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[bookmark: _Toc180767250][bookmark: _Toc182318167]Executive Summary
The Marriott Marquis New York is a brand favourite in Marriott International, using the hotel’s innovative architecture and design aesthetics to complement the contemporary feel of New York, one of the world’s cosmopolitan metropolises. Nonetheless, as with most modern hotels, it has numerous problems that hamper its functioning, deteriorate service quality, and jeopardise its market sustainability in the modern environment in the hospitality industry. The major challenges are discussed in this consultancy report, accompanied by an evaluation of these issues based on different layers of strategy to restore the tiredness of the hotel, increase employee and guest satisfaction, and improve the performance of various functions and tasks. Applying PESTEL, SWOT, and TOWS matrices in this report, significant internal and external factors affecting the hotel performance are defined, and tangible recommendations for their solutions are suggested. The hotel faces several big problems. First, it is necessary to mention that the uneven quality of the provided services remains one of the major issues due to high rates of staff turnover and the lack of proper training activities. First, in other sectors, such as implementing human resource management systems, setting up a system delivering excellent services has been hard to implement, mainly due to a high turnover rate. Also, the digital capabilities of the hotel, especially the online booking engine and mobile application running in the hotel, need urgent attention to boost guest expectations and combat the problem of low direct booking compared to competitors. Further, the hotel has not fully exploited the escalating trend of sustainable practices in the hospitality sector. There are current measures, but this shows much space for developing sustainable practices to make the hotel attractive to green consumers. Finally, organisational loyalty by employees is an important issue, mainly due to the rigid working hours that never allow the employees to demonstrate good morale in their duties. This presents a litany of problems which the hotel must address to enhance service delivery and have a workforce full of motivated employees. To eliminate service inconsistency, a training program is mandatory. Applying Lewin’s Change Management Model, the hotel will be able to help its employees transform towards better service delivery, setting the tone for positive change. The digital environment is dynamic, and the hotel’s current technological platforms must adapt. Acquisition of a better website and mobile application setting by redesigning the hotel’s site with a technology firm that would improve the online booking process, the hotel’s interface, and added customer-appealing elements. The idea of using Kotter’s 8-Step Change Model is in place to ensure proper targeting and meaningful involvement of stakeholders for the new systems to suit and be effectively implemented for guests and staff’s benefit. Since people’s demand for green hotels continues to grow, Marriott Marquis can benefit from adopting better sustainable strategies. Adopting energy-conserving systems, efficient water use practices, and procuring local foods for the outlets will not only help cut costs but also encourage energy-wise clientele. Obtaining the Green Key signifies that this hotel adheres to the principles of sustainable development, which can be useful in increasing the hotel's status in the marketplace. By considering the McKinsey 7S Framework, changes to all these aspects of the organisation will ensure that the perfection of the new offerings will successfully work in increasing guest satisfaction concerning comfort while simultaneously improving organisational efficiency. Service quality and employee morale are concerns; therefore, flexible work schedules greatly enhance job satisfaction. Implementing this mobile scheduling app will help employees manage their shifts and personal lives at least effectively. The above recommendations are mutually accrued to improve Marriott Marquis’s operational system, guest satisfaction, and employee satisfaction. However, such investment is expected to result in high returns in the form of a high occupancy rate, high perception of customer satisfaction, and low operation costs from high staff turnover rates and inefficiencies, among other things. However, it would be desirable to monitor key performance indicators (KPIs) concerning the recurring initiatives to get an idea regarding the success level. They will include direct booking rate, employment rate of return, customer reviews, and performance on sustainable development goals. This consultancy report provides a strategic framework for Marriott Marquis New York to overcome its current challenges and capitalise on growth opportunities. The hotel can ensure a successful transformation by focusing on enhancing service quality, upgrading digital capabilities, strengthening sustainability efforts, diversifying revenue streams, and improving employee satisfaction. The proposed strategies will enhance operational performance and foster a positive guest experience, positioning Marriott Marquis as a leader in the hospitality sector. With careful implementation and ongoing evaluation, the hotel can achieve its goals and maintain its competitive edge in an increasingly dynamic market.
