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[bookmark: _Toc1546447568]Executive summary
The report has been developed at solicitation by the management of Lisbon Marriott. This report will be put together by our consultant Lurdes Poupino, L.P. Consulting Swansea. Having a good name Lisbon Marriott Hotel, on TripAdvisor (2023), is rated 4.0 particularly good and on their own website 4.1(Marriott, 2023) Showing a good scope of review, having 2 major problems on front desk and management in relation with staff, elevators, guests are showing big concerns bringing the name downward, creating revenue loos. 
To be succussed, there will be the need to implement new measures, and strategies in relation with staff, management, and elevators showing on the analyses that the Hotel have several bad reviews from the guests, about managers and staff. To resolve these problems, we need to rectify them, the outcomes for this report are high, creating a plan to tackle training for all the collaborators, being a crucial tool for all kinds of business and organisation, helping to improve employee skills to better perform, staying motived increasing costumer grow and satisfaction.
 30% of collaborators skills are disappearing year by year, because training is not a priority (IBM, Smarter Workforce (Kenexa),2013 survey (IBM,2023).
The main target is training making all employees to be more cooperative engaging with responsibilities, ensuring that internal and external factors (change in legislation and company policies), are addressed improving the ability of the company in al inclusive departments, helping to put a stop to turnovers and accidents (Carysforth,1996).
Gallup made a recent search showing that companies wo invests in development for their staff and strategic training bring out 11% of profitability and rating staff 2 times more (Inc,2020), adding key indicators showing that this solution adds value to Lisbon Marriott Hotel, the costs are extremely high 60,000£ in association with developing this training programs.
The cost outbalances the interest in investments, being 20% your investment and 80% the profit when costumer service is provided in excellency. Transforming the guest experience is determining to escape commercialisation solving the staff and elevator problems        is the key, 60% of guests will make judgments regarding the company and their job quality (Masters in data science,2020).
A new window of opportunity for Lisbon Marriott, was opened making new segments product developing, a health Clube offering a basket of fresh fruit hat the check in, this gives a more competitive margin. This will produce brand recognition, increasing revenue.
 On this report analyse we will use different tools as, 7 S (Mckinsey & company,2008), Maslow theory of hierarchy (Maslow,1998), Kurt Lewis freezes phases (Bridgman, Brown, and cummings,2015), relating with operational strategies, using acronyms, Fishbone diagrams, Tows, Pestel and Swot to keep up with solutions creating the most favourable strategies developing competitiveness.
Pareto Principle is a simple but effective tool, for different outcomes around 80% of consequences come from 20% of causes. In different words a minimal percentage of the causes have an enormous effect. 
This report is important showing different areas to better creating a new opportunity that need to be explored, generating improvement continuously. These analyse observation qualitatively and quantitatively, are supplied with additional insights reviling the next steps, that will guarantee success. Hopping that this detailed information will get the attention of the right ones, helping to build new models predicting and analysing when measures need to be taken. Timescales are attainable and reasonable; this report uses external and internal factors that could influence Companys.


