unresponsive to requested

Steps to be Taken
In March-September 2022, 10 housekeeping employees left their job and the new employees did not get enough training to do their jobs properly. Additionally, there is a very vague to-do list and cleaning schedule, which needs to be updated. The department head will have to make a detailed plan assigning direct work to each of the housekeeping employees. Moreover, for 151 room cleaning and maintenance, the current workforce of 30 people is not enough. So, 5 new employees are to be recruited for the department. The following figure shows the things to be changed in this department:
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Figure 03: Things to Change in the Housekeeping Department of York Marriott Hotel
Source: Author Generated
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The breakfast service of the York Marriott Hotel is highly praised by the guests. Though it is not free, customers have not complained about the pricing. However, some guests suggest updating the menu. Following are the issues regarding this area:
· Small space to hold most of the guests. Only 150 people can seat at a time, but with full booking, in the peak breakfast hour, many guests need to seat outside the restaurant.
· Unavailability of a diversified menu for kids. More vegan options should be included.
· Slow serving procedure (Piso, 2022).
· The bar has a small sitting arrangement. It needs more tools, chairs and tables.
· Quicker food replenishment, faster table cleaning service and swift billing system to be ensured
Steps to be Taken
To ensure customer satisfaction, the restaurant and the bar need some changes in sitting arrangements (Anilkumar et al. 2022). 50 more chairs will be added in the outer space of the restaurant for giving an outing experience to the guests. 10 new bar tools will be added for solo travellers. Additionally, the menu will be revised with at least 5 new items in the vegan and kid’s sections. The non-veg and vegetarian sections will also be revised. For doing all this, a new chef will be recruited to the current team. Upon collecting feedback from the restaurant employees, it has been found that, many of them have been recruited recently and have little knowledge about the billing adjustment of the hotel guests. Additionally, the rude employees have been identified and have been informed about the rebuke policy and employee retention program. Still, there has been a prevalence of lack of enthusiasm and engagement among the restaurant staff. This will be solved via different employee engagement programs which have been discussed in the next section (Tavitiyaman et Al. 2022).
[bookmark: _Toc120717984]Human Resources Department
Most of the problems identified by the hotel are related to the services of staff. Staffs are the main resources of all sectors (Hasnat, 2021). From the reviews collected, housekeeping, maintenance, restaurant and bar staff are creating the most disappointment to the guests. Several departments are facing problems due to frequent job rotation and employee disengagement. The following chart shows the actual employee retention scenario:
[image: ]
Figure 04: Employee Retention Strategy at York Marriott Hotel
Source: Author Generated 
As seen from the figure, the main issue at the York Marriott is the skilled staff shortage and lack of motivation. The most probable reason for that is the current immigration policy and labour law in the UK (Ndiuini and Baum, 2021). Because of this situation, the employee is changing jobs frequently and are not feeling attached to the goals of the hotel (Åhlberg and Granada, 2022). To change this situation, an employee survey has been conducted based on the employees of all departments. The housekeeping, cleaning and kitchen staffs are comparatively new and lack skills. So, they will need more focus to build up their abilities to serve customers more. So, these HR-related steps will help to retain employees at York Marriott-
· Step 01: Collecting data from employee surveys and exit interviews (Gong et al. 2022). An employee survey has already been conducted. A more inclusive one-to-one interview should be conducted with the staff of the aforementioned departments.
· Step 02: Identifying the problems based on guest reviews and employee survey and interview results (Islam et al. 2022)
· Step 03: Taking necessary steps to solve the problems- creating a training schedule and immediately arranging the training for respective departments, preparing a to-do list for each of the employees, maintaining a standard feedback procedure, ensuring to arrange staff meetings with supervisors, staff engagement events like theme parties etc. (Sharma, 2021). It should be ensured that employees are rewarded both financially and non-financially.
· Step 04: Assuring that all the strategies are being implemented
· Step 05: Proposing and maintaining a review process. E.g. reviewing staff feedback every 15 days.
If all these steps are maintained properly, then it is supposed to resolve the related issues of the York Marriott Hotel. If the staffs feel engaged, it will significantly improve the service quality and in effect, will increase guest satisfaction (Puspitawati and Atmaja, 2021).
[bookmark: _Toc120717985]Maintenance Department
This department takes care of the setting up of furniture, wallpapers, appliances etc. for the convenience of the guests (Rutherford, 2021). Many of the rooms need refurbishment as some of the furniture is broken, and some fixtures in the bathrooms are broken or cracked. Additionally, the dampened smell needs to be eradicated, and it can only be done through proper repair of the fixtures. Most importantly, the number of disabled-accessible rooms is very inadequate. So, some rooms should be remodelled for creating more disabled-friendly rooms. 
So, five extra rooms will be remodelled for the disabled. It was identified that the only disabled room in the hotel is currently booked till February 2023. This inadequacy creates serious problems for disabled people who want to rent a room here. Therefore, the remodelling should be done as soon as possible (within 2 months). Additionally, the cracked tiles, basins and stands need to be replaced with new ones.  The cleaning routine should include frequent cleaning of the balconies, patio and lobbies (Nimri et al. 2020). These places should be checked especially for cigarettes. The doors need to be noise protected so that party sounds do not reach the rooms on the ground floor.