Bottom of Form

[bookmark: _Toc180767251][bookmark: _Toc182318168]Introduction
[bookmark: _Hlk181133327]This consultancy report has been undertaken for Marriott Marquis New York, a leading hotel in Times Square, New York. It is in the middle of New York City and was founded in 1985; the Marriott Marquis New York is a luxurious hotel with excellent services and splendid amenities. This building accommodates over 1,900 suites, client-oriented rooms, and services for official and foreign visitors walking into the revolving restaurant. New York Marriott Marquis has always been associated with comfort, high quality, and elegance. It is in an area that targets millions of people who flock to the city every year. However, despite its reputation and strategic location, the hotel faces some operational issues. This report aims to review the cause of this problem and offer practical recommendations for the improvement and enhancement of this aspect, which is a central pillar of the Marriott brand and a key source of competitive edge.
The hotel industry has become very competitive today because travellers and tourists have become more selective and expect fast, convenient, and customised services. On the one hand, the problem of queues at the reception and the lack of proper personnel training raised the complaints from the guests; on the other hand, the guest satisfaction scores decreased. Such operational losses are critical for a large and prestigious hotel like Marriott Marquis since they are endemic and consequently severely impact the guests’ first and overall impressions of the hotel’s value proposition (Barreto & Mayya, 2022). This is worsened by the ever-evolving client expectations inclined towards more efficient, technical-driven systems. However, these inefficiencies are unhelpful for hotel operations. They may decrease employee motivation and raise operational costs due to improper management of the organisational processes and possible compensation for guests.
This report was developed by InsightEdge Consulting, a strategic organisational consultancy based in the USA focusing on the hospitality industry. At InsightEdge Consulting, we aim to be a leading provider of global solutions with the best toolkits to help make sustainable changes in our client’s organisations. We have a team of consultants with extensive experience in training and development and other consultancy assignments. We have many hospitality leaders in global areas, making significant differences within hotels in terms of operational efficiency and guest satisfaction and enhancing the profitability index (Creplet, et al., 2001). InsightEdge Consulting is an outcomes-driven company that seeks to offer clients insights and strategies to change the market to its advantage and deploys the needed analytical resources and benchmark techniques to deliver solutions relevant to the client’s enterprise mission.
The PESTEL framework will be applied to analyse the factors impacting Marriott's operations from the macro environment. This analysis includes political, economic, social, technological, environmental, and legal elements instrumental in shaping the nature of the global hospitality industry (Pınar, 2023). An example can be found in regulation changes, economic recessions, or consumer preferences affecting Marriott's capability to sustain its competitive advantage. 
The SWOT analysis framework will assess Marriott's internal strengths, weaknesses, opportunities, and threats. Strengths may encompass its significant brand equity and extensive international exposure, while weaknesses may relate to inconsistency in service delivery and problems related to retaining personnel (Rangkuti, 2015). Opportunities may emanate from the rise of tourism that covers the concept of sustainable development; threats can emanate from increased competition and changes in customers' preferences. 
Based on the SWOT analysis findings, strategic alternatives for Marriott will be developed using the TOWS framework. The TOWS framework goes beyond recognising strengths, weaknesses, opportunities, and threats; it focuses on leveraging the hotel's strengths to pursue opportunities and minimising its weaknesses to reduce threats (Kulshrestha & Puri, 2017). 
This consultancy report mainly focuses on presenting Marriott Marquis with a strategic framework to increase its operational efficiency, customer experience, and overall market performance. This report shall discuss critical factors that may impact the hotel's performance, including service delivery inconsistencies, pressures for digital innovation, challenges of sustainability, and the increasing competitive threats from alternative accommodation providers. These factors are very important since they impact Marriott's brand image, revenue generation, and ability to maintain competitiveness in an increasingly challenging hospitality environment.
[bookmark: _Toc180767252][bookmark: _Toc182318169]Analysis of Challenges and Opportunities for Marriott Marquis
Marriott Marquis is recognised as one of the leading companies in the hospitality industry. In the last several years, it has faced many challenges that have affected its efficiency of operations, reputation, and economic feasibility. This review encompasses a comprehensive overview of Marriott's major issues, their consequences on business outcomes, and plausible causes. The information compiled is based on various reports focused on industrial analyses, consumer appraisals, and financial data; hence, an objective approach can be guaranteed with minimal influence related to company affiliation.
[bookmark: _Toc180767253][bookmark: _Toc182318170]Customer Feedback and Satisfaction
Guest satisfaction is one of the key indicators in the hospitality industry, and Marriott lives by its example. Over the years, Marriott has experienced decreased guest satisfaction across its hotels, as demonstrated by some TripAdvisor and Google Reviews reviews. This level of gratification can affect Marriott's corporate brand, which is central to its ability to maintain customer loyalty (Milner & Furnham, 2017). Many guests also say that in Marriott Marquis, the service level is inconsistent, creating an unpredictable experience for loyal travellers who rely on Marriott's promise to deliver premium service.
