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Executive summary
Problems inside companies lead to things like stunted expansion, unfulfilled corporate goals, project budget overruns, and so on. The hotel business offers very high scopes for growth, but some organisations struggle to keep up with the competition owing to complicated concerns. As a result, they desperately require consultants to help them solve these challenges. Among the many hotels and motels in the United Kingdom, JW Marriott stands out as a market leader. Bio connexions Consulting Ltd. must be consulted for a number of the organization's problems. This research thoroughly examined and evaluated those concerns, and then made recommendations and implemented adjustments to JW Marriott based on those recommendations. JW Marriott has several problems at its worldwide outlets, including staff turnover, operations, employee retention, a lack of staff skills, unfavourable client reviews, little control over operational expenses, and many more. The seriousness of such problems can damage JW Marriott's image or erect various obstacles to the expansion of the company. In 1952, JW Marriott was established by its namesake, Kemmons Wilson. Revenue for JW Marriott fell by 13% to 18.35 million GBP in 2022 as a result of critical problems at the branch. This is only one instance when the JW Marriott's problems have had an effect. 
With the use of PESTLE, SWOT, and TOWS analyses, we were able to determine the essential results regarding some of the problems that were happening at JW Marriott. The pestle analysis revealed how some of the external causes contributed to the problems. According to one analysis figure, customer satisfaction rates were higher when the upper management of JW Marriott could control the immigration procedures before Brexit. However, after Brexit, all of the tourists had to do their immigration procedures because of the increased restrictions. JW Marriott should allocate more funds to create programmes that improve their digital skills for all of them. It was also noted in another situation that the problems had an economic impact. Because of this digital skill mismatch, JW Marriott is less productive overall. Reports from JW Marriott's upper management indicate a significant skills gap in digital operations, with a corresponding 13% drop in productivity and creativity.
For example, JW Marriott was advised to reevaluate their budget in light of the variations in inflation rates, but it chose not to do so since it may have affected their staff turnover rate. Additionally, the SWOT analysis is useful for identifying possibilities, such as a stable political climate that provides strong support for JW Marriott's commercial operations. Part of the results included identifying JW Marriott's strengths, which have allowed the company to remain in operation. The organization's ability to employ technology correctly and structure remote work facilities is one of its assets, as is the efficiency and effectiveness of its management. Offering clients easy-to-manage tour packages and stable living expenses is part of JW Marriott's strategic push for engagement and customer attraction, which is one of the company's strengths. JW Marriott will be able to expand the flexibility of remote work with the help of technology innovation, according to the research. Not to mention the analysis through For reasons of safety, pestle analysis poses a risk to skilled workers. This made it difficult for them to meet the demands of tourists while maintaining their standards of excellence. 
JW Marriott received several suggestions based on the results and evaluations of those. The management of JW Marriott should institute programmes that prioritise employee engagement if they want a greater turnover rate among their staff. JW Marriott should use competitive pay and benefit packages to address the problem of employee retention. JW Marriott is likewise facing problems with its staff's lack of digital skills. This requires the organisation of digital skill development programmes for all levels of JW Marriott personnel, including customer representatives, waiters, receptionists, human resources, room coordinators, and others. The best course of action for JW Marriott to take to address the problem of fast negative feedback is to build a thorough feedback system. The results of the study also show that there was a 13% drop in productivity and creativity due to a 64% disparity in digital operating abilities among employees or team members, as observed by JW Marriott's management.