These steps are summed up as follows:
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Figure 05: Things to do in Maintenance Department of York Marriott Hotel
Source: Author Generated
Apart from these departments, the front desk department needs to make proper arrangements with the booking companies such as booking.com, tripadvisor.com etc. Many of the customers cannot get proper services for the lack of association between the hotel and these companies. 




[bookmark: _Toc120717986]Findings & Results
The report points to both the negative and positive aspects of the York Marriott Hotel as it continues to be one of the best hotels in the York Racecourse area. While the front desk management gets praised for their customer welcome services, they are sometimes slow to send housekeeping off to see what guests need in their rooms. Additionally, there seem to be problems regarding communication with the booking companies. Frequent misunderstandings are reported by the guests if they have booked via these websites rather than the hotel’s official website.
As customer review is very important for hospitality businesses, it is of utmost importance that the management of York Marriott Hotel ensures their satisfaction of them through services by the employees (Wen et al. 2021). As the problems were identified based on the respective departments, the following sections will give an overview of the key results listed by those departments:
Housekeeping Department
	Issues
	Solutions

	Stained carpets
	Removing stains within 7 days and if not possible changing them 

	Dirty curtains & stained covers
	Washing regularly, changing torn and worn out curtains and covers within 7 days

	Clogged toilet
	Regularly checking and cleaning the toilets 

	Unresponsive employees
	Recruiting 5 new employees to lessen their workloads 



Several rooms have stained sofa covers, pillow covers etc. The chairs on the balcony are inadequate and worn out according to some guests. Additionally, the housekeeping employees are slow at responding to customer enquiries as they often found them (employees) unresponsive. So, five new employees will lessen the current workload. The supervisor will also ensure to devise a full workforce plan and assign specific employees to specific floors and always hold ¾ employees on standby. All the dirty sheets will be cleaned every day and the torn curtains, bed sheets etc. will be changed immediately.
Restaurant & Bars
	Issues
	Solutions

	Inadequate Sitting arrangement
	50 more chairs in the outer space of the restaurants, with 5 standing fans

	Unavailability of a diversified menu
	Revising the overall food menu and including at least 5 new food items in the kids' section and vegan option

	Slow serving
	Providing staff training and recruiting employees if needed 

	Slow food replenishment
	Recruiting 5 new employees to lessen their workloads, recruiting friendly chefs  for new menu set-up 

	Employee behaviour
	Ensuring staff engagement and communication with the supervisors, employee retention program set up