[image: ]
Figure 1: Customer Feedback and Satisfaction of Marriott Marquis (Chen & Tabari, 2017)

Probably, the leading cause for this problem is personnel shortages, especially in the case of housekeeping and the front desk. Large labour shortages resulted from the COVID-19 pandemic in the hospitality sector. This difficulty also spilt into the post-pandemic period, which has taken specific hits on the low-wage jobs that already commonly have higher turnover rates. Such high levels of employee turnover and understaffing make Marriott unable to maintain the expected level of service, leading to customer dissatisfaction. This inconsistency in services would be directly connected with Marriott's brand reputation, as negative remarks on commonly used review platforms and social media increase geometrically with a threat to the overall brand perception (Jannach, et al., 2014). Lower scores in customer satisfaction make people less engaged in loyalty programs and reduce their lifetime value. Inconsistency in a guest's experience will make frequent travellers and loyal customers defect to competitors offering more consistent experiences.
[bookmark: _Toc180767254][bookmark: _Toc182318171]Economic Pressure and Revenue
Economic uncertainties and travel disruptions have stretched Marriott's revenues in certain areas. Indeed, Marriott's recent reports show that while it has enjoyed a positive recovery post-pandemic, it has not recovered its pre-COVID occupancy levels. The financial burden is exacerbated by some economic variables, including inflation, supply chain disruptions, and changes in exchange rates, which have all impacted higher operational costs (Das, 2011). Thus Marriott is very vulnerable to this trend since these factors can significantly affect the company's cost structure and, consequently, the bottom line.
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Figure 2: Economic Pressure and Revenue of Marriott Marquis (Kimes, 2009)
Competition from alternative accommodation providers, primarily short-term rental websites like Airbnb, has already dramatically cut into the revenue streams of traditional hotels. Sites like Airbnb provide certain advantages, particularly during economic turmoil, whereby travellers will likely seek lower-cost or flexible options that can better serve their needs and tastes. This continued competition pressures Marriott's bottom line, mainly in those markets where alternative accommodation is readily accessible (Burnes, 2014). The financial constraints do not allow Marriott to invest sufficiently in innovation, renovation, and care for its properties, especially in mature but highly competitive markets. This may easily lead to Marriott losing its competitive advantages, especially in luxury and business travel, which have very high standards.
[bookmark: _Toc180767255][bookmark: _Toc182318172][bookmark: _Hlk180782972]Technological Issues and Digital Transformation
Technology touchpoints increasingly influence customer experiences, and Marriott's technology infrastructure has numerous weaknesses. Marriott's mobile app and reservation system have been criticised for not being as user-friendly as their competition's. Customer feedback has accentuated problems with reservations, redeeming rewards, and virtual concierge functions (Brierley, 2006). These issues also frustrate customers, reducing the quality of the overall user experience and probably driving customers away from direct bookings.

[image: ]
Figure 3: Technological Issues and Digital Transformation of Marriott Marquis  (Mahmood, et al., 2019)
The core problem here would relate to Marriott being more sluggish in technological adoption overall than its competitors in the hospitality space. Other hotels, like Hilton and Accor, have invested significantly in customer experience platforms offering frictionless and personal customer experiences. Still, Marriott has leaned more into legacy systems that perhaps do not have the right integrations to pull off a cohesive user experience (Lichtenthaler, 2020). Therefore, Marriott is considered to have a less acute Web presence or customer relationship than its other competitors. Since customers decide to book their stays through third-party sites, Marriott meets lower profit margins due to commission fees, directly hitting overall profitability, especially in the mid-market and business traveller segments, which are very competitive.
[bookmark: _Toc180767256][bookmark: _Toc182318173]Environmental Sustainability Challenges
This means that sustainability has become a major influence on consumers’ buying behavior, which makes the Marriott Marquis, like any other hotel in urban areas, sensitive to criticisms about the degree of the firm’s impact on the natural environment. As for the Marriott Marquis, implementing some sustainable practices has been made, but the reactions from stakeholders and customers are equally mixed. 

