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[bookmark: __RefHeading__79265_1697758810]EXECUTIVE SUMMARY
	The report has been analyses the PESTAL and SWOT strategic model in order to know the impact of different environmental factors on the operations of the hospitality sector of the UK. For this purpose, the report was also includes the impact of current COVID-19 situation and the Brexit situation on the Merriott Hotel business of UK. After that, it has been analyses that how the different ways along with the management techniques helps the hotel sector to smoothly run their business. For this purpose, it was includes the impact of minimizing communication gaps with internal staffs and outside customers on the hotel business. The report has been also covers the challenges of management techniques and the impact of those challenges while implementing the management techniques in the business. Further the report has been also covers the findings and result of the different areas after analysing each and every area of the hotel business. It was identified that the hospitality industry of UK is heavily affected with the impending issues of Brexit and Covid- 19. Due to this the jobs have been affected and also the entire job responsibility has changed heavily.
	The SWOT Analysis conducted in the Marriott Hotel was presented and this clearly indicated that what were the major strengths and weaknesses that were identified in the context where brand awareness and economic background was the major benefits that was associated with the hotel. It was also researched and evidenced that market competition and customer requirements were the major challenges that were identified for the management of Marriott Hotel. The details of Pestle Analysis helped in concluding that the overall external environment i.e. the entire hospitality industry of UK. The political aspects like Brexit and geographical segregation were the key factors influencing the entire industry and the severe impact of Coronavirus on inflation and the growth of this industry was also identified and researched upon. The Social factors of the hospitality sector were identified in the form of increased expenditures and the mobile application was identified to be critical aspects under technological perspectives. Lastly legal aspects such as penalties etc. was identified and also engagement with the customers and overall working condition were researched as main environmental factors.
	The research conducted in the report also helped in understanding that what are the major factors that affect the overall operation of hospitality industry. It was concluded that management techniques implemented in the Marriott Hotel ranges over a variety of areas such as increased communication, team working, satisfaction of customers and lastly the facilitation services that are easily provided to the customers.
	Both internal and external consultancy work coordinate in order to suggest the way organisation can grow and sustain its business in longer time frame. There are several changes in external environment that affects business operations so management consultancy is responsible for supporting company to decide particular strategies that can be fruitful for organisation. Moreover, consultancy provide various interventions that can aid organization in achieving its end goals by managing changing and innovation. So, consultancy acts an supports to organisation regarding the way it can promote innovation or make use of new method to delivered better services to customer's. 
	Furthermore, it can be stated that the report has consisted of literature review that has been gathered through several secondary sources so that useful information related to areas of study can be derived. There are different research method that has been used to pursue the study so that accurate and more reliable information can be gathered in limited time frame and resources. So it can be stated that the overall the report has consisted of detailed related to several factors that impact on business and its strategies and the way consultancy firm support in achievement of end goals.



[bookmark: __RefHeading__79267_1697758810][bookmark: __RefHeading__61433_509899655]CHAPTER- 1 INTRODUCTION
	Operational management is responsible for visualizing, analysing and managing the daily operations in the organization. In order to analyse the negative aspects, the report will state the various issues or problems faced by “The Marriott Hotel” one of the hospitality business in the UK (Marriott, 2021). And in order to analyse the positive aspects, the report will also discuss the various events the company organized in the hotel venue which develop a positive reputation of the company among their customers. In order to analyse the internal and external environmental changes and their impact on the hotel business, the report will use the SWOT and PESTEL analysis tools. It is because it gives better awareness and understanding to the decision maker related to the changes and impact of those changes in the business. It includes whether the following changes is act as an opportunity or threat for the company. In continue to the same context, this report will also put light on the various management techniques the operational management of The Marriott Hotel company can adopt. It is required for the purpose of improving the operations of the business. The report will also state what changes required in operations and what operation needs to remain same on the basis of the SWOT, PESTEL, positive and negative aspect of the analysis. In order to analyse the issues, the report will also use the various financial index and data's from  the company's financial performance report. After that the report will also cover the solutions and findings company can address in the context with the issues they face in order to smoothly operations of their business. Along with the solutions the report will also state the desired outcome from each of the issues and findings of those issues. At last, the report will also recommend the summary of those action plan to ease the report.