The eight steps outlined by Kotter in his model for managing change are as follows: establish a sense of urgency, form a guiding team, formulate a strategic vision with important initiatives, recruit a team of volunteers, take various measures to remove barriers, enrol in the design of short-term victories, accelerate sustainability and implement some institutional change. For JW Marriott to get the indicated answers in terms of adjustments, all of these measures are advised. In conclusion, the action plan estimates that the overall budget for implementing these modifications at the JW Marriott will be around £70,000. While this may be an expensive solution for JW Marriott, it might help them maintain their successful business procedure in the long run. 
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This consultancy report is going to be developed from the perspective of JW Marriott in its US location. As a consultant of Ernst & Young in its UK operation, this report is going to be constructed. Ernst & Young is a consultant firm which has multinational operations providing professional consulting services. EY UK is one of the largest four management consultancy firms in the UK which provides various services such as managing tax, information technology services, consulting and advisory services. EY UK was founded in 1989 through a merger between Ernst and Whinney and Arthur Young and Co. This consultancy firm has a revenue of around $49.4 billion in 2023. Currently, more than 395,442 people have been working in this organisation in various departments (ey.com, 2023). As a consultant of EY UK, this report is going to be developed on JW Marriott’s US locations in terms of knowing the key issues that this international hotel chain is facing. 
JW Marriott is a luxury hotel chain which is an American company and it is owned by Marriott International. The hotel brand JW Marriott was founded in 1984 and the first hotel was opened in Washington, D.C. The first overseas launch of the hotel chain began in 1989 from the destination of Hong Kong. In 1993, the hotel chain started its journey in Middle Eastern nations and Europe (marriott.com, 2023). Currently, JW Marriott has been operating more than 121 locations across the world. Based on the brand’s hierarchy, JW Marriott competes in the range of luxury as below Ritz-Carlton but higher than the traditional Marriott and Renaissance. This hotel chain has been seen to generate around $23.71 billion in revenue in 2023 from $20.77 billion in 2022 (marriott.com, 2023). The total number of employees currently in this hotel chain is around 411,000 with a 9% increase in the employee numbers from the previous year. However, this hotel chain in its US operation has been facing various strategic issues such as the digital skill gap among the employees, less retention of employees, negative publicity, rapid negative feedback from customers and so on. Regarding the key issue, this hotel chain has been facing High employee turnover. JW Marriott hotel chain is structured and marketed as a family-focused business from management to market position. So, it has been impacting negatively on the future of the hotel (marriott.com, 2023). Besides, the future of the hospitality sector also has been changing which lies in young single millennials and it makes Marriott’s positioning of a family-focused business a major issue. Besides, this hotel chain also faces inefficient data protection, negative publicity and civil lawsuits as well. 
[image: JW Marriott Hotels - Wikipedia]
Figure 1:  JW Marriott.
Source: (marriott.com, 2023).
So, this consultancy report will include various analysis tools such as PESTEL, SWOT and TOWS to demonstrate the organisation's key issues. Moreover, in this report, a change management process will be recommended for the hotel along with an appropriate action plan to overcome all the issues effectively.
[bookmark: _Toc165998572]Analysis
[bookmark: _Toc165998573]Issues from JW Marriott
Extremely high staff turnover: Although just the hotel business accounts for 42% of the total, it is part of the private sector. If that is so, opportunities for employment in the hospitality sector are plentiful. Concerning the scopes and working flexibilities, the industry's personnel are somewhat engaged. On the other hand, JW Marriott employs close to 250 people (Milman, 2023). Professional services, media and technology solutions, entertainment support, lodging, and shopping are just a few of the events planned by JW Marriott to ensure the happiness of all of its employees. Employee turnover rose by 37.5% as a result of all these costs and benefits offered to workers. The employees' benefits, while provided, are insufficient (Iverson and Deery, 2022). Some factors contributing to the problem include excessive workloads and a lack of chances for career advancement, among others.
The wage budget planning survey, as reported by Tresidder and Martin (2018), has mandated a 4.4% increase in the compensation for employees in the hospitality industry in 2023. JW Marriott is obligated to pay 69% of the payroll because of this. In this case, a chance for professional advancement accounts for 38% of the costs. the additional benefit for the workers amounts to 21% (Biggs, 2019). Taken together, they reflect JW Marriott's alarmingly high staff turnover rate.