[image: ]
Figure 4: Environmental Sustainability Challenges of Marriott Marquis  (Arora, et al., 2018)
While others may consider these measures as being cosmetic at best or even largely insignificant, this is so against the backdrop of more visitors and business professionals seeking sustainable spaces for their meetings, conferences, and events. All these likely result from the sheer size of Marriott Marquis and the general difficulty of managing a hotel that is a landmark in a fast-paced city like New York. Despite, the attempts Marriott has made in other areas to adapt and install sustainable activities at Marriott Marquis is still weak (Henderson & Loreau, 2023). Failure to make a conspicuous effort to portray the Marriott Marquis as an organisation that values environmental conservation means that it will likely lose its appeal, particularly among the youthful population, likely to prefer environmentally conscious establishments. Such feelings, which other visitors may have towards the Marriott Marquis, could negatively impact the company’s brand reputation, guest retention, and additional guests from the demographic.
[bookmark: _Toc180767257][bookmark: _Toc182318174]PESTEL Analysis of Marriott Marquis
Political: Being present across continents, Marriott is constantly exposed to the different political milieus and regulations. Changes in politically volatile areas about travel restrictions could disrupt operations and occupancy percentages from one quarter to the next.
Economical: Economic uncertainties, including fluctuating exchange rates, inflation, and high operational costs, have dragged Marriott's revenues down. These became even further exacerbated in the post-pandemic economy (Buye, 2021). By their nature, hotel companies like Marriott are more prone to being capital intensive.
[image: ]
Figure 5: PESTEL Analysis of Marriott Marquis  (Nicula & Spânu, 2019)
Social: The hospitality consumer landscape has moved to place greater emphasis on sustainable and personalised travel. These shifting consumer preferences challenge Marriott to meet new demands, often requiring significant practice changes.
Technical: Due to the rapid growth of digital technologies, Marriott has fallen behind competitors in some aspects. Whereas competing hotels have already embedded advanced technologies into their customer experience frameworks, Marriott's relatively slow adaptation has constrained the offering of seamless and friendly engagements (Pan, et al., 2019).
Environmental: Marriott faces increasing pressure to enhance its environmental initiatives and practice sustainability. Awareness about climate-related matters has increased significantly, resulting in increased scrutiny of Marriott's efforts to minimise its ecological footprint, especially among corporate customers and younger segments of travellers (Yüksel, 2012).
Legal: Conducting business in various jurisdictions requires Marriott to adhere to various labour laws, data protection regulations, and health and safety standards, which are subject to continuous change (Ramely, et al., 2023). Adhering to these regulations is essential for preventing legal complications and sustaining a robust operational framework.
[bookmark: _Toc180767258][bookmark: _Toc182318175]SWOT Analysis of Marriott Marquis
Strengths: Marriott's strategic positioning across market segments is bound to create further opportunities within its portfolio: luxury, mid-scale, and economy categorisations make Marriott a multidimensional hospitality company (El-Sawalhy & Farid, 2017). It fuels consumer participation and spending through strategic alliances and co-branded credit card deals with financial institutions. Marriott’s resilient post-pandemic performance has helped stabilise its operations in key markets.
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Figure 6: SWOT Analysis of Marriott Marquis  (Yu & Huimin, 2005)
Weakness: Inconsistent local service quality affects the frequent traveller's brand experience. The delays to Marriott's digital transformation hinder it from offering customers a frictionless experience. Its slower sustainability development compared to its competitors could imply its brand reputation among ecologically sensitive tourists may suffer. reliance on third-party reservation platforms greatly cuts profit margins, reducing direct revenue potential (Helms & Nixon, 2010).
Opportunity: Expansion in the emerging markets with growing middle-class travel demand: opportunity for growth. Leveraging advanced technologies for personalisation and a smoother mobile platform experience can increase customer satisfaction and direct bookings (Kuo, et al., 2016). Partnering with eco-friendly brands could improve Marriott’s sustainability image and attract eco-conscious travellers.
Threats: Rising competition from Airbnb and other alternative accommodations challenges Marriott's market share, particularly among younger travellers seeking unique experiences. Economic uncertainties and unpredictable travel demands threaten revenue stability, especially in the business and international travel segments (Qiu & Wei, 2017). Consumer inclinations progressively lean towards eco-friendly lodging options, presenting an added competitive challenge.
[bookmark: _Toc180767259][bookmark: _Toc182318176]TOWS Analysis of Marriott Marquis
Strengths-Opportunities Strategy: Marriott would be well positioned to access high brand recognition and loyalty initiatives, entering growing markets with soaring travel demand. This would ensure Marriott's strength in attracting new customer segments, particularly in economies with an increasing middle class and enthusiasm for travel (Fitriani, 2022).
Weaknesses-Opportunities Strategy: Marriott should also focus on this digital transformation to improve the customer experience. Most importantly, Marriott's independence from third-party hotel booking platforms will allow it to apply a smooth, user-friendly app and smooth booking procedure to drive direct bookings home, which increases customer satisfaction.