[bookmark: _Toc1585415840]Introduction
The report has been designed for Lisbon Marriott Hotel in Portugal, Regional manager of Lisbon Marriott, have contacted L.P Consulting to deliver an expert evaluation, and develop a plan management of operations to be implemented by Lisbon Marriott Hotel. The concerning of regional manager of Lisbon Marriott, are the bad reviews, decreasing revenue and attracting bad reputation. We have accepted and had communicated that will look at it (Fergus Oconnell and Wiley,2011).
On the search that has been made, first and second, time we have found 3 main problems: Bad costumer service (rude staff, rude comments, and overwhelmed staff), opinionated management, and purr elevator service. Uncovering the areas that need improvement, skills systems, strategy, staffing and management projects. To design this report, we have utilised diverse framework and methods (Maylor and Tunner, 2022).
L.P Consulting in one of the audits observed the collaborators in workplace, this was analytic step to better understand the company. The observation allows as to centre how things work (Ann Vanio Coaching,2021), tree months have passed from our constant visits to the hotel at contrasting times and days during the work period, by observation we have realised what need to be solved, developing solutions, acknowledging different options, real work direct observations are seen as primarily search to evaluate skills and roles of staff (Mayhew,2020).
We have used the Mckinsey 7S framework (Mckinsey and companie,2008), freezes phases of Kurt Lewis (Cummings, Bridgman, and BROWN,2015), and Maslow theory of hierarchy (Maslow,1998), linked with strategies operations, using acronyms, Twos, Pestel and Swot to create and support solutions that develop competitiveness. For the project to succeed, we need to implement new measures related with employees, and resources carrying out innovative ideas of work.
Pareto Principal is one effective and analytic tool that could help formulate and gather ideas, cultivating big solutions for clients and business concerns, 80% of the results will be seem from 20% of actions relate to the issue (Corporate Finance Institute ,2023), in real time 80% of the bad reviews comes from the 20% of the guests, and another 20% from team work this will bring 80% of outstanding outcomes, becoming more effective and productive. Results are expected to better improve revenue adding value to the brand and outstanding customer service.



[bookmark: _Toc898792092]Analysis and Scope

Lisbon Marriott hotel was founded in 1927(Marriott,2023), with 31 brands that included the Lisbon Marriott situated in the heart of Lisbon city, closer to the airport, railway station and motorways. Having 8,500 properties across 138 different countries, Lisbon Marriott Hotel have 577 rooms with private balconies, a vast selection of traditional dishes served by Citrus Grill Restaurant open from Sunday to Sunday- 6,30am to 11pm, offering a fitness centre, opened 7 days a week-24 hours a day, an outdoor pool with an urban resort and a beautiful garden, free wi-fi, dog friendly, with 16 conference rooms ,audiovisual services, and 500 guests capacity ideal venue for (Meetings ,workshops and weddings),(Marriott,2023).
The parking lot is small comporting 10 spaces only, and an underground parking that are paid daily (19 euros).
Lisbon Marriott Hotel have 201-500 employees, with a 4-star rating, offers mobile check-in and an app that help maintain the guests connected with the Hotel, Seniors (age 62), have a 10% discount when booking the rooms. Elmar Derwitsch is the General Manager of the Lisbon Marriot (Opcaoturismo,2023).
Being one of the big challenges to reach success, is the confusion between objectives and goals, wants and needs from different stakeholder's groups, on this project it may create friction (Maylor and Turner,2022), as we uncovered the developers of the Lisbon Marriott, they are Canadian development firm that intend to generate returns for stakeholders, delivering a high-quality projects(Lincolglobalpartners,2023).
Analysing on-line we can conclude that Lisbon Marriott, have a good name on TripAdvisor (2023), they are rated 4. particularly good, on their own website they are rated 4.1 good overall and on Booking.com (2023) 8.1 exceptionally good. 
Showing a good scope of ratings, the reviews reveal that 2 main departments with issues, Management, and front desk related with staff and the wrong strategic plans. In the different reviews that are in appendix A, showing that guests are concerned about the issues, bringing revenue and Brand reputation down.
 On this analyse we will investigate external forces that could have negative or positive impact within the organisation. Pestel will help organisations to better understand, simplifying things, anticipating the future threats, encouraging development and enable organisation opportunities (CIPD,2021).
[image: ]
Political  
· E.U (European Union), member
· Stable country
· Democratic parliament
Economic
· Economic inequity
· Unemployment
· Inflation
Social
· Poverty
· Older people
· Helth issues
Technological
· Is tech. Advanced
·  Opportunities on tech. Startups companies
· High-speed internet

Legal
· European laws, and regulations
· Labor laws
· Employees rights
Environmental
· Sustainable renewable energy's
· Vulnerable to clime change, (fires) 
· Diverse landscapes