[bookmark: __RefHeading__79271_1697758810][bookmark: __RefHeading__61437_509899655]CHAPTER -2 SCOPE AND ANALYSES
	“ Marriott Hotels” is one of the largest hospitality business in the UK having operations of 800 hotels located all over the UK and different countries of world. It is situated in different cities, suburbs, and airports of the UK with more than 72000 rooms. The business was formed in 1987 as Travel Inn, now completing the age of about 34 years (Peace, Chen, and Menon, 2018). The recent feedback the company receive from their customer is that the company did not pay their refund which company take before lock-down as advance bookings. It is one of the negative feedback for the company from the customer. The recent feedback from the customer also includes positive aspect such as one of the customer says the manager, staffs, house keeping and whole team was just amazing in their works (Freeman, 2020).
	Their are various problems faces by the company in order to run the business in smooth way such as cleanliness, sustainability, technology, meaningful experiences, excellent services etc.

Following is the PESTLE analysis of Marriott Hotels.
	Political
	1. Brexit
2. UK's international relation with other countries

	Economical
	1. Customer's weak economic position
2. Organizational profit margin

	Social
	1. Changing customer requirements
2. Increased expenditures for changes 

	Technological
	1. Technological advancements like contact less check-in and check-out
2.  use of mobile application

	Legal
	1. COVID-19 lockdown
2. Government Penalties

	Environmental
	1. Develop positive image in front of the customers
2. Increased expenditures



Political- Changing political conditions will make a significant impact upon the goal achieving capability of the company and this can be seen in the case of Brexit in which UK's decision of leaving EU has affected organizational sales (Kim, Kim and Park, 2017). However even though it doesn't made a significant impact upon the trade taxes but still it affected the customer's engagement with the organization and because of which its sales and economic growth were affected. With that company also tend to provide its services in external geographic areas because of which UK's changing international relation with other countries will affect the organizational sales.
Economical- Company has to establish its pricing on the service in such a way that it motivate customers to increase their engagement with that organization and also with that it must also tend to provide company an efficient economic growth (Giousmpasoglou and Hua, 2016). This is important for organization to ensure its sustainability within the changing market conditions and ensuring it is being able to a“ Marriott Hotels” is one of the largest hospitality business in the UK having operations of 800 hotels located all over the UK and different countries of world. It is situated in different cities, suburbs, and airports of the UK with more than 72000 rooms. The business was formed in 1987 as Travel Inn, now completing the age of about 34 years (Peace, Chen, and Menon, 2018). The recent feedback the company receive from their customer is that the company did not pay their refund which company take before lock-down as advance bookings. It is one of the negative feedback for the company from the customer. The recent feedback from the customer also includes positive aspect such as one of the customer says the manager, staffs, house keeping and whole team was just amazing in their works (Freeman, 2020).
	Their are various problems faces by the company in order to run the business in smooth way such as cleanliness, sustainability, technology, meaningful experiences, excellent services etc.

Following is the PESTLE analysis of Marriott Hotels.
	Political
	3. Brexit
4. UK's international relation with other countries

	Economical
	3. Customer's weak economic position
4. Organizational profit margin

	Social
	3. Changing customer requirements
4. Increased expenditures for changes 

	Technological
	3. Technological advancements like contact less check-in and check-out
4.  use of mobile application

