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The project's objective is to identify the various external factors that are affecting the hotel industry and how they can be addressed to improve employee retention. The hotel that will be assessed is Marriott International (Bilan et al., 2020).
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Marriott Hotel Logo
(Source- Marriott, 2023)
The Marriott International group has 30 distinct brands and over 8,000 properties in 139 countries and territories, making it the largest hotel chain in the world. The company was founded by Alice and J. Willard Marriott, and their principles have remained the same since 1927 (Marriott, 2023). The hotel group's core values and objectives are about inclusion and diversity. Being able to take care of people is the most important cultural inheritance of the organisation.
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According to Anthony Capuano, the CEO of Marriott International, the hotel industry is in the midst of a labour shortage. This issue was the focus of his lecture, which was held at the Jonathan M. Tisch Center for Hospitality at New York University. During the interview, Jonathan Tisch, the CEO of Loews Hotels, asked Capuano about the increasing number of people looking for work in the hospitality industry (Agarwal et al., 2022). He also noted that there had been a phenomenon of "quick quits," which occurs when employees suddenly leave their job due to their surprise at how hard it is to work in the industry. He said that although guests are aware of the high charges, they expect the same level of service.
Long hold time
The most common complaint of a guest is that the hotel takes a long time to respond to them. Not only did they not respond to their emails, but they also kept silent on their social media accounts (Hamouche, 2021). Members said that they called the customer care department multiple times to resolve the issue, but it took them around three to four hours to get the help they needed.
Breach of the former Starwood systems
The breach of the Starwood systems that were exposed to millions of customers of the hotel chain affected the information of its loyalty program members (Rodríguez-Sánchez et al., 2020). This issue has raised concerns about the company's ability to attract new customers and retain existing ones. At the same time, it has been facing external challenges related to the changes that other hotel brands are making to their loyalty programs.
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According to the views of Anwar and Abdullah (2021), Due to the emergence of COVID-19, the service operations of hotels have become more focused on safety and decreased contact. This has led to a shift in the way they operate. In addition, the hotel industry has also undergone significant changes due to the disease (Martínez-Martínez et al., 2019). Due to the emergence of the COVID-19 outbreak in December 2019, various organisations and authorities have released guidelines and advice for the establishment of hotels. These guidelines and recommendations include the use of protective measures to ensure the safety and comfort of guests. Aside from implementing various measures to improve the safety of their establishments, hotel professionals also made efforts to make sure that they were equipped with the necessary equipment and resources to prevent the spread of COVID-19 (Haque and Oino, 2019). For instance, in response to the increasing number of cases of COVID-19, Marriott International has introduced a variety of services designed to help travellers feel more confident about their stay.
However, Huang et al. (2021) state that the various attributes that influence the selection of a hotel are crucial for its success of a hotel. Understanding these elements is also very important for the establishment and operation of a hotel. In 2011, Tsai et al. analysed the selection attributes of foreign and Mainland Chinese tourists to Hong Kong. The main factors that influence the selection of a hotel are the location and comfort of the facility, according to Chinese visitors (Chipkin, 2022). Foreign travellers, on the other hand, prefer an efficient check-in and out.
Kim, J.J. and Han (2022) pointed out in a study the 23 characteristics influence the selection of a hotel in South Korea. They found that cleanliness, as well as the size of the room and amenities, were the most important factors that people considered when choosing a hotel. The various factors that influence the selection of a hotel by analysing the reviews posted online (Tuomi et al., 2021). They found that the most important factors that people considered when choosing a hotel were the location, cleanliness, and value. Despite the complexity of the study, the researchers concluded that the following characteristics are commonly considered when it comes to the selection of a hotel: accessibility, cleanliness, and the convenience of check-in/out. These characteristics are complemented by other factors, such as the size of the room, the quality of the staff, and the value for money (Bilan et al., 2020). Other important factors, such as the security and safety of the facility, are also considered.
SWOT analysis of Marriott International
Strengths
Global Presence: The presence of a global organisation helps boost revenues and spreads risk. For instance, if one region's revenue declines, the company may rely on other regions. Marriott International operates in over 130 countries and territories (Agarwal et al., 2022).
Market Leadership: The global presence of Marriott International helps the company gain a competitive advantage (Benzaghta et al., 2021). It has over 30 brands and over 81 hotels in over 130 countries. Being the largest hotel chain in the world ensures that it can enjoy the full benefits of scale.

Weaknesses
Ineffective Data Protection: Consumers are less inclined to trust companies that don’t safeguard their data. In 2018, guest reservation (Starwood) specific database was also got hacked, processing to expose the information (personal) of approx. 500 million individuals (Rodríguez-Sánchez et al., 2020).
Poor Positioning: The company is marketed as a family-focused organisation, which makes its positioning in the hospitality industry weak (Anwar and Abdullah, 2021). Young single millennials are expected to drive the industry's future.