JW Marriott is just one of several hotels in the hospitality industry that will likely see a drop in business as a result of the COVID-19 pandemic. This could lead to a decrease in staff retention rates (Miles et al., 2021). However, JW Marriott failed to adequately address the bad working conditions following the pandemic, which is the main reason why they lost so many employees. A lack of investment in employee growth and a focus on short-term gains contribute to low productivity and profitability. In this sense, staff morale plummets and retention rates plummet as well. Employee turnover is another factor contributing to this problem (Rahimi, 2017). JW Marriott's management tried reducing salaries to address excessive turnover, however, the move backfired and even caused retention problems. Still, JW Marriott's image takes a hit because of this problem. After COVID-19, JW Marriott had a great chance to hire new staff, but they blew it because of their image (Wang, Chen and Chen, 2022).
Digital skill gap: There is a high need for digitalization in all sorts of companies. Businesses in the hotel sector were able to entice a large number of foreign customers by providing a variety of appealing digital services (herald, 2023). As a result of the widespread use of technology, JW Marriott has integrated numerous systems, including software management operations, virtual tours on social media, and augmented reality. Reduced output is a result of this procedure because of the widespread lack of technical competence among the workforce (Kumar, 2022). Although it presents JW Marriott with some chances to improve their skills, their lack of efficiency and understanding of ICT puts them at a disadvantage in comparison to their competitors. Some of the completions occur in situations when there are accessible technologists but they are not being utilised effectively, leading to poor time management, wasted effort, and money. Because of this digital skill mismatch, JW Marriott is less productive overall (Connolly and Olsen, 2021). JW Marriott's upper management revealed a 64% digital operation skills gap among staff and team members, which led to a 13% drop in creativity and productivity.
Unfavourable feedback from consumers: Customers' opinions can reflect a lot about how well a business is doing. Here at JW Marriott, it has been found that a 34% increase in negative customer feedback throughout our two years of operational excellence (O’Connor and Murphy, 2018). JW Marriott's upper management stated that in the two years following the pandemic, around 55% of the tourists' programmes were cancelled due to ineffective communication. Not meeting deadlines while providing hotel facilities to consumers is another reason JW Marriott has increased negative comments (Turan, Akman and Turan, 2022). JW Marriott and other businesses in the hospitality sector rely on effective communication to build rapport with their clients and inform them of the services they provide. However, the company has been plagued by negative reviews because of its ineffective communication (Martínez and Vargas-Sánchez, 2022). In addition to losing some prospective customers, this had a devastating effect on the company's reputation. Another reason for unfavourable feedback is when employees do not correctly use digital processes, which creates complications and makes it hard to meet consumers' needs.
Less command over operational costs: Budget planning manages total costs for every business. The correct flow of funds in an organisation requires careful preparation of budgets and their designs (Sepehri, Kermanshahani and Mousavi, 2020). A major issue with JW Marriott's financial planning is keeping tabs on the money they are losing. Not replanning the budget following the inflation rate increase is another major cause of less control over operational expenditures. The rate of inflation in the United Kingdom rose by 10.8 per cent in just two fiscal years (Lockwood and Guerrier, 2019). The organisational budget for JW Marriott is completely lacking, and this includes a higher influence for undertaking a replanning. The operational costs have been less tightly controlled in the end. The unanticipated hiring of staff members is another cause of this problem at JW Marriott. In addition to having less control over operational expenditures after COVID-19, JW Marriott's management hired staff without quality measurements because of the reduced headcount (Dawson-Shepherd, Kellner and Neumann, 2018).
[bookmark: _Toc165998574]PESTEL analysis for JW Marriott to make sure that the issues they have been facing are from external factors
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Figure 2: PESTEL analysis.
Source: (Buhalis, 2018).
	Factors
	Analysis