	Legal
	3. COVID-19 lockdown
4. Government Penalties

	Environmental
	3. Develop positive image in front of the customers
4. Increased expenditures



chieve desired organizational targets. But also with that it must also be assured that company is having an efficient economic growth through which it can achieve high level of economical growth which will ensure company's future improvisations to achieve organizational goals.
Social- Marriott Hotels have to closely analyse the changing market trends and customer's changing requirements then on that basis it tend to develop organizational working. Such that it is being able to achieve new and trendy crowd towards the organization which will provide organization and efficient economic growth (Düerkop and Huth, 2017). This is important for organization to achieve an efficient economic growth but also at the same time this will also increase the organizational expenditures for making changes because of which it must develop and identify creative ways through which appropriate changes can be made while reducing the capital investments.
Technological- Marriott has to ensure that company is able to integrate technological advancements in its work area through which it can improve the quality of services which customers are achieving with the organization. Due to which the company can implement contact less check in and check out services to its customers in which they can directly go into their rooms without contacting with the desk manager. With that it can also increase its engagement with the mobile application so that customer can segregate the level of services which they want to achieve and can take the appropriate plan accordingly (Akkanen, 2017).
Legal- Organizations like Marriott have to develop and improvise their working strategies according to the legal legislations through which it can ensure that company is able to fulfil all the required work related criteria introduced by the government. This is important because if the company is not being able to develop organizational working strategies according to the legal legislations then it have to face penalties. This can be seen during the present time of COVID-19 in which the government has to introduce total lockdown, which made a significant impact upon the working productivity of the organization and affected its economic growth.
Environmental- Marriott Hotels have to make several efforts through which it can minimize the negative impact which is being established upon the environment. Through this effort company will be able to develop a positive image in front of the customers will influence them to increase their engagement with the organization and will also increase their loyalty towards the organization. But also at the same time this will increase organizational expenditure to be made for improvising the working conditions, however it can use this expenditure from promoting itself and its services to the customers.
SWOT analysis- Following is the SWOT analysis of  Marriott
	Strength
	1. High organizational brand awareness
2. Strong economic background

	Weakness
	1. Increasing negative reviews from customers
2. Limited employee's productivity

	Opportunity
	1. Increasing involvement with technological advancements
2. Improvisations to attract specific selected customer.

	Threat
	1. Changing customer requirements
2. Increasing market competition



Strength- Marriott tend to provide its organizational services in various geographic areas and because of which is being able to implement diversity in its customers count and because of which is being able to achieve high organizational sales (Turner and et.al, 2017). Due to high organizational sales company is able to achieve an efficient economic growth because of which it is empowered to implement appropriate changes in its work productivity such that it is being able to achieve desired organizational target.
Weakness- Even though company is being able to achieve high organizational sales and manages to implement customer diversity but still is not being able to improve the level of services which the customers are having and which can be seen in the increasing negative review or company on online reviews sites. With that organizational employee work force is also not being able to maintain the uniformity in level of quality which is to be provided to the customers because of which is affecting customer experience with the organization.
Opportunity- Marriott Hotels can increase its involvement in implementing technological advancements in the work area through which it can establish effective communication bridge among its employees so that employees can implement changes in their working strategies according to the requirements. This will also enable organization to develop organizational working in such a way that it is being able to attract specific targetted audience.
Threat- Changing customer requirements is a high level of organizational threat for the company because it has to make sure that is able to attract customers towards the organization for achieving increased organizational sales and customer loyalty (Asadi and et.al, 2020). With that increasing market competition is also another threat for Marriott because increasing market competition will affect the customer count and therefore organizational sales will be affected.