Opportunities
Shifting Demographics: As the number of Gen-Z and millennials entering the consumer market continues to rise, the company has an opportunity to expand its customer base by developing a cool youthful brand (Haque and Oino, 2019).
Focus on Emerging Economies: The rapid emergence and growth of the hospitality industry in developing countries are expected to provide Marriott with tremendous opportunities (Teoli et al., 2019).
Threats
Global Pandemic: The pandemic has already caused Marriott to lose over 90% of its profits. If the outbreak continues to worsen, the company's profitability will be further affected (Huang et al., 2021).
Stiff Competition: The competition in the hospitality industry is fierce. Several prominent hotel chains, such as Hilton, can greatly affect the company's market share.
PESTLE analysis of Marriott International
Political Factors
In 2017, Marriott International expanded its global presence by adding more countries to its roster. These include countries such as Lithuania, Finland, Ukraine, and New Zealand. The acquisition of Starwood by Marriott in 2016 helped the two chains lower their operational costs. Although the company is confident that the measures will help in increasing its revenues, it is still determining if this will be enough to offset the impact of the terror attacks in the past (Pan et al., 2019). The attacks in Nairobi and Mumbai were some of the instances where the company suffered financial losses. Any terrorist activity carried out on any of the company's hotel chains can have a significant impact on its reputation and customer base.
Although the UK is not yet scheduled to leave the European Union, the country's hotels are already experiencing the effects of the situation. The depreciation of the pound has resulted in higher costs for imported goods, and the uncertainty around the right to remain has caused many EU nationals to avoid travelling to the country (Davahli et al., 2020). The executives of various companies across the UK have raised concerns about the potential impact of the country's exit from the European Union on the country's workforce. The HR department of Marriott International has also expressed its concerns about the potential shortage of skilled workers. It is clear that the UK's exit from the European Union has had a significant impact on the company's operations (Cox, 2021).
Economic Factors
Due to the restrictions and the cuts that have been implemented in the company's spending, the revenue of Marriott has taken a hit. This is because it provides various premium and luxury services, which can be affected by an economic slowdown. However, its Select category might still be able to flourish during a recession (Breieret al., 2021).
Social Factors
Due to the fierce competition in the hospitality industry, Marriott has to provide the best possible service to its customers. This is done through the establishment of top-quality facilities and the development of effective marketing strategies. In the UK, over 70% of the company's rooms are affiliated with brands (Aharon et al., 2021). One of the most important factors that a hotel should consider when it comes to providing its services is the type of accommodations that cater to the needs of its customers (Agarwal et al., 2022). For instance, Marriott has three different types of hotels: Luxury, Select, and Premium. To attract more customers and retain them, the company has launched a loyalty program called "Marriott Bonvoy". Through its website, Marriott can help people find the best deals on accommodations.
Technological Factors
The rise of third-party service providers has been a concern for the hotel industry. They can increase the costs of running a hotel and decrease its profitability (Hamouche, 2021). Despite the various initiatives that have been implemented by Marriott to reduce the impact of these agents, it is still important that the company continues to focus on technology to improve its operations.
Legal Factors
Due to the security (data) event that happened in November 2018, which exposed the personal information of over 380 million people, Marriott has been sued numerous times. The Information Commissioner of London has also ordered the company to carry out an investigation regarding its privacy policy (Rodríguez-Sánchez et al., 2020). This particular investigation could also lead for different fines and penalties. Further damaging the reputation of the company, it could also impact the confidence of customer.
Environmental Factors
As per the company, it also follows the regulations (environmental) and laws in the nations in which it operates. In order to cut down on plastic waste, all of its range of hotels internationally would also stop using straws (plastic) by July 2019. This will reduce the consumption of this product by around 1 billion units (Anwar and Abdullah, 2021). Through its program "Serve 360," which focuses on UN sustainability goals and actions, Marriott has reached out to more than 500,000 hotel workers about the issue of Human Trafficking.
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The selection attributes of hotels based on COVID-19 were identified through a qualitative procedure and a review of the literature. The findings were then analysed using a qualitative approach. This method was used to explore the various facets of the attributes (Haque and Oino, 2019). The study aimed to analyse the importance of various hotel selection attributes before and after the COVID-19 pandemic. It was conducted on a sample of Marriott hotels. The results indicated that the lobby and exterior appearance were less important than other attributes.
Due to the emergence of the COVID-19 pandemic, the importance of implementing effective measures to prevent the spread of the disease increased significantly. Although people who stay at a hotel should sign a form, this does not include individuals who are in the hotel for other activities. The use of QR code-based entry logs became widely acknowledged after the outbreak of COVID-19. This system has been used to investigate the origins of the disease and its spread (Huang et al., 2021). A study conducted on the same subject revealed that people considered the implementation of these systems very important (Li et al., 2021). The study revealed that certain factors, such as cleanliness, safety, and hygiene, were still considered important before and after the outbreak. The study also noted that the level of importance of density had significantly changed after the pandemic. Although density was considered a popular attribute before the pandemic, it is now considered a risk factor for COVID-19.
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