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Figure 7: TOWS Analysis of Marriott Marquis  (Wen, 2016)

Strengths-Threats Strategy: Marriott's existing collaborations and co-branded credit card initiatives should be utilised to distinguish the company from other lodging options such as Airbnb. These strategies can provide customers with distinct benefits and enhance loyalty within a competitive landscape (Savari & Amghani, 2022).
Weaknesses-Threats Strategy: Addressing the inconsistency in its services and allocating more resources to sustainability concerns will help Marriott reduce reputational risks. Finally, increasing its high service standards and openly promoting sustainability initiatives will allow Marriott to remain competitive and lower negative customer impressions.
The challenges at Marriott Marquis are complex and strategically require interference to ensure long-lasting success. having a global brand, an extended loyalty program, and diversified brands constitute a great foundation, but solving customer feedback, digital transformation, and sustainability concerns will consolidate the leadership position. Upgrading technology, maintaining consistent service quality, and concerns for environmental sustainability will position Marriott to meet the emerging demands of the market and the expectations of customers for further growth (Bayliss, et al., 2020). Such an analysis will assist Marriott in devising applicable solutions for safeguarding its existing market position and creating opportunities for success in the years to come.
[bookmark: _Toc180767260][bookmark: _Toc182318177]Recommendations for Marriott Marquis  
Given the various issues affecting Marriott Marquis the following recommendations seek to meet the abovementioned major goals concerning customer satisfaction, revenue, technology, and sustainability. Subsequently, every proposal is explained comprehensively, including actions, cost implications, and advantages for the hotel. Another factor is practices for change management since transition affects both individuals and the organisation.
[bookmark: _Toc180767261][bookmark: _Toc182318178]Enhancing Service Consistency and Staff Retention
The Marriott Marquis New confront one major issue that needs its urgent attention since the organization has been facing the problem of inconsistency in delivering quality service. The quality of services still largely depends on the ability and extent of its personnel, and concern has been raised about the turnover rate in some of the functions. Therefore, the following recommendation encompasses measures that seek to improve staff development in the form of training. A specific curriculum would be instituted to retain high standards of service delivery at Marriott Marquis through customized service deliveries to diverse service outlets (Baron & Armstrong, 2007). New cross-training activities may also be implemented so that everyone in the team is versatile and multitasks so that they can solve problems within the company without necessarily calling for help from other departments. The estimated cost for the Marriott Marquis for this training initiative will be $250,000 per year, which is for the purchase of training material, trainers’ fees and compensation for the training hours. To facilitate this change, Marriott Marquis could utilize Lewin’s Change Management Model, involving three key phases: Introducing the ‘unfreezing, changing, and refreezing’ model. In the unfreezing stage, these employees would learn about the new service standards, meaning the need to deliver high-quality services to guests (Rosdiana & Aslami, 2022). The change phase would involve positive goosed-up reinforcement whereby employees were trained to offer better services.
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Figure 8: Enhancing Service Consistency and Staff Retention (Woods, 2013)
Finally, in the refreezing stage, the key behavioural change would constantly be incorporated by the employees; other tools like employee recognition and reward that encourage the improvement process would be used. Evaluation will be done by observing the reactions of the employees, the staff turnover rate, and the scores given by the guests (Spechler, 2017). Moreover, Marriott Marquis should monitor online customer service feedback and its effect on the number of loyal customers to draw some conclusions regarding such practices.
[bookmark: _Toc180767262][bookmark: _Toc182318179]Upgrading Digital Infrastructure to Enhance User Experience
The study showed that Marriott’s digital channels' mobile interfaces and technology are not so advanced. This affects customers and revenues since clients use mobile and online platforms to make bookings and solve issues (Buttrick, 2009). Integrate features on the Marriott mobile application, alongside enhancing the appearance and design of the Marriott website.
Marriott should seek the help of a popular technology firm to redesign the app and website’s user interface. The new design should be more personalised, follow customers’ preferences, make the booking process quicker, and integrate with the loyalty system. The benefits that Marriott can leverage from AI include achieving round-the-clock client support besides addressing their queries in a shorter time. Further, the concept of a loyalty-prompted virtual concierge service may enhance the luxury guest experience (Fisman & Sullivan, 2014). 