[bookmark: __RefHeading__79273_1697758810][bookmark: __RefHeading__51204_509899655]CHAPTER -3  MAIN BODY
[bookmark: __RefHeading__79275_1697758810]Ways for improving organizational operations
	It is important for organizations that it is able to improve the overall working condition of the organization by which it can ensure that it is able to achieve desired target and develop a positive image in front of the customers such that they are being assured that they are able to achieve high level of work productivity. This improved working capability will not only develop a positive organizational image but also will contribute its efforts for increasing customer loyalty by which company can concentrate its efforts for attracting new customers towards the organization. The management team of hotel need to very effective in working and ready for any uncertainty that are arises at hotel. To solve the problems of customers in a manner that not affect the experience of staying in hotel by proper training and development of each staff member of company who are dealing with customers directly or indirectly. Management also involve in soling quires through online which increase the satisfaction level of customer and attract them for experiencing the services of Marriott.
	Staff training program is an effective way through which Marriott Hotels can establish synchronism between employees so that customers can achieve a uniform level of organizational services which will motivate them to increase their engagement with the company. Also at the same time staff training will also empower customers to provide feedbacks on the basis of experience which they achieve during their engagement with the organization. But it also increases the cost of company that can affect the financial budget  at a time of less demand for hotel industries. Feedback provided by the customers can be utilized for identifying the weak areas which is affecting the customer experience and thus on that basis concentrated efforts can be established for improvising the quality of work process and achieving efficient organizational targets. It makes the experience more blissful for the customers by improving in a manner from feedback from customers that most of them are looking for. However, sometimes it also affects the company's reputation in market and also affect directly to their loyal customers that are connected with Marriott hotel. Some rumours or some activities can easily goes against the hotel goodwill in all over the world.
	Marriott Hotels has to ensure that organizational operations are being improved for ensuring the company is able to achieve an efficient competitive edge within the market. Through which it can achieve high level of work productivity and ensure that organizational work related targets are being achieved.
Management technique-
	Increased communication among employees, is a management approach through which it tends to ensure that employees are able to collaborate their efforts for achieving a common target through which it can achieve high level of work productivity. This is important for organization that employees are able to analyse the level of work rate which is being required for ensuring the company is able to achieve its desired target. Proper co-ordination with all department can also reduce the chances of failure of task or any activity. It also helps to save cost and time through communicating directly to consult person. Sometime flow of communication had interrupted the channel by staff or employee by not flowing the proper structure and action made with individually. So, Proper flow of Communication from top to bottom level of management is very important for a smooth flow of information and shows the strong channel of passing the information with systematic manner. Communication channel also assist staff to solve the complaints and queries of their customers at arises at any situation and time.
	Organizational team, is a creative work operation improving process through which it can make sure that company is able to achieve the desired target and thus organizational team are developed such that each team member is having a unique personal skill through which the productivity of the team can be increased. Through these organizational teams, company can ensure that employees are able to implement the required work procedure on the ground level by which level of services to the customers are increased. Through this improvisation company can make sure that customers are able to achieve best in class services and this also tend to provide an efficient competitive edge to the organization. It also increases the services of hotels and creates healthy environment within Organization that increase the reputation towards their customers. While, management also face some of the difficulties to achieve the target goal due to conflict between the team members or with manger that lead to increase in cost and found difficult to manage the things.
	Updated Technology use by hotel can help in many ways to satisfy customer with unique experience and feels safe and secure  to each customer and employees too. Technology used for booking rooms and managing  the guests in all hotels, for security and safety of customers  luggage and their valuable things. High technological gadgets like Wi-Fi, digital conference room, smart room key, NFC technology, robots and infrared technology which are used by Marriott hotel. It shows the efforts of company that are used for customer satisfaction motivate employees to adopt the new technology changes with time. 
	Guest satisfaction  is also one of the important management techniques that need to be achieved by management that help company to increase their brand value in market and increases the customer loyalty towards other. This can be achieved through proper training to employees at a time of dealing with customers. Guest satisfaction include the services provided by company, politeness of staff and care taking to the customers. It also includes the price charging, food and experience for staying in a Marriott hotel. 
	Emphasize on getting direct bookings of rooms by customers is need to be focus more by the company to increase the revenue generation and reduce the cost that are occurred through indirect bookings. Commission that are charge by online websites like trip-advisor and Booking.com  at a time of booking of hotels by every customer. Whereas, direct booking reduce that cost and can offer more towards their customer through direct booking. It also develops the company's website and increase the traffic which make website more visible. Direct booking shows the reliable data of hotel and their reviews on service and food. Website also shows the real and authentic photos and videos of hotel rooms, lounge and their restaurant which can increase the chances of attracting more of customers.
	Marriott group need to enhance their employee training program to increase the employee productivity and efficiency towards the performing of task. This also reduce the cost that are occurred in tasks with time saving program that allow the company to save their cost and time. It encourages employee to work for company and creates a loyal employee. Training program also satisfy the employee which increase their skills and can be promoted by seeing the performance of each employee. It finds  the weakness of each employee and improve the quality of employee according to their weakness and strength which led to develop and increase in knowledge and skills. Training program makes the employee consistent for longer term in company and increase the efficiency to attain the objective of company.
	These problems are mainly related to environmental due to unhealthy working environment of Marriott that affect the employee performance. It is one of the major issue for that are faced by employee and make dissatisfaction towards the company and their managers. It can be re-structure by company that help company to increase the employee performance and satisfy towards the company. These also help to achieve vision and mission of company. 
	Some of the issues which are faced during management techniques are:
· Changing expectation of customers constantly: customer is the king for the Hotel industries which are fully dependent on the customers. The main focus is to satisfy the customers by serving with top class facilities and feeling of luxury experiences that develop the loyal and trust of customers in market. But with the changing time, customer needs and wants are constantly changing that affect the working flow of hotel management and affect the strategies that are followed by hotel. As the competition is tough in market, customers easily shift to other hotel which are giving same facilities and experience in effective price. Customers are looking for new attractive offers available in market that include many varieties like free breakfast and dinner, indoor outdoor activities, technology used in service, adventure activities etc. Is being analysed online at a time of booking a compared with other hotels. 
However, price is also one of major factor that affect the customer taste and preference. Customers shift to competitor brand when they found effective price and offer that are offering by other hotels. Marriott hotel need to find alternative way to delight more of customer that attract towards the hotel for experiencing something new and unique to customers that are not provided by other competitor. 
· Challenges related to Political and security: It is also one of the top management issues faced by company and ultimately customers. Many political factor affect the working flow in country due to many rules and regulations that are implied by government. Hotel manager had the responsibilities to manage proper surveillance system of hotel that are installed and maintain with time  that comfort their customers and feels safe in hotel. To maintain this factors management need to adopt the high tech system and software which are quite expensive to purchase and to maintain system increased the cost of company. As it is very important to keep the data safe as it involves high classified data of personal and professional customers that visit the hotel. However, if missed by management, company had to bear high cost in a form of penalty.
· Trained staff: It is very important for hotels to satisfy their customer without any uncertainties arises. This can only be done through if all employees are well-trained to face any situation and queries or complaints arise by customers for any activity. Hospitality industry turnover is very high when it compares to any other industry. It is due to management issues face by employee due to irregular working hours. While salary is one of the major reason for employee's turnover. Manager finds difficult to work smoothly at all time and results in increase in cost of performance of employees. To cover up with all the issues, company assist with training to employees that develop their skills to reduce the cost and work for longer time period for company.