Political: Portugal is a stable country and had become a member of E.U (European Union). from January of 1986, and the Schengen space, being a member of United Nations and Latin Union. It is a member of Nato also and OCDE, have signed agreements with most countries building great relationships (howandwahat.net,2023).
Economic: Portugal presents an impressive improvement in economy. Focusing on tourism and exportation, cutting down on public- sector. The unemployment is high, being the corporate tax rate of 21%, private and public services have big issues that need to be addressed efficiently and swiftly.
Social: With a population of 11.0 million most are Portuguese naturals, however having many migrants from, Pelops (Africa), Asia and Brazil, being Portuguese the official language with distinct accents within the country. The big challenges are poverty, housing, social exclusion, and migrant crises.
Technological: Portugal is a very innovative in the ICT sector that contributes to GDP, but below the average on E.U. in different areas, such as could service sharing information and big data.
Legal: Portugal have the Constitution that was created in 1976 with new amends adjusted in 2005, being the supreme law of people and Portugal as a whole, guaranteeing liberties and rights of citizens. Employment laws have been rectified to attract foreign investments, having a long term of retention in labour.
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Swot is a different tool that can be used to better understand strengths, weakness, opportunities, and threats in the organisations and businesses operating, this framework will be especially useful in combining programs, goals, and environment capacity (CIPD,2021).





Strengths              Weaknesses         Opportunities     Threats
	
4 stars hotel
24-hour fitness club
Restaurant
Location (city centre)
Brand name (Marriott)
	
Staff (management and bad costumer service).
Bad maintenance (elevators)
Noise
	
Social media
Nearby attractions
Influencers
New markets
Improvement in customer service
	
Portuguese economy
Bad reviews
Brand name 
Competitors


(L.P Consulting)

In need of seeing and acknowledging all strengths to acquire loyal customers attaining advantage competitivity, due to brand name “Marriott,” the reputation needs to be maintained. Handing out the best services and products, generating growth in revenue. The strengths of Lisbon Marriott are strong, but the hotel needs to attract future clients. 
Competition is not an unfavourable thing; it creates opportunities arranging innovative partnerships helping organisations evolve.
Cassar (2018) argues that business and organisations no matter the size or structure need a lot more lead, not knowing the way to attract more clients to reach the organisation (Cassar,2018). Social marketing new era is free of costs and engages with potential customers, GEN Z and Millennials, representing a new trend.
Cassar (2018) declares that businesses are not vastly different from competitors, so become more innovative creating a more dominate market position and referrals making organisation exclusive unique standing up (Casssar,2018).
Using Twos is going to help reduce threats, creating solutions that are going to be more efficient, guarantying a continual growth. Transforming in putt factors into outputs, Swot will change to Twos, showing 4 responses (Sarby,2016).
1. Growth strategy
2. External development factors 
3. Internal development factors 
4. Continuity
Cassar (2018) declares that to creating a window of opportunities Twos will help organisations develop fresh solutions adding brand value generating and increasing revenue and could not forget that costumers do not shop the price, they shop the value (Cassar,2018). 
Opportunities and strengths create a maxi strategy, that generates more revenue and growth, this needs more attention, organisations can restrict weakness using opportunities, developing an urgency sense in all the businesses creating an internal development improving skills, to be stronger.
Hooley at El 2020, mention that segments should be straightforward recognizable and distinguish from different segments (Hooley, at el, 2020). Looking into strengths cutting down threats creating external competitiveness, by reducing weaknesses we can avoid threats in the way to endure.
Mckeown (2016) explains that determine by future, strategy is the way individuals reach success using the available resources, developing a link between organisations and where they want to go, and the need to achieve them (Mckeown,2016).
Fahy and Jobber (2019), states that to gaining some competitive verge, Lisbon Marriott needs to change and rethink marketing, because marketing is all about achieving goals within the business, it is continuously very satisfying, overcoming costumers needs and wants over stepping competition (Fahy and Jobber,2019).