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Figure 9: Upgrading Digital Infrastructure to Enhance User Experience (Shao, 2024)
Marriott should manage this shift using Kotter’s 8-Step Change Model. The absence of specific digital features must be communicated early in the process so that employees and customers demand change (Kotter, 2012). At the same time, key stakeholders must drive and be involved in the design and provide feedback. This change should be bolstered by further staff development, and the trials of the new system should be carried out in a few selected areas to prepare. Increase direct booking through Marriott’s owned channels, downloads of the Marriott Mobile Apps, customer satisfaction score, and reduce the number of customers reporting technical hitches (Laig & Abocejo, 2021).
[bookmark: _Toc180767263][bookmark: _Toc182318180][bookmark: _Hlk180784045]Strengthening Sustainability Practices
There is still much that Marriott could do to reach the levels of sustainability that will satisfy mindful tourists or endless corporate demand. Further development and improvements in this area will benefit Marriott’s image and improve resource utilisation, thus fostering cost savings (Kipping & Clark, 2012). Marriott should introduce ‘green’ solutions in all its facilities, such as Energy Efficient Lighting, Automated Energy Control Systems, Low Flow Fixtures, and Water Efficient Devices. In addition, having clearer guidelines and general instructions as to the acceptable use of the packaging and emitting the least possible carbon dioxide emission during food transportation can also make a significant impact on its environmental influence, lowering the intake of single usable plastics, increasing recycling capacities, sourcing food from local growers for its restaurants (Johnson, 2005). To popularise such measures, Marriott may use a key certification program such as Green Key that provides property ratings depending on their ecological impact. 
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Figure 10: Strengthening Sustainability Practices (Gibberd, 2017)
Applying the ADKAR Model, the awareness, desire, knowledge, ability, and reinforcement steps in Marriott, the hotel can ensure that the employees effectively engage in carrying out sustainable activities (Hiatt, 2006). Internal staff awareness campaigns may promote many of the changes outlined above. In contrast, guests may be motivated through incentives such as a colourful towel reuse campaign and low-impact packaging. Marriott should look at quantitative performance indicators such as Cultivating reductions in energy use and waste production and collecting and analysing feedback on its sustainability efforts from its guests (Paramitha, et al., 2020). Certification from programs such as Green Key will also point towards success, not to mention the monetary benefits of cutting energy costs.
[bookmark: _Toc180767264][bookmark: _Toc182318181]Enhancing Revenue Streams by Expanding Services
There is a potential problem for revenue growth, especially because of the emergence of such platforms as Airbnb. Marriott can increase its revenue by expanding its services and improving its attraction to businesses and tourists. Adopt co-working spaces and wellness centres housed in Marriott properties to break down its diverse revenues. Marriott can redesign hospitality by allowing for co-working, given that many workers are working remotely and there are growing numbers of digital nomads (Mavridopoulou & O’Mahoney, 2020). Moreover, Marriott can also establish Spa and fitness centre where guests can focus on their health needs. In this regard, this initiative can focus on corporate clients and tourists with recreation purposes who look for health-related experiences. 
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Figure 11: Enhancing Revenue Streams by Expanding Services (Gallaugher, et al., 2001)

Specifically, Marriott should use McKinsey’s 7S Framework to synchronise strategy, staff, and systems with this new business model (Cox, et al., 2019). It will be mandatory to ensure that human resource management for wellness centres is in tandem with Marriott’s service delivery standards, and in incorporating technology into co-working spaces, it will be required to adhere to the said digitisation strategies. The impact of this initiative will be determined by analysing the occupancy rates in co-working spaces and the revenues collected from wellness services, as well as using guest feedback questionnaires. Furthermore, it should be possible to engage more corporate clients because wellness and work-related products meet their demands.
[bookmark: _Toc180767265][bookmark: _Toc182318182]Implementing Flexible Work Hours for Staff to Enhance Morale and Productivity
Low employee retention and dissatisfaction emerged as some of the factors causing low service quality. A flexible workplace could help solve these problems, benefiting staff and customers. Minimise flexible work schedules and working best practices that can be offered to the employees (Newton, 2010).  Marriott needs to adopt a strategy such as working in shifts, flexible working hours and decentralised working in that employees can swap between different departments. A change communication plan should also be established with staff scheduling and communication handled using a mobile app. This will enable the staff to manage their other responsibilities and work commitments, resulting in less strain and better morale.
Marriott should employ the ADKAR Model to manage the change to flexible working among employees. Management must use appropriate communication channels to inform all employees about the changes and their benefits. To achieve the final objective, they must also ensure employees want flexible work and are trained for its implementation. This is because organisational success objectives can be achieved by evaluating employee turnover, the number of working days lost, and the overall response rate on employee satisfaction questionnaires. For staff, better productivity results and changes in guest feedback due to motivated employees will also result in better outcomes.