[bookmark: __RefHeading__79277_1697758810]CHAPTER – 4 FINDING AND RESULTS
	Analysing the SWOT and PESTEL of the Marriott business along with the different management techniques they can adopt in order improve their operations. For example, the Merriott business come across the findings and result of the different areas of their business by proper analysing those areas.
	Areas of hotel business
	Findings and Result

	Food and Beverages Area
	It is one of the area which cover mostly the services related to the food items and beverages as per the demand of the customers. Customer are always attracted more towards the foods and beverages services of the hotel business (Rogers, 2017). So for this purpose SWOT analysis helps the Merriott business in finding out that customer are highly aware of their brand and services.
But because of the continuous changes in the needs and requirements of the customer make it difficult for the hospitality sector of the UK to cope with these changes.

	Front office Area
	This is the area of the hotel business which covers the reception section responsible for the friendly reception of all guests in the hotel. As the reception area and the receptionist working in this area shows the first impression of the business (Gledson and Phoenix, 2017). So for this purpose SWOT analysis help the Merriott business that they have the amiable personality receptionist in their reception area. It also helps to attract the new customer and retain existing customers.

	House keeping Area
	This is the area in the hotel business, responsible for the cleanliness of the all hotel rooms and other hotel areas. In order to keep the hotel clean and improve brand image, house keeping areas have to keep a close liaison with the front office area. So with the help of both SWOT analysis and management techniques, it is find out that the Merriott business provide fast training sessions to their employees (Whittingham and et.al., 2020). It improves the house keeping area of the business.