It has been identified that, the rude employees are new staff and lack proper training and motivation. So, to solve the slow food serving and slow refilling of foods, these employees will be trained. Moreover, the newly appointed chef will be chosen based on his/her experience and positivity so that the team members feel energised and motivated. To solve the sitting arrangement problems, more chairs will be added outside, which will help the guests to enjoy the view of the racecourse while enjoying their food. 
Human Resource Department
This department deals with advertising, examining, recruiting, onboarding and developing the employees of a certain organisation (Sann et al. 2020). Covid-19 ad Brexit have an impact on cyclical industries such as the hospitality sector. Job uncertainty has risen, and staff shortages have been created as 335,000 hospitality employees left their job during the Covid-19 period (O’Connor, 2022).  
The employees of York Marriott also feel the fear of job loss and furloughing, which is demotivating them. To solve them, the following solutions have been proposed:
	Issues
	Solutions

	Job Rotation
	Conducting employee surveys and meetings to find out the reasons why they switch jobs

	Job uncertainty 
	Reducing uncertainty by revising the furloughing policies, retention schemes and appraisal policies

	Absence of Communication
	Providing appropriate feedback regularly and introducing effective communication with the supervisors

	Financial and Non-financial benefits
	Providing performance bonuses, appraisals etc. 

	Employee engagement activities
	Employee costume parties, theme parties, outings etc.



By conducting daily review meetings, and effective feedback procedures for the supervisors and the employees, proper management can be ensured (Szulc and Smith, 2021). Additionally, if the employees are communicated about the job retention schemes, furloughing policies, employment benefits etc. properly, then employee engagement is possible.
Maintenance Department
This department has three sub-departments- furniture & fixtures, room fittings, and outside maintenance.
	Issues
	Solutions

	Inadequate rooms for the disabled
	5 new rooms with accessibility

	Cracked washroom tiles, moulds etc.
	Changing the cracked fixtures and appliances, washing the bathroom regularly

	Worn-out furniture and fixtures
	Identifying and changing them within 1 month

	Party noises
	Making the walls and doors noise protected



Identifying room-wise needs and solving each of the issues with utmost priority is the main motivation for the solutions. So, the maintenance team needs to set a routine for the changes required and set up priority for the tasks.
An all-out plan must be set up to solve the problems effectively. When the guests feel the emphasis of the management to ensure comfort of the guests, then they surely will feel valued and connected to the hotel (Xu et al. 2020). That is how guest loyalty is created. Furthermore, employee engagement is closely related to the services they provide, so, the HR department must put the employees first to treat them nicely and fairly.
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The action plan for the York Marriott hotel including each of the issues, their solution, expected outcome and the time needed has been shown below. This also includes the approximate budgetary amount for each of the tasks:
	No.
	Problem
	Solution
	Expected
Outcome
	Time Needed
	Completion Date
	Budget*

	1
	Unavailability of disabled-accessible rooms
	Identifying the rooms which can be remodelled and refurbished
	More disabled people will be able to check-in. Increase brand loyalty.
	2 months
	30/01/2023
		£50,000




	2.
	Broken furniture, peeling wallpapers and other non-functioning appliances
	Identifying and fixing all the appliances. Changing the broken furniture
	Positive impression, making the guests feel acknowledged for their reviews
	2 months
	20/01/2023
		£30,000




	3.
	Cracked bathroom tiles, basins and tissue stands
	Providing new tiles, basins and stands where needed
	Customer convenience and happy staying experience
	1 month
	20/12/2022
	£15,000


	4.
	Cleanliness
	Removing the stained carpets & replacing them, washing the dirty covers and curtains regularly
	Allow the guests to see that the hotel has taken serious steps to solve the issues pointed out by them
	1 month
	20/12/2022
	£10,000


	5.
	Booking issues
	Solving booking misunderstandings with the booking website companies
	Help customers get a better deal with getting hotel services
	15 days
	15/12/2022
	£5,000


	6.
	Sitting arrangement
	Inclusion of 50 chairs in the restaurant, 10 new bar stools
	To help customers enjoy their food while enjoying the racecourse view
	1 month
	20/12/2022
	£35,000