	Political
	Foreign trade policies constitute a significant portion of the political component contributing to certain issues encountered by JW Marriott. Due to trade limitations, some of JW Marriott's tourist clients were unable to have all the facilities they requested throughout the immigration procedure, which coincided with the UK's stricter international trade policy after Brexit (Barnes and Fieldes, 2021). For instance, before Brexit, the upper management of JW Marriott could oversee the immigration operations, leading to higher customer satisfaction rates. However, as a result of stricter regulations, all of the visitors were left to handle the immigration procedures alone (Hjalager and Andersen, 2020). Customers' satisfaction and likelihood of using JW Marriott's services are both negatively impacted by this. Because of these factors, JW Marriott received more bad reviews from customers (Motta and Sharma, 2019).

	Economical
	In terms of the hotel's bottom line, JW Marriott faces a bigger challenge from the rising inflation rate. It was suggested that JW Marriott reevaluate their budget in light of the swings in the inflation rate (Coughlan, 2021). However, it chose not to do so, as it affected staff turnover. Along with this, there will be less say in JW Marriott's operational costs stemming from a lack of adequate budget planning in the company's operations.

	Social
	Both domestic and foreign visitors place a premium on feeling safe while on vacation. Worldwide, people place a premium on safety and hold their social cultures in the highest regard (Martínez, 2017). As a result, the service of JW Marriott must be more punctual if they want to keep a tour on schedule and meet their needs. Because of this, travellers always have high expectations for the hospitality services they receive (Turan, Akman and Turan, 2022). The management of JW Marriott has a tough time keeping up with all the tour planning and room service facilities without competent staff.

	Technological
	Given the rapid pace of technological development on a worldwide scale, this section continues the trend started in the hospitality business, where proficiency in information and communication technology is essential for all staff members (Kim, Jung and Wang, 2020). The JW Marriott cannot keep up with the competition since its staff lacks the necessary expertise in digital operations. Ultimately, JW Marriott fails to capitalise on its reputation and effective marketing approach (Cairncross and Buultjens, 2021).

	Legal
	With global employment regulations being as stringent as they are, the UK payroll policy has announced a 4.4% increase beginning in 2023 (Atighechian et al., 2021). In this instance, JW Marriott was unable to manage the substantial employee turnover due to a lack of profitability during the pandemic. In the end, there is a significant rise in staff turnover (Hjalager and Andersen, 2020). Not only that, but the problem of reduced employee retention arises from both this and the failure to meet the demands of employees (Martínez, 2017).

	Environmental
	Hospitality businesses like JW Marriott can not manage tour plans correctly and on schedule because of the unpredictable fluctuations in the worldwide climate. Because of this, the management of JW Marriott quickly receives criticism (Rahimi, 2017).
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Figure 3: SWOT analysis.
Source: (Hertog, 2020).
	Strengths
	Weakness

	· High staff turnover is an issue for JW Marriott, which is why they provide their employees with complete autonomy over their work schedules. They have made good use of technology and set up remote work facilities to make their managerial work easier and more efficient (Daymon, 2021). This exemplifies one of JW Marriott's strengths. They strive for the most innovative practices among their personnel because of these practices.
· Another characteristic of JW Marriott is that it provides its employees with opportunities for personal advancement by incorporating market-available technologies (Tresidder and Martin, 2018). Despite the hefty cost, JW Marriott is taking steps to integrate AI and ML into its organisational practices in the hopes that this would improve their workers' efficiency (Dawson-Shepherd, Kellner and Neumann, 2018). As a result, the employees gained a 12.6% boost to their career trajectory at JW Marriott.
· One strategic strategy is to offer tour packages and fewer living costs to engage and attract customers (Kim, Jung and Wang, 2020). This contributes to JW Marriott's strength. JW Marriott does experience consumer displeasure in instances where deadlines are missed, but they make up for it by giving enticing packages.
· JW Marriott's strength in coping with the digitalization trend is its usage of well-designed and developed websites (O’Connor and Murphy, 2018). JW Marriott can maintain its brand recognition and build a lasting brand value because of its strength.
	· One major area where JW Marriott falls short is in the administration of trip plans for guests from other countries. In this situation, JW Marriott will also likely receive a lot of bad feedback from guests, which will hurt their reputation (O’Connor and Murphy, 2018).
· Even though JW Marriott is at the forefront of technical advancements and makes good use of them, their organisation suffers from a wide range of skill gaps (Kumar, 2022).
· The quick decline in JW Marriott's profitability proportion can be attributed, in part, to the company's poor management of operational costs and high employee turnover rate.
· Customer satisfaction is negatively impacted when staying at JW Marriott hotels because of various facilities that are not available owing to staff shortages (Coughlan, 2021).