	Food production Area
	This is the area which includes the kitchen section, responsible for the preparation of the foods as per the guest orders. It is the taste and quality of the food in the hotel business which attracts more and more customers. So by analysing the different challenges that business face in order to improve business operations and PESTLE & SWOT analysis (Ruck, Welch and Menara, 2017). It helps the Merriott business in finding out that hiring the skilled and experienced chefs is important. Along with these it is also important to follow all the COVID-19 prevention tips such wear mask, hand sanitization by the chefs while preparing the food etc.

	Accounts Area
	This is the area of the hotel business, responsible for the different tasks such as accounts receivable, invoicing customer, payable processing etc. Whether business is earning profit or not is only known by the works of the accounts department and for doing their work in effective manner coordination with other departmental areas is necessary (Breen and et.al., 2020). So for this purpose analysing each department works with management techniques, helps the Merriott business in finding out that their staff of accounts area do their work properly by conducting external audits. It results into the increase in profit of the business.

	Maintenance Area
	This is the area in the hotel business, responsible for the maintenance of lighting, equipment, furniture and fixtures that is installed in the hotel. By analysing this area of the Merriott business, it is find out that the staff of the maintenance department is dedicated towards their work. It results into the increase in the customer base of the business. It is find out that the staffs are properly arranging the sanitization machine and bottles in each room and all over the hotel. This result into the increase in customer base by winning customer trust related to their safety in this difficult pandemic situation.

	Security Area
	This is the most significant area in the hotel business, responsible for the security of the hotel building, guests, visitors, staffs etc. who stays in the hotel. Customers first priority is always their security and safety while selecting any hotel (Coe, Wiley and Bekker, 2019). So for this purpose and with the help of the analysis of this area of the Marriott business, it is find out that business are more concern about their customer and put tight security such as CCTV cameras, alarm machines, bodybuilder guards etc. It results into attracting more customer which is the prime objective of hotel business.

	Human Resources Area
	This is the area in the hotel business, responsible for the acquisition, utilization, training and development of the employees of the hotel. Employees in the hotel such as waiters, receptionist etc. are the one who directly deals with the customer. So by analysing the HR area of the Merriott business, it is find out that business production level is low because of employees low performance (Roper and Higgins, 2020 . Their focus towards organizing the training session for their employees and offering incentive to motivate them are also low. This result into the delay in the completions of the targets and poor personality of the employees result into that they can't deal with the customers.

	Purchase Area
	Purchase area in the hotel business are responsible for the buying the stocks for all the other areas of the business. With the help of the SWOT analysis of the Merriott hotel, it is find out that because of the increase in the market competition the suppliers are enjoying their bargaining power. And this result into the availability of the stocks at high price which further increases the cost of the services. This also reduce the customer base if the customer are more concerned towards the cost rather than quality.

	Information Technology Area
	IT area in the hotel business are responsible for supporting all the systems operate in the hotel building. By analysing the IT area with the help of SWOT, it is find out that the involvement of the Merriott business in the technological advancement are high. This result into conducting the virtual events and advertising the business in social media. But because of this there are also increase in the number of negative comments on social media regarding the hotel.



[bookmark: __RefHeading__79279_1697758810]Action Plan
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned budget

	1
	Continuous changes in the needs and taste of the customer
	In order to respond faster to the changes of the customer needs, organization have to follow the industry trend (Kitchen, 2020). Company also focus towards creating the new and strong service models. They also speed up the supply chain by taking the booking of rooms to four month advance. By doing so company can fix the problem.
	The desired outcome of solving this problem is that it will increase the customer base of the business and further increase the revenue of the business.
	Time scale required to fix this problem is four months.
	The completion date is 31st  June.
	£10000