	7.
	Menu
	Adding at least 5 new items to the kids and vegan items
	To make the guests enjoy a variety of foods
	2 months
	20/01/2023
	£15,000


	8.
	Employee Shortage at the restaurant, housekeeping departments
	Recruiting new employees, training and developing them
	Ensuring faster, friendlier and better services to the customers
	2 months
	20/01/2023
	£45,000


	9.
	Demotivated employees
	Increase staff motivation and engagement through revised policies and engagement activities
	Reducing job rotation and increasing staff services
	First staff costume party to be held within 25 days and other programs to be held after 4/5 months
	Costume party on 25/12/2022
	£35,000



*= Estimated figures


[bookmark: _Toc120717988]Recommendations
York Marriott hotel is famous for its incredible view and delicious food. Additionally, it has a friendly and helpful front desk and security management system. Still, it falls short of some aspects that have been pointed out before and plausible solutions have been developed so that the hotel can go back to gain its previous reputation (Tan and Despotis, 2021). All problems cannot be readily solved, rather some will take time to be done. So, each of the problems has to be ordered based on their importance and the time needed (Ali et al. 2020).  So, the following are the recommendations for York Marriott Hotel:
· Solving booking issues e.g. assigning wrong rooms, giving the wrong impression to the customers etc. with the booking websites (booking.com, tripadvisor.com etc.)
· Changing the stained bedcovers, carpets and curtains within 1 month. Before changing them completely, regular cleaning is a must
· Refurbishing five new rooms and making them accessible for the disabled
· Identifying the bathrooms that need changing of fittings. Removing all the black moulds from the bathrooms. Ensuring that all the cracked basins, broken handles and stands are replaced
· Ensuring job satisfaction of the employees through revised retention schemes, employee engagement events etc. The first event should be a costume party in December 2022.
· Ensuring the inclusion of new food items in the restaurant menu. Appointing a chef and some other employees for faster service in the bar and restaurants
· Adding 50 new chairs and 10 new stools for the solo and family travellers
· Identifying if any room needs a change of layout and doing them
· Arranging a staff training program as soon as possible (within 2 months) to get a better, faster and smoother service
These activities should be followed by York Marriott so that they can utilise the utmost potential of the employees and ensure their engagement with the hotel, which in effect will make sure better service and guest satisfaction.

[bookmark: _Toc120717989]Conclusion
The York Marriott Hotel has been long known for its locational facilities, wedding venues and food. Despite giving much effort into maintaining its reputation, the hotel has been facing some problems regarding its operational and functional aspects. This consultancy report has been prepared by Reliance Consultancy Services upon being appointed by the hotel. It is a true honour to conduct the guest and employee survey upon visiting the hotel premises as it offers a great opportunity for the consultancy company. The hotel is doing excellent regarding the front office, event management services, pool, sauna and spa management, but lacks some human resources-related issues and housekeeping problems. 
All the problems have been analysed based on their respective department. As the UK has been changing for the last two years, many of the skilled employees have left the hotel. So, the main issue of the hotel is to ensure the skill development of the employees and make them engaged and motivated towards achieving the hotel’s goal- guest loyalty. An initial survey has already been conducted, which shows the necessity of one-to-one interviews with the housekeeping, HR and maintenance departments. Some new employees should be recruited to ensure faster services in the housekeeping department. A new chef will be appointed in the restaurant to ensure new items' inclusion in there. A precise cleaning routine should be prepared and maintained by the cleaning and housekeeping supervisor so that at least two employees are on standby for the needs of the customers. 
Moreover, many customers are suffering due to miscommunication with the booking websites, which is needed to sort out immediately. The hotel also needs to replan some of the rooms for making them accessible to the disabled as the current accessible room is too inadequate for the purpose. If the refurbishments are done within the stipulated time while ensuring the staff engagement programs (appraisals, retention schemes etc.), it will increase employee motivation as well as customer satisfaction and as a result, will increase the hotel sales.
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