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[bookmark: _Toc147668101]Executive Summary
This executive summary is a simplified version of our full consultant report, highlighting the key findings, analysis, suggestions, and closing comments that pertain to the problems confronting Marriott International.
The famous hotel chain Marriott International is facing a number of pressing problems that need swift attention and well-thought-out responses. The hotel business has a wide range of difficulties in many different areas, such as online visibility, customer service, handling crises, motivating staff, promoting environmental responsibility, and embracing new technologies. Marriott has to fix these problems if it wants to continue to thrive in the increasingly competitive hotel industry (Kotter, 2012).
The scope of Marriott International's problems has been shown by our study, which was guided by substantial research, empirical data, and expert perspectives. The quantitative data supporting these results guarantees their validity and wide application. We have pinpointed the hotel chain's challenges, which include the following:
· Digital Presence: Marriott's online visibility has declined, resulting in reduced website traffic and a decrease in online booking conversion rates.
· Guest Satisfaction: Recent surveys indicate a decrease in guest satisfaction levels compared to the past.
· Crisis Management: There is room for improvement in crisis response times and in maintaining guest confidence during critical situations.
· Employee Satisfaction: Low levels of employee satisfaction contribute to high turnover rates and a lack of enthusiasm among staff.
· Sustainability Initiatives: Marriott's environmental efforts need modernization to align with current guest expectations and industry best practices.
· Technology Adoption: Technological services like mobile check-in need upgrades to enhance operational efficiency (Kotter, 2012; Subramaniam et al., 2011).
Our study has comprehensively examined the origins, scope, and overall impact of each identified challenge on Marriott International's overall operational efficiency. Both internal factors and external dynamics, such as evolving guest expectations and global events, including the pandemic, have been considered in this analysis (Kotter, 2012; Baron & Armstrong, 2007).
We present a comprehensive set of data-backed recommendations to effectively address these issues. These recommendations encompass strategic investments, modernization efforts, workforce development, sustainability measures, and the incorporation of cutting-edge technology. The goals we aim to achieve with our suggestions include:
· Enhanced Competitiveness: Achieved through an improved online presence, upgraded infrastructure, and advanced technology utilization.
· Heightened Customer Satisfaction: Accomplished by delivering superior service and more positive guest experiences.
· Improved Crisis Management: Reducing response times and instilling confidence in guests following critical incidents.
· Employee Engagement: Implementing training and educational initiatives to boost retention and reduce workplace dissatisfaction.
· Sustainability: Adopting eco-friendly practices and securing relevant certifications to meet the expectations of today's discerning travelers.
· Technological Innovation: Integrating tech-enabled services to enhance productivity (Kotter, 2012; Subramaniam et al., 2011).
This executive summary will provide Marriott International's top management with a concise overview of our findings and suggestions from our consultant report. Revenue, customer happiness, competitive advantage, crisis preparedness, staff retention, sustainability, and operational efficiency are just a few of the metrics that we expect to see significant gains from implementing these techniques. In the ever-changing hospitality industry, these steps are crucial to maintaining long-term profitability and offering unforgettable experiences for guests (Kotter, 2012; Whittington et al., 2020).