	Opportunities
	Threats

	· JW Marriott has a fantastic possibility to operate their business without any political hurdles thanks to the high support given from political elements, including their stability (Wang, Chen and Chen, 2022).
· With more people living in more places, including the United Kingdom, JW Marriott has a better chance of reaching a wider audience.
· JW Marriott stands to benefit greatly from the global market's technological improvements and the lowering of trade barriers (Sepehri, Kermanshahani and Mousavi, 2020).
	· JW Marriott faces competition from other hotels as well as large companies that offer hospitality services.
· JW Marriott faces competition from other hotels looking to hire British workers due to the soaring demand for British workers after Brexit (Lockwood and Guerrier, 2019).
· The implementation and maintenance costs of technological usage are high, which could put a strain on JW Marriott's budget (Luecke, 2018).
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Figure 4: TOWS matrix analysis.
Source: (Phillips and Jones, 2021).
	TOWS Matrix
	External factors

	
	Strengths
	Weakness

	
	Accessibility of remote working environment for ultimate working flexibilities.
The operational process of JW Marriott is very advanced as they are the digitalised trend following different types of technology applications (Bharadwaj et al., 2023).
Offering low-cost services for the users is part of the strength of JW Marriott.
Being well-optimised for monitoring and developing websites is another part of strength for JW Marriott (Joniu, 2018).
	Tour plan service by JW Marriott is not comparatively effective (Gheibi, 2020).
The digital skills gap of the employees is high.
Investments and cost management for employee turnover are not very effective.

	Opportunities
	SO strategy
	WO strategy

	· Government support for the hospitality industry.
· Political stability in the developed countries
· Higher availability of business technologies
· Worldwide population count increment.
	A higher count of the population will bring customer engagement by grabbing low-cost service offerings (Okumus and Hemmington, 2018).
To make the remote working process most effective the technological availability will be supportive.
	With the support of technological availability, all tourism plans can be explored with digitalised effects. This can ensure the customers' new experiences in travelling (Tresidder and Martin, 2018).
With the support of political stability, the tax or interest rate will be able to reduced in the organisations, which will bring possibilities for reducing employee turnover.