[bookmark: _Toc180767266][bookmark: _Toc182318183][bookmark: _Hlk180784321]Potential Benefits of Implementing the Recommendations
These strategies can benefit Marriott Marquis by increasing customer satisfaction, optimising revenues, reducing costs, and enhancing employee involvement. Each of these improvements targets various key issues Marriott faces, from service standardisation to technology and sustainable practices growth. Ensuring these will enhance Marriott's position within the international hospitality industry and lay a sound foundation for continued success.
Enhanced Customer Satisfaction: A standardised way of delivering the services, supported by technology and product improvements, the guest experience in Marriott Marquis should be significantly improved. Standardisation ensures that customers receive consistent service, and it is a part of creating trust and loyalty in every brand (Mehra & Ranganathan, 2008). Integrating state-of-the-art technologies, such as mobile check-ins, intelligent room functionalities, or personalised guest applications, will further enrich the guests' experience and give Marriott a competitive edge. Moreover, introducing innovative products and services for the modern traveller, such as digital concierge services or virtual wellness experiences, is bound to create a more memorable stay that will increase repeat bookings and strengthen customer loyalty. Satisfied guests are more likely to review positively, attracting new customers and reinforcing Marriott's position in a highly competitive industry (Noordzife, 2014).
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Figure 12: Potential Benefits of Implementing the Recommendations (Rotellar & Cain, 2016)

Higher Revenues: To grow Marriott's business over time, new revenue streams must be included. The company should expand its co-working areas and wellness centres portfolio to capture the increased demand for hybrid work environments and wellness-focused facilities (Akitoby, 2018). With today's travellers seeking spaces that balance work and relaxation, providing flexible spaces within Marriott Marquis meets their demands while creating additional revenue streams. Other areas of growing interest include wellness centres as guests seek ways to keep healthy and lower their stress levels while travelling. By responding to such market trends, Marriott attracts a broader customer base, catering to the needs of business and leisure segments while increasing profitability by offering these new services (O’Mahoney, 2021). These strategic changes help Marriott better address the changing dynamics in the hospitality industry and provide more opportunities for revenue streams as travellers' preferences evolve.
Cost Savings through Sustainable Practices: Marriott's dedication to sustainability has the potential to diminish operational expenditures while concurrently improving its brand reputation (Muldavin, 2010). By adopting energy-efficient technologies, minimising waste, and procuring environmentally friendly materials, Marriott can decrease its energy costs and position itself as a brand that prioritises ecological responsibility. Reducing energy and water consumption results in financial savings and resonates with the increasing consumer appetite for sustainable practices. Guests are increasingly interested in seeking organisations that emphasise environmental stewardship, and Marriott's proactive stance in implementing sustainable initiatives can enhance its attractiveness to environmentally aware travellers (Subramaniam, et al., 2011). Such sustainable practices contribute positively to the environment and offer Marriott a financially advantageous method to bolster its operational effectiveness.
Improved Employee Engagement and Retention: Providing employees with job flexibility, comprehensive training, and a career development opportunity could considerably improve employee satisfaction and reduce turnover rates. Flexibility empowers employees to balance their work and personal life more competently, boosting productivity and a motivated workforce (Tullar, et al., 2016). Given the training programs available, Marriott enables employees to develop further in their skill sets and feel appreciated internally, which could lead to improved service quality and guest experiences.
With engaged employees, the quality of service also tends to increase, enhancing the customer experience and strengthening Marriott's brand reputation. Furthermore, reduced turnover means decreased expenses for recruiting and training replacement employees, translating into significant financial benefits. Overcoming major challenges, it is proposed to address several important challenges Marriott faces, including inconsistent service delivery, outdated technology, and the need for sustainable practices. By investing in people's development, technology, greening, and diversification of revenues, Marriott can further strengthen its competitive advantage (Whittington, 2020). Implementing all these changes strategically will require efficient change management with a definite concentration on gaining commitment from employees and clear processes for long-term maintenance of the enhancements. With these strategies, Marriott Marquis will be better prepared to navigate the dynamic hospitality industry, maintain its market position, and continue to succeed for years to come.
[bookmark: _Toc180767267][bookmark: _Toc182318184]Action Plan for Marriott Marquis
The following action plan highlights the Main and Secondary issues of Marriott Marquis solutions, the outcomes wanted, the estimated timeline, and the cost. This will assist the client in systematically making and implementing the recommendations.
	No.