Lisbon Marriott Hotel - TWOS
	Threats

Competition

Bad reviews

Economy

Brand name


	Weaknesses

Staff (bad customer service and management)

Bad maintenance (elevators)

Noise



	Opportunities

Social media

Nearby attractions

Influencers

New markets

	Strengths

4-star hotel

24-hour Fitness club

Restaurant

Location

Brand name




                                                                                  
	Improve staff skills with training courses 
	Create a new segment product using Fitness club

Offer fruit at check in
	Expand marketing, creating a partnership with social media and influencers
	Creating outstanding products being always a step head of competitors


(L.P. Consulting)

[bookmark: _Toc2104849524] Main Body

In (2016) Newton explained that the 5 different dimensions of a plan of action, risk, time, cost, quality, and scope. Presenting the issue scope shows, that quality is the best outcome, fitting the needs and, will take time and costs associated with the necessary changes, and risk of the plan of action (Newton, 2016).
Using this theory through the report plans, improving and better best practices. Showing a substantial number of Bad reviews, the analyse identifies that they come from costumers, enchanting management, and staff the relating issues can be seen in the Appendix A.
We have observed 3 contemporary problems at work, hierarchy of needs, and why personal behave along the process, strengthen all the needs to be reach. We can apply to work environments, explaining Maslow (1998), that until the basic needs are met, individuals will not search for other needs, such as development or recognition. Helping businesses to recognize if staff is satisfied and happy hat work, with essential needs, pay and recognition, observing their behaviours making them more aware so they can act immediately (Maylor and Turner,2022).
Other surveys and observations have confirmed that is a common need for members of staff, putting an operational training plan at place, developing and training staff are essential tool for all business and organisations, helping improve staff skills to better overcome, staying motivated benefacting companies creating growth and customer satisfaction (BBC Bitesize, 2023). 
Individuals relate training with wages, and in hospitality industry employers believe and consider that achieving unique skills and knowledge is the key (ons.gov.uk,2023). Development and learning strategies must be considered on an internal business context (L&D roles and enhancing skills|reports|CIPD,2015).
Jack (2012), discuses this approach must offer a mix of both off site and on site, training ensures that personal are using the best abilities and skills. HR (Human Resources) departments of the hotel must have a data base for all the sections of the company, that should quip the records of the waiting lists and the complete training (Jack,2012).





              Advantages                                          Disadvantages

	Independence
Career progression
Morale
Safety
Value
Productivity
	Time
Creates recements
Costs
Personnel can share their skills (with competitors)
Acquired skills