	Threats
	ST strategy
	WT strategy

	· Brexit and higher demand for employees from the UK market.
· The highly competitive market of the hospitality industry (Kim, Jung and Wang, 2020).
· Higher cost requirement of technological uses
	Remote job facilities for employees will motivate the employees and higher competitive advantages with productivity increment (Dawson-Shepherd, Kellner and Neumann, 2018).
Expert employees will have the facilities to work while using advanced websites and technologies.
	Low-quality tour plan management will be a part of letting competitors have higher competitive advantages (Bharadwaj et al., 2023).
Higher employee turnover will be a barrier to affording expensive technologies in the operation process of JW Marriott (Atighechian et al., 2021).
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[bookmark: _Toc148036507][bookmark: _Toc165998578]Recommendations for JW Marriott for the issues they are facing
Higher employee turnover
The financial situation at JW Marriott will be worsened by the problem of high employee turnover. In that instance, the management and staff of JW Marriott should institute several initiatives with an emphasis on staff involvement to mitigate this problem (Offstein, Morwick and Koskinen, 2020). If JW Marriott and its management want to increase job satisfaction and morale among their employees, one strategy is to recognize and award them based on their performance.
Giving workers the chance to advance in their jobs and hone their abilities is another strategy JW Marriott uses to lower employee turnover. Profit margins will rise and staff performance will improve thanks to this method implemented by JW Marriott and its management (Dawson and Scott, 2017). The likelihood of incurring necessary expenditures to sustain staff turnover will rise in the end as a result.
Last but not least, JW Marriott could incorporate an exit interview approach into their curriculum to determine the primary causes of employee turnover (Tresidder and Martin, 2018). Then, they can use this data to streamline their improvement processes.
Less retention of employees
Strategically, JW Marriott should seek competitive pay and provide comprehensive benefits packages to its employees (Cheng-Hua, Shyh-Jer and Shih-Chien, 2019). The staff will be motivated to demonstrate their commitment through this. In addition to inspiring workers to meet their extrinsic demands, this strategy shift will encourage them to work as efficiently as possible so that they can advance in their careers and feel secure in their religion (Nielsen, 2021).
The management team at JW Marriott should implement a strategy to help its staff feel more invested in the company's long-term goals (Iverson and Deery, 2022). As part of this procedure, JW Marriott should administer an evaluation to new hires.
Digital skill gap
Staff at the JW Marriott range from customer service agents to housekeepers, room coordinators, and everything in between (Motta and Sharma, 2019). With more funding, JW Marriott should arrange programs to help all of them improve their digital skills.
The executives at JW Marriott should be tasked with raising staff understanding of the importance of keeping up with digital changes that can impact the efficiency of their business practices (Iverson and Deery, 2022). Staff members will develop stronger relationships with their supervisors and become more proficient in digital operations as a result of this.
Rapid negative feedback from the customers
Accumulating critical comments damages a company's credibility. Customer complaints against JW Marriott have been on the rise, which is hurting the company's image and sales. So, JW Marriott must initiate a thorough feedback mechanism (Cheng-Hua, Shyh-Jer and Shih-Chien, 2019). Using this strategic application, JW Marriott will have a simpler time collecting, analyzing, and acting on consumer input.
Another component of ensuring client satisfaction is providing staff with training on how to provide outstanding customer care (Fu et al., 2020). Regarding this matter, JW Marriott ought to train their customer service representatives with the help of their leaders so that they can fulfil the fundamental requirements of their clients.
Less control over operational costs
Keeping costs in check is a defensive measure that helps a company weather unforeseen losses. To keep costs in check, JW Marriott should create a program that tracks various forms of operational waste (Bharadwaj et al., 2023).
The JW Marriott's management procedure might need an overhaul or the addition of a budget allocation prosperity. Because of this, the budget processing will be able to highlight areas that could use optimisation (Dawson-Shepherd, Kellner and Neumann, 2018).
Sustainable practices can emerge in JW Marriott's organizational practices, leading to various prosperities. It would be wise for JW Marriott to look into energy-efficient options for their business curriculum in this situation (Lockwood and Guerrier, 2019). To help keep operational costs down, the JW Marriott's day shift employees are asked not to use electric lights until absolutely required. Similarly, guests are asked not to use water hitters or electric hitters unless necessary.
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[bookmark: _Hlk148031677]Using change management techniques to implement JW Marriott's suggested improvements
The eight steps of Kotter's change management approach will help JW Marriott implement the suggested improvements.
Kotter’s change management model
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Figure 5: Kotter’s change management model with 8 steps.
Source: (Janes and Wisnom, 2021).
Formulating a sense of urgency: This plan for making a change is for areas that could be affected by future dangers and consequences (Miles et al., 2021). By conducting a thorough analysis of the problems at JW Marriott, they may generate a sense of urgency and share relevant information about the increased operational costs, high employee turnover, and unfavourable customer feedback they are receiving. If JW Marriott wants to stay competitive in the market, it must resolve these challenges before implementing any changes (Srinivas Rao, 2022).