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Inconsistent service quality and high staff turnover
	Launch a comprehensive employee retention and training program
	Achieve consistent service quality, lower staff turnover, and boost customer satisfaction
	6 months
	April 2025
	$250,000

	2
	Outdated digital infrastructure and user experience
	Upgrade Marriott’s mobile app and website, enhance personalisation features
	Improve user experience, increase direct bookings, and drive customer engagement
	9 months
	July 2025
	$500,000

	3
	Lagging sustainability initiatives and demand for eco-conscious options
	Implement energy-saving technologies, enhance recycling efforts, and source sustainable products
	Reduce operational costs, strengthen brand reputation, and satisfy eco-conscious guests
	12 months
	October 2025
	$750,000

	4
	Limited revenue streams and competition from alternative accommodations
	Introduce co-working spaces and wellness centres in select properties
	Diversify revenue streams and appeal to business and health-conscious travellers
	8 months
	May 2025
	$1 million

	5
	High employee dissatisfaction with work-life balance
	Implement flexible work schedules and develop a workforce management app
	Enhance employee morale, boost productivity, and reduce absenteeism
	4 months
	February 2025
	$150,000



This action plan serves as a clear roadmap for Marriott to address its challenges and pursue growth opportunities. The proposed changes are strategically timed to ensure smooth implementation while considering budget constraints. Periodic reviews should be conducted to ensure progress aligns with expected outcomes.
[bookmark: _Toc180767268][bookmark: _Toc182318185]Conclusion
This consultancy report looks holistically into the challenges that Marriott Marquis is confronted with. It offers strategic recommendations on addressing such factors to explore growth opportunities. Based on the various analytical tools such as PESTEL, SWOT, and TOWS, the report has gathered substantial internal and external drivers that affect Marriott's operational efficiency, brand image, and competitive performance within the marketplace. It also highlighted several key challenges facing Marriott, such as inconsistent service quality, inefficient use of technology, increased competition from alternative accommodation, and growing consumer demand for sustainability (Wernick & Von Glinow, 2012). These are important implications for Marriott's continuing market leadership and catering to changing customer expectations.
Most key issues are inconsistent service quality, which is directly linked to high employee turnover and unsatisfactory training programs. The report advocates for a comprehensive employee retention and training program to enable the development of work-life balance, enhance Marriott's consistency of service, minimise turnover, and strengthen customer satisfaction and loyalty. Additionally, the analysis highlights that Marriott's digital infrastructure, particularly its mobile app and website, is outdated compared to its competitors. Given the increasing reliance on digital channels for booking and customer engagement, upgrading the hotel’s digital platforms is crucial. The proposed digital transformation strategy includes enhancing the mobile app and website’s user experience and personalisation features. 
For that reason, sustainability has become the hotel's main priority, and more guests are asking for green accommodation facilities. Marriott has also taken the journey, but it was noted that the hotel is far behind in sustainability performance in terms of the current industry averages. The gap can be minimised by adopting energy-efficient technologies, enhancing waste management practices, and sustainably buying supplies (Whittington & Molloy, 2005). This would enable Marriott to reduce its operational costs and target the emerging group of environmentally sensitive tourists. The report also noted that Marriott faces increased competition from other lodging competitors, including Airbnb. To stay competitive, Marriott needs to find new revenue streams. The recommendation to include co-working spaces and wellness centres in some of its properties addressed this reality. The proposed new offerings will likely attract business travellers and health-oriented clients, enabling Marriott to stay relevant in a rapidly changing market.
The above suggestions will be implemented effectively once Marriott adopts a structured change management approach. This will involve transparent communication with employees, flexible working hours, and continuous performance monitoring. Marriott must check the impact of these changes periodically through KPIs, customer feedback, and employee satisfaction surveys. The ability of Marriott to adapt to this change easily would determine the success of Marriott's Transformation Programs. Also, all the costs associated with these recommendations have been carefully evaluated to ensure they are viable for a hotel of Marriott's size and budget. The strategic implementation plan also outlines the expected budget for each of these initiatives, thus giving the client an overview of the financial implications. While the costs might be high, the long-term benefits of increased customer satisfaction, reduced operation costs, and an enhanced brand image make such investments crucial for Marriott's continued success. Therefore, Marriott Marquis stands at such a critical juncture; service quality, digital innovation, sustainability, and competition are major concerns for which consideration must be drawn if future growth is desired. The suggested approaches address the challenges that have been persistent in this hotel while, on the other hand, showing a level of sustainability and resilience against an increasingly dynamic market context.
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