(L.P Consulting)
Advantages for companies to quip up with training is the way they can assure competitive advantage, adhering to modern technology changes, better serving guests covering their needs (CIPD,2023).
IBM search, shows that 84% of personal working in high quality companies that receive train, compering with 16% in the lower quality companies, and 30% of personnel skills are dissolving year by year by the lack of training (IBM smarter workforce), (Kenexa,2013 survey), (IBM,2023).
Establishing that organisation need to invest and develop and training for all the personnel generating 11% of profits and 2 times more personnel retention (Inc,2020). Costs with not giving training personnel reach a value of 3,000£ and 27,5 hours to employ new personnel, is the double of the training costs, development and learning report 2018, shows that 300£ per person (why poor workplace training, could be costing your business,2018), 26% of the personnel in 2017 had been taken training at workplace, associated with bigger wages 68%,there is not mention on the web about Portugal training , this is a conclusion by association , because L.P consulting did not find any relevant information(ons.gov.uk,2023).
Report of Gallup, show that organisations that centre attention in developing and training for the employees creates a profit of 11%.
The main goal is for personnel start to coup with diverse duties, ensuring that internal factors (organisation policy) and external factors (changes in legislation) are attained, improving efficiency within the organisation sectors, preventing turnovers and accidents (Caryforth,1996).
We believe and encourage actively that the advantages exceed disadvantages, costs, and time, because they are a very pertinent point, after looking into the big picture we have realised that can be successfully overcome. 
Being a risk a crucial factor of this process, personnel can share their acquired knowledge and take it to competitors, searches show that the turnover can be reduced with training and make personnel engaged, happier, and become more effective increasing their performance.
Creating in house courses, to initiate the process with zero or little costs, investing can create edge advantage and add value to business (Longman,2023), eliminating threats and weaknesses from Lisbon Marriott.
Lisbon Marriott Hotel is privately owned by a Canadian firm, they believe in Begin, Belong, Become, and is the first organisation establishing diversity and inclusion program from more of them 20 years. Developing new initiatives regarding training, cultural workshops, executive- level for empowered women and Leard ship for women, recognizing top employees (Marriott,2023). 
Lisbon Marriott should consider a healthy work environment where personnel endeavour to reach success, these positive behaviours are beneficial for the business (Mullins,2005).
Showing this information business should not present these kinds of issues, we need to use the distance framework of Cage (Pankal Ghemawat,2007). In the way to acknowledge the international strategy of management, using it accurately makes the organisation grow showing numerals opportunities.
Allowing Lisbon Marriott, to get a different competitive ability, being Marriott head office in the US, and Lisbon Marriott in Portugal, this represents different modes in the way they operate.
 This framework is a useful tool to help for understanding and analyse, administrative, economic factors and the differences between markets, cultures. The cultural differences may affect and impact both parts had office and subsidiaries, that may vary from close to far. We distinguee 3 types of relationships, strategic planning, financial control, and strategic control.
Lisbon Marriott may be not able to implement all the recent changes without had office knowledge and pronounce them Selfs about it.
Whit 3 major concerns and issues, related to with Porr costumer service (overwhelmed staff, rude comments), an opinionated management and the elevators (taking too long). Understanding this issues, Mckinsey 7 S (Mckinsey and Company,2008) will help to establish the effectiveness of the company.
Having a look on the 7 elements, Style, skills, staff, value, structure, shared values, systems, and strategy helping to see what is not function within the business in Portugal. Usually, the 7 components can be spilt in two hard and soft, shared values, staff, style, skills, are the soft part representing the culture of the company, system structure and strategy represents the hard part and the management influence within the company.
Strategy
In other to safeguard advantage core, Lisbon Marriott must evaluate the costs, guests have elevated expectancy in relation with brand, and see Lisbon Marriott as reasonable for the money, this should be taken in consideration because this is influenced the way service is delivered showing that products are inferior (Pro,2023). Suggesting strategically the need of creating an innovative segment, optimising the Fitness centre 24hour, this segment need to be easy differentiated and identifiable from the rest of the segments (Hooley et al. 2020).
We have identified 3 segments that can be line up with the hotel and Fitness centre, sport fans, health needs and socializing offering a basket of fruit at the check in, estimating that 40% of the guests return 2or 3 times a week (Mintel,2023), this could be an edge of advantage, creating workshops on the weekend for sports activities giving a boost in revenue. 
The level of strategy is decisive and must be taken in consideration segmentation market, targets, and positioning (Fay and Jobber,2019). Focusing on differentiation standing out, defending price, using niche markets (Johnson, Scholes and Whitling,2008).

Structure
Covid-19 transformed Lisbon Marriott, disturbing the chain supply of management, diverging geographically suppliers helping the company develop into a more sustainable and self-sufficient. Lisbon Marriott structures have been reduced to smaller teams, that communicate personally with had office, allowing personnel to make decisions daily based issues (Leo,2021).

Style
Encouraging Lisbon Marriott, the head office expects that the hotel participates with a different leadership style, involving and engaging personnel, in decision making, helping personnel to reach commitments, motivation and morale. Teams need to be practical, attaining targets, but something is not working within the team in Lisbon Marriott, this reflects on customer service. They need to reflect their style and the way the company is managed.