Forming a powerful coalition: Every time there is a term of change at JW Marriott, the many coalitional factors must be thoroughly considered (Offstein, Morwick and Koskinen, 2020). Leaders, human resources experts in digital operations, and IT experts might form coalitions or teams in this context. For the reforms at JW Marriott to be a success, this sort of collaboration is essential. Along with this, everyone in the team should have communicated effectively and worked together to implement the change with the same goal in mind.
Creating a vision for definite change: Management at JW Marriott should have established a long-term goal with specific, measurable objectives to close the digital skills gap, improve customer satisfaction, and turn the company into a cost-saving machine following Kotter's change model (Martínez and Vargas-Sánchez, 2022). In this case, the most important things to do are to raise people's consciousness, teach staff how to provide outstanding customer service and make the most of the available funds. The organizational curriculum will be developed following these strategic visions, which will also guarantee such comprehensive reforms (Iverson and Deery, 2022).
Form a group of willing participants: This can be a good first step in making the necessary adjustments to end the stream of unfavourable comments about JW Marriott's practices. At this point, it is up to the team leaders at JW Marriott to establish avenues for communicating and receiving feedback (Dawson-Shepherd, Kellner and Neumann, 2018). A bottom-up approach, with its encouragement, will empower the employees in the enlisted part of the volunteer team.
Removing necessary obstacles: There are a variety of obstacles that teams and organizational management may face during change implementations. To overcome these, management should use a variety of approaches (Bharadwaj et al., 2023). That is why, before anything else, the organisational management needs to figure out what the problem is by figuring out what other efforts the management of the organisation needs to think about. Management will remain alert to potential obstacles thanks to this strategic preparation for the effects of changes (Biggs, Hall and Stoeckl, 2022).
Creating short-term goals: This phase of the change management model suggests that a more sophisticated long-term goal for implementing change at JW Marriott may emerge at a later stage when enrollment for the design of short-term wins is underway (Atighechian et al., 2021). Here, the unexpected shift could cause friction or lead to miscommunication among team members and supervisors. Activities such as lowering employee turnover by boosting their intrinsic drive to do their jobs well and rewarding them for their efforts fall into this category. This phase of the change management paradigm is strategically named "splitting a big change" to increase the success rate (Kim, Jung and Wang, 2020).
Build on the change: Implement all of the adjustments allotted to this evaluation within the allotted time frame to expedite sustainability, as per the expedited sustainability component. The JW Marriott team will be able to pinpoint any shortcomings or omissions in the change management implementation with these details (Turan, Akman and Turan, 2022). For management to implement alternative efforts, it is necessary to identify errors.
Make some adjustments at the institutional level: It would be wise to execute certain large-scale organizational changes among all the suggested improvements. For example, the modifications can provide effectiveness despite the negative feedback and the trust that employees have lost as a result of low retention (Offstein, Morwick and Koskinen, 2020). But if the culture of the company shifts, then all those changes are possible. Even though it will be challenging and the realistic success rate may be concerning, this holds the key to a larger change with zero risks for JW Marriott.
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[bookmark: _Toc148036510]Rate of staff retention: Managers and team members at JW Marriott will consider the adjustment a success if they see a 30% improvement in the staff retention rate compared to the prior one (Buckley, 2021).
Productivity range: The adjustment will be considered successful if it raises staff productivity, which in turn reduces operational costs and employee turnover while increasing profitability.
Organisational technology applications: The trend indicates that 90% of JW Marriott workers can use technologies, and they will be involved in evaluating the effectiveness of change implementation (Parry et al., 2021).
Budget for operations: Bringing the operational budget down by 22% from its current level is a good indicator of how well JW Marriott has implemented changes.
Positive reviews: The success of the modification implementation will be evaluated by the percentage of positive comments (Henderson, 2022). The goal is to increase the number of favourable reviews for JW Marriott by 30%.
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Improving morale and work satisfaction: Implementing employee engagement programmes will have a positive effect on employees' morale and job satisfaction (Olsen and Zhao, 2021). Employees will feel loyal to the company because of the opportunities for advancement that are in place to keep them from leaving. 
Employees will have a sense of belonging: When companies provide competitive remuneration, employees are motivated and interested in aligning with the organisations' common mission (Frey and George, 2020). From a moral standpoint, this conclusion will lead to increased productivity and profit for the company's workers.
Developing employees' digital abilities is our top priority: Professional staff are essential for every hospitality business that wants to stay up with the trend (Yang, Luu and Qian, 2021). Brand recognition and revitalisation of JW Marriott's reputation will result from the digital training program's ability to prepare JW Marriott workers to compete with more experienced and skilled rivals.
Customer service excellence: Staff members can hone their skills as customer service specialists through training courses (Laws, 2021). The range of production and the employees' career progression prospects will both be enhanced in this regard. Reducing the pace of negative feedback is possible faster.
Operating cost reduction: JW Marriott may achieve a better balance between monitoring and spending thanks to a cost management programme, which in turn boosts the company's profitability (Fayos-Sola, 2021).
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	Number
	Problem
	Solution
	 Desired outcome
	 Time scale
	Completion date
	Planned budget