	2
	Continuous increase of the competition in the hotel industry.
	In order to fix this problem, organization have to emerge into the international markets and also keep the constant eye on the stock control. They also try to reduce the wastage of  resources as much as possible.
	The desired outcome of solving this problem is that it will reduce the bargaining power of the local supplier and further reduces the cost of the raw material (Low, Abdul-Rahman and Zakaria, 2020). By controlling the stocks and reducing the wastage helps in  reducing the cost of the service which further help in increasing the revenue of the business.
	Time required to fix this problem is 6 to 8 months.
	The completion date is 31st August to 31st October.
	£30000

	3
	Negative feedback of customers on social media.
	In order to solve this issues, organization have to make a habit of listening carefully to their customers problems. They also need to apologize for the problem customer faces and ask them for time to solve their issues.
	The desired outcome of solving this problem is that, it will build the strong relation with the customer if the managers of the business talks with them politely and smoothly.
	Time required to fix this problem is 2 to 3 months.
	The completion date is 30th April to 31st May.
	£5000

	4
	Lower level of employees productivity.
	To solve this issues, organization have to conduct the various training sessions for their employees (Lu, Papagiannidis and Alamanos, 2018). They also have to offer different incentives and bonuses to their staffs.
	The desired outcome of solving this issues is that it will increase the productivity and improves the personality of the employees of the business. It further reduces the time of the completions of target. It also motivates the employees in order to complete the tasks on time.
	Time required to fix this issues is 6 months.
	The completion date of solving these issues is 31st August.
	£20000

	5
	Failing to provide excellent services to the customer.
	In order to fix this problem, organization have to adapt the changing needs and preferences of each and every customer by clear communication with them (Giousmpasoglou and Hua, 2016.).
	This will result in building strong relation  with the customer along with the increase in the customer base. It also increases the customer trust on the business which further increase the revenue.
	Time required to fix this issues is 2 months.
	The completion date is 30th April.
	£5000



[bookmark: __RefHeading__100414_1697758810]RECOMMENDATION
· In order to cope up with the continuous changes in the needs and taste of the customer in the hotel industry, it has been recommended to take timely and regular reviews from their guests. This will help in satisfying emerging needs of the customers according to their changing tastes.
· To cope up with the increased competition in the hotel industry, it will be recommended to monitor competitor's act by setting alerts to get notified for their rates through pricing intelligence. By signing up for emails and following them on social media, timely responding in order to compete can be possible in a best manner.
· In modern times, every minor problem faced by customers are instantly posted on social media, it will be recommended to instantly apologize guests for any inconvenience faced at the time guests exit the hotel premises. By doing so, negative reviews on social media can be avoided along with encouraging and ensuring future visit in the hotel.
· To avoid lower productivity in the hotel industry, it has been recommended to encourage good communication among staff members and higher level authorities to resolve their issues which are causing hindrances in enhancing productivity. Also, by providing appropriate incentives by obtaining information related to their need and expectations, this would definitely helpful in motivating them for higher productivity.
· To ensure excellent services to the customers, it has been recommended to treat each and every guest with VIP level of treatment, provide personalised and customized services to the guests and tie staff's performance to the overall hotel performance , this will help in guaranteeing best experience and re-visit for the guests.

[bookmark: __RefHeading__79281_1697758810]CONCLUSION
	In the present era, in order to increase the brand image of the business the company is required to find the different issues the business faces and the steps required to solve those issues within the limited time period. The report concludes that how the SWOT and PESTEL analyses helps the organization to know the environmental impact. This two model is best for analysing as this help the business to know their both positive and negative aspects of the businesses. This report also concludes the events the Merriott hotel conducted in order to develop the positive reputation on the business. The report also concludes the different ways the hotel business can follow in order to improve the operations of the organization. The report also concludes the various management techniques which the hotel business can adopt in order to enhance the production level of the business. It also minimizes the communication gaps between the customer and staffs of the hotel business. The report also concludes the different issues the business faces while adopting and implementing the management techniques in the hotel organization. This also analyses the cognitive and analytical skills of the organizations. The report also states the change that need to be required and changes that need to remain same in the  Merriott business. The report also concludes the findings of each and every area of the hotel business which may have positive and negative impact on the business. This report also includes the action plan of the different findings of the areas. It also concludes the solutions of the problems and the desired outcome of solving these issues.
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