Systems
Lisbon Marriott systems are elaborated to achieve goals and targets, using Smart goals to be more efficient, they have a large department, finance, marketing, HR, and operations. This model of management is working perfectly not raising any issues. Lisbon Marriott frequently evaluates all the systems, looking for employee feedback to identify issues and problems. This leadership is strategic and works successfully.
Skills
The advantages of Lisbon Marriott, their workforce, the excellent personnel and hopping to employee the finest skilled and passionate individuals. In observation relating with conducted work, we have found the lack of skills from personnel, showing an extremely need of training. Bringing a better return on investment, (ROI) training is the key, making companies concerned with time and costs, searches had showed that greeting, training (using costumers names), increased booking 2,5 times training can increase personnel gratification ,46% of staff that are trained stay within the company. EHL search have measure a big hotel group finding out that personnel trained, boost revenue in 5% and guests' satisfaction in 7% (hospitality insights, ehl.edu,2023). Remembering that employees are most asset that any company can possess (Drucker,2002).
Utilizing the core values of the brand and the 7 S tool, analysing the processes and activities of Lisbon Marriott, offering to their costumers' development in all the process will create better performance and competitiveness (BPP Learning and Media, 2021).
Carysforth (1996), states that implementing changes that have been proposed by us, is advised to utilise Kurt Lewis management of change, characterised in 3 steps unfreeze, change and refreezing (Carysforth,1996). The first step is the creation of an ambience where change is welcomed, desirable and supported by stakeholders within the company. The second step is a creation of a group to better communicate and assess the issues, making personnel to understand that is necessary to collect data (feedback). The third step is to assist all the personnel to adapt and understand the new methods of work, new product, and communication, suggesting that training is crucial and will be available to all personnel. The ultimate step is to motivate and encourage staff about the massive benefits, reinforcing changes and revaluation after 6 months of the implementation (Carysforth,1996).
We expect that changes bring results, in target markets, development, products, services and personnel roles, changes are crucial for the company survival increasing revenue. Staff may say that changes are threatening, but communication is the key, to reassure that is necessary for all the personnel to understand and cooperate, to this new adaptation period.

Staff
Should be mandatory for all the staff, to go to induction to be able to recognise brand, house training and company values and policies. Lisbon Marriott presents 201 to 500 employees disperse between the diverse departments. The hotel is now determined to get diverse personnel, this reflects in the way individuals are chosen to work in the company, and how they are motivated and trained.

Shared values
Lisbon Marriott follows the core values of the funding Marriott in 1927,” Take care of associates and they will take care of guests”, putting people first, being honest, transparent, creative, and trustworthy. Lisbon Marriott understands the significance of an inclusive culture and intergrade diversity, being in 138 countries around the world there are the need to be inclusive. Lisbon Marriott is incredibly supportive and open to innovative ideas, having some different programs that help personnel to evolute becoming allot more committed allowing progress and development. The programs are Serve 360 and Begin, Belong, become this should be a norm and standard to help personnel behaviour (Marriott,2023).



[bookmark: _Toc1701893769]Findings
The report was ordered by the manager of Lisbon Marriott, to analyse the hotel obtaining bad reviews and losing profits. The main goal of these analysis is to investigate the root of the issues caused, finding solutions, elaborating recommendations, considering costs, time and risks associated. 
A- Lisbon Marriott recently received bad reviews on the web.
B-  Presenting rude staff, unprofessional, offering bad customer service, staff overwhelmed with work.
C- Presenting bad maintenance of lifts, generating more complaints from guests. 
D- Having no presence on social media 
E- Parking related complains. 
In appendix, is shown that Lisbon Marriott present bad reviews, in the online websites of bookings, creating and generating bad reputation. The observations and staff interviews help L.P. consulting to elaborate a hypothesis analysis to assist creating solutions to their problems. 