	1
	Higher employee Turnover
	programmes that will get employees involved, giving them more chances to advance in their careers, and creating exit interviews to find out why people are leaving their jobs less often.
	Boosts the working influences for the employees, makes them happier with their jobs, and helps them learn new skills (Kuo, 2022). During leaving talks, all of the possible reasons for high turnover should be brought up so that they can be fixed.
	6 months
	10/12/2024
	£850

	2
	Less retention of employees
	Coming up with pay packages for workers will be very competitive. Employees will be given benefit packages, the onboarding process will be put into action, and a good work setting will be made (Rong et al., 2018).
	Manages communications with collaborative businesses, greater work freedom, and making workers feel like they are part of the company's overall goal (Willard-Grace et al., 2019).
	5 months
	10/11/2024
	£500

	3
	Digital skill gap
	JW Marriott is spending money on different programs to test the digital skills of all of its workers, Tech-savvy people management involves helping workers learn new skills and making leaders aware of how to keep up with digital trends.
	Workers will be able to do their jobs from any digital location needed for the growth of the company and to gain a competitive edge (Grau-Gumbau et al., 2022). The mindset of the company will create a way for people to keep improving their skills.
	4 months
	07/09/2024
	£700

	4
	Less control over operational cost
	Putting in place a cost control programme, keeping an eye on the monthly profit margins and cost deductions, reviewing the budget identifying areas with high costs, and making this a regular practice in the company for a cost-saving programme (Aral, Dellarocas and Godes, 2021).
	Effectiveness in a plan to cut costs that also makes more money. More power over the additions and the option to grow if needed. As the Tranfield, Denyer and Smart (2021),  says, keep track of all individuals wants within their budget and make good use of the money they save in the business plan. Contains some eco-friendly tasks that will help the business last and cut costs effectively (Stanton, 2021).
	3 months
	12-08-2024
	£650



[bookmark: _Toc165998583]Conclusion
According to the research, problems inside a hospitality-based business might impede its expansion. This calls for appropriate solutions based on appropriate study and assessment. This research assessed several difficulties using the JW Marriott as an example. Higher personnel turnover, lower retention rates, a lack of digital skills among workers, unfavourable comments from consumers, limited management of operational expenses, and many other problems exist. An examination was carried out through a business environment study to provide some assistance in resolving such challenges. The survey's PESTLE analysis shows that every aspect political, economic, social, technical, legal, and environmental contributes to the problems JW Marriott is experiencing. An examination of social determinants reveals that individuals place a premium on safety and hold their social culture in high esteem. There will be no need for specialised staff if the website is well-developed and incorporates technical efforts such as artificial intelligence and machine learning. Thus, the service of JW Marriott must be more prompt to keep a tour running on time and according to their requirements. A high level of proficiency in information and communication technology (ICT) is essential for every employee in the hotel business if the sector is to continue its current trajectory of rapid technological development. Another area where JW Marriott falls short is in providing guests with the amenities they expect in their rooms. This is a direct result of the staffing shortfall, which ultimately leads to unhappy customers. In the end, there is a significant rise in staff turnover. Not only that, but the problem of reduced employee retention arises from both this and the failure to meet the needs of employees. Nonetheless, JW Marriott may be able to find solutions to the problems by implementing the suggestions made in this research. This makes it difficult for the JW Marriott administration to oversee the tour planning and room service operations in the absence of qualified staff. Considering that the budget for incorporating AI and ML into the organization's practice is significant, JW Marriott is taking such measures to improve the practice of its personnel. A 12.6% boost in the employee's career advancement was achieved via this procedure at JW Marriott. Some suggestions for how JW Marriott may improve their company sustainability include implementing programmes that encourage employee engagement, providing more opportunities for employees to advance in their careers, and testing the hypothesis of low turnover through the use of departure interviews. It is suggested that JW Marriott invest in various programmes to test digital skills for all workers at different levels to solve the problem of the digital skill gap. In the end, JW Marriott's change management was based on Kotter's change management model, which states that to stay up with the trend, all hospitality organisations require the help of knowledgeable staff. As a result, JW Marriott should institute the appropriate training programme to make its employees knowledgeable.
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