	Hypotheses
 
	Research Design
	Data
	Data sources
	Data collection

	No training
	Importance of training
	Benefits, costs, importance.
	employees, literature, surveys, website, studies, journals 
	Annual report, inquires, annual surveys, emails 

	Lack of maintenance 
	New contractors / new projects 
	Research on websites, and analysing competition 
	Contractors’ information, reports analyses, news websites, yellow pages 
	 
Customer market reviews, rates, surveys, magazines 

	New products /Strategy 
	Creation of new products /new markets
	Opportunities in new Markets 
	Research in Markets
	Trends, surveys, inquiries



Hardcastle (2021), states that organisations that do not build training and development, end making staff unhappy, frustrated, and creating high turnover rates, allowing them to go for competition and winning edge advantage (Hardcastle, 2021). 
This report shows that IBM report, inform that around 30% of staff skills are being lost every year, due to training not being offered or reinforced (IBM Smarter Workforce ,2013 Survey).
Mullins (2005), argue that Lisbon Marriott should put people at the centre of their strategy, since knowledge, experience and skills of people can the key that will lead to success (Mullins, 2005). 
Akassam(2020), explains that 60% of your guests will judge our organisation by the character and quality of your jobs. 
To Lisbon Marriott, is advised to create new segments and new products by using the fitness club, additionally should consider offer fruit when guests check in to impact positively the guests. 
In the last report of the competition Accor from 2023, evidence that 18% of guests choose hotels with fitness centres, and 26% is willing to pay more for those amenities, most businesses travellers adopt a lifestyle of health (all.accor.com, 2023).
The research data suggest that fitness club can assist Lisbon Marriott to grow, since do not present any complaints. It is also found to be very advantageous to generate affiliated marketing, with influencers from social media, since they normally present little cost, reaching millions of followers from the influencer's channels, creating brand awareness and adding value.  
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	Number 
	Problem 
	Solution
	Desired outcome
	Time scale 
	Completion date
	Planned Budget 
	revised

	A 
	Staff related problems, rude and unprofessional, and overwhelmed with other jobs. 
	Implementation of training and development in house to all employees in the organisation. Creation of people strategy.
	Training and development for staff is an important method to help businesses. Helping staff to cope with any situation, improving engagement, reduce turnovers and satisfaction, offering excellent customer service. 
	1 year 
	08/06/2024
	€300 X 500 staff, is necessary an investment of €150,000, for implementation of training and development inhouse. 
	Revision should be whenever staff have an evaluation, biannually.







	Number 
	Problem 
	Solution
	Desired outcome
	Time scale 
	Completion date
	Planned Budget 
	revised

	B  
	Poor Maintenance of lifts  
	Implementation of new partnerships for contractors to improve maintenance of lifts. 
	Create better and smooth experiences for guests and generating complimentary reviews. 
	 
Next three months
	09/09/2023
	The cost can be really assessed, only when contract is signed with the contractors, but no more than €100,000 annually. 
	Every year, when renovating contracts






	Number 
	Problem 
	Solution
	Desired outcome
	Time scale 
	Completion date
	Planned Budget 
	revised

	C 
	No segment market for fitness club.
	Creation of new segments for fitness club doing promotions and offering discounts, also offer seasonal fruit when check in to have impact on the guest by surprising them. 
	Is expected to create improving in complimentary reviews. 
	 
Immediate implementation  
	09/06/2023
	The cost will be around €30,000 annually. 
	In a year. 









	Number 
	Problem 
	Solution
	Desired outcome
	Time scale 
	Completion date
	Planned Budget 
	revised

	D 
	No social media presence 
	Partnership with social media influencers   
	Increasing in revenue and profits, creating brand awareness by reaching millions of followers of the influencer’s channels. 
	 
Immediate implementation, when found the right influencers for the brand. 
	09/06/2023
	the cost will be assessed when contracting the influencers, but this type of trend, have a little or zero cost. 
	After goals being stipulated with influencers, should be revised every month. 





[bookmark: _Toc209789340]Recommendations 

To create an improve in Brand reputation, and attain competitive edge to overcome competitors is recommended in this report that these actions are done as soon as possible:
1- Development and training in House. Mullins (2015), explains that organisations that create a strategy related to people will gain less staff turnovers and get increase in guests' satisfaction, when guests are happy, they will not complain (Mullins, 2015). A people strategy, will make staff thrive to attain more success, improving their behaviours, becoming more engaged, and timely having a positive impact on the organisation (Mullins, 2015). 
2- Improving maintenance of lifts. This report shown the importance of implementing new partnerships with new contractors, to improve the lifts and create better and smooth experiences for guests.
3- Offer Fruit at check in, creation of new segment product. Having in consideration the fitness club, is recommended the creation of new segment products for fitness club offering new promotions and discounts. Also is advised to offer seasonal fruit at the check in to have an improved impact on the guest, by surprising them. 
4- Influencers Partnership, improve social marketing. L.P consulting advise Lisbon Marriott to improve their social marketing, by creating partnerships with influencers, this will bring increase in revenue and profits, also creates brand awareness by touching millions of followers, this new trend is low cost for organisations, and can become a strong strategy. Mckeown (2016), discuss that strategy is all about the future, is the relation between were organisation want to reach and how they will achieve them (McKeown, 2016).
         
 
[bookmark: _Toc1873074858]Conclusion
In summary one of the best ways to control people's behaviours and improve new skills for employees is to invest in continuous development and training, to assist staff to belong and fit into the organisation and sharing values. 
During the last months of observations, research and analysis is recommended that Lisbon Marriott should invest and adopt training and development as best practices to attain competitive edge and be superior to competitors. The literature and research suggest that the benefits attain by investing in training outweigh the cost.
Pareto method teaches that 80% of the business of the organisation is attain by 20% of the guests, and 20% of endeavour, will solve 80% of the issues (problems) of the organisation. 
We are delighted for the opportunity presented by Manager of Lisbon Marriott. L.P Consulting would like to take time to say thank you for this major opportunity to develop this report. In last intensive months of work, was an immense pleasure to meet and work with all the team of Lisbon Marriott, they are very committed and professional helping my team along the way. Thank you again for the opportunity and trusting in my organisation, we look forward to any other collaborations with your organisation.
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(TripAdvisor, 2023)
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We were upgraded to an Executive room as Bonvoy Titanium. The staff is well intentioned,
however, it seems that the hotel has staffing issues, as a lot of employees are either trainees or
part-time workers. Unfortunately, the hotel has severe problems with the elevators. It can take
up to 20 minutes to go up or down depending on what floor your are staying, as multiple
elevators are out of order. Our room had issues with the door lock, so we had to change the
room keys multiple times. Given the huge lines at the check in desk (a lot of airline crews stay at
this property) and the elevator situation, we have wasted a lot of time. Upon check out, the
hotel tried to charge us for a lunch that we did not consume The executive lounge is a small
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Date of stay: May 2023

This review is the subjective opinion of a Tripadvisor member and not of Tripadvisor LLC. Tripadvisor performs checks on
reviews as part of our industry-leading trust & safety standards. Read our transparency report to learn more.
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Very Poor Experience

Very poor experience. | was planning to go for a pool brunch experience with my partner. As
soon as | arrived, | felt that the staff were very unwelcoming. In particular the concierge staff
were very judgemental, hostile and interrogative from the start. All for simply wanting to leave
my luggage at their desk. To make matters even worse, the pool area manager could not locate
our booking and seem flustered despite us booking a day in advance. We decided to leave to
use facilities at another hotel. On our way out, we were encircled by concierge staff while
waiting on our taxi - almost as if we looked suspicious. | will certainly not be coming back here
nor recommending Lisbon Marriott Hotel. They really need to work on training and educating

Read more v
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This review is the subjective opinion of a Tripadvisor member and not of Tripadvisor LLC. Tripadvisor performs checks on
reviews as part of our industry-leading trust & safety standards. Read our transparency report to learn more.
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