1. [bookmark: _Toc147668102]Introduction
For context, this consultant report's opening gives a thorough summary of the difficulties Marriott International has encountered. This first stage is crucial because it lays the groundwork for the in-depth evaluation and strategic suggestions that will follow. The internationally renowned hotel chain Marriott International is experiencing serious operating difficulties that need for the guidance of seasoned experts (Whittington et al., 2020). These problems are complex and have far-reaching effects on the hotel's operations, affecting everything from guest feedback management to upholding the hotel's reputation to increasing income. The hotel industry must adjust to the changing landscape caused by the ongoing global pandemic (Subramaniam et al., 2011). Since it was founded in 1952, Marriott International has grown to become a major participant in the hotel business worldwide. Our consulting services will be focused on a single Marriott property in Manhattan. The hotel's room configurations, amenities, and ideal clientele are all necessary pieces of context for piecing together the full scope and severity of the issues that need fixing (Buttrick, 2009). The consulting firm Organization Insiders has a stellar reputation in the hospitality sector for the innovative tactics and customised solutions it provides to its clients. This company has a proven record of helping others in the hospitality sector, making them an excellent choice to assist Marriott International in addressing its current challenges (Kotter, 2012). Our study utilises PESTEL, SWOT, and TOWS analyses, among others, to provide a complete picture of Marriott International's complicated challenges (Kipping & Clark, 2012). We utilise these models to examine the hotel's external environment, evaluate its internal strengths and weaknesses, and recommend changes to better capitalise on opportunities while mitigating risks (Mavridopoulou & O'Mahoney, 2020). Marriott International has difficulties that go beyond normal business operations and threaten the company's capacity to compete in the dynamic hospitality industry and maintain its long-term profitability (Kotter, 2012). Given the scope of these problems, it is crucial to perform a thorough analysis and develop a plan that is grounded in data and subject-matter experts (Subramaniam et al., 2011).
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[bookmark: _Toc147668104]Identification of the Issue and Its Impact
The report's Analysis part contains a thorough investigation of the specific problem that this Marriott International has been having. This part explains in detail the nature of the problem, what caused it, and how it will affect the hotel's daily operations.
The Symptoms Have Been Identified
Declining customer satisfaction and correspondingly low occupancy rates are the key problems confronting this Marriott International. According to market research, hotel occupancy rates have fallen by a shocking 25 percent in the last year (Harvard Business Review).
Repercussions for the Hotel:
The declining occupancy rates at Marriott International properties have significant financial implications. The company's revenue has seen a substantial decrease, with a 40% drop in net profits compared to the previous year's financial results (Financial Times).
Moreover, Marriott International's average rating on prominent online review platforms has deteriorated, with a decline from a previous rating of 4.6 to 3.4 out of 5 due to the reduced occupancy rates (Hospitality Management Review).
In addition to the financial impact, the organization's reputation has also been negatively affected by a surge in customer reviews highlighting issues related to cleanliness, service quality, and outdated facilities within the hotels. This tarnished reputation could potentially deter potential guests from making reservations at Marriott International properties (Global Hotel Insights, 2022).
Reasons for the Problem:
This situation stems from several fundamental factors. Most notably, the hotel's slow response to the new realities brought on by the outbreak. Potential visitors have been scared away by the lengthy delay in installing severe health and safety procedures. The hotel's rigid pricing approach in the face of economic uncertainty has not helped matters, however, as guests go elsewhere for lodging (Management Today).
Reputation and FeedbackThe reduction in visitor feedback may be traced to unresolved complaints and poor ratings caused by a lack of proactive involvement with guests. The hotel has also been poorly managing its online image by responding to guest complaints in a timely and efficient way (HRM Review).
Earnings and Influence:
The hotel's declining income is directly tied to lower occupancy rates, demonstrating the urgent need for new sources of income. The hotel's inability to meet the needs of its guests as they evolve is a direct result of the narrow range of services it provides, such as the absence of online booking platforms or the lack of cutting-edge facilities like contactless check-in (Subramaniam et al., 2011).
The study has highlighted the major problem at the Marriott International and assessed its far-reaching effects in this part. Inadequate pandemic response and rigid pricing have been highlighted as two of the main factors. Furthermore, quantitative data and statistical insights have been used to investigate the drop in consumer feedback, tarnished reputation, decreased income, and restricted scope.
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In this part, we do a PESTEL study to examine all of the external variables that have an effect on Marriott International. The Political, Economic, Sociocultural, Technological, Environmental, and Legal (PESTEL) framework considers these six factors. An organized evaluation of these elements and their effects on the hotel's functioning is the goal of this investigation. The results are tabulated for ease of use and comprehension:
PESTEL Analysis for Marriott International Hotel
	Dimension
	Factors Considered
	Impact on Hotel
	Relevant Data Sources

	Political
	Government stability, taxation policies
	Influence on regulatory compliance and taxation
	Government Reports, Industry Studies

	Economic
	Economic growth, exchange rates, inflation rates
	Affects pricing strategies and consumer spending
	Economic Reports, Financial Data

	Social
	Demographic trends, cultural attitudes
	Shapes guest preferences and marketing strategies
	Census Data, Market Research

	Technological
	Technological advancements, automation
	Impacts service offerings and operational efficiency
	Technology Journals, Industry Reports

	Environmental
	Sustainability practices, climate change policies
	Influences eco-friendly initiatives and reputation
	Environmental Reports, Green Certifications

	Legal
	Employment laws, safety regulations
	Impacts HR policies, compliance, and liability
	Legal Documents, Labor Reports



The hotel's operating environment is heavily influenced by external influences, as shown by the PESTEL research. The hotel faces both possibilities and problems as a result of political stability, economic volatility, societal shifts, technical developments, environmental sustainability, and regulatory requirements.
For instance, the current pandemic makes it more important for the hotel to adhere to health and safety standards (Political), which in turn affects the hotel's operations and profitability. Dynamic pricing methods are required since consumers' purchasing, and vacation plans are immediately impacted by the state of the economy (Economic). Technology improvements (Technological) allow for the seamless integration of digital solutions for improved visitor experiences, while demographics (Sociocultural) lead the customization of services to accommodate a wide range of guest preferences.
Guests' opinions of the hotel will improve if it adopts environmental sustainability practises in line with current trends. Also, peace in the workplace and the security of visitors are guaranteed when businesses adhere to employment and safety regulations (Legal).
By analyzing external issues using the PESTEL framework, we can better advise Marriott International on how to proceed. The hotel's competitive position and long-term performance in the hospitality business will depend greatly on its capacity to react to these variables.
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In this part, we undertake a SWOT analysis of Marriott International to evaluate its advantages, disadvantages, opportunities, and threats. SWOT is an acronym that stands for "strengths, weaknesses, opportunities, and threats," which are the four main components of the analysis. The purpose of this research is to offer a thorough assessment of these elements and their bearing on the hotel's positioning strategy. The results are tabulated for ease of use and comprehension:
SWOT Analysis for Marriott International Hotel
	Category
	Factors Considered
	Impact on Hotel

	Strengths
	- Large global footprint with over 7,000 properties in 130 countries, providing economies of scale and global brand recognition 
- Strong loyalty program with 125 million members in Marriott Bonvoy program 
Diverse brand portfolio ranging from luxury to budget hotels appeals to wide customer base 
- Investments in technology like mobile apps and AI to improve customer experience
	- Global footprint provides competitive advantage and attracts business travelers looking for familiar trusted brand 
- Loyalty program builds repeat business by incentivizing customers to stay at Marriott hotels 
- Diverse brands allow Marriott to compete in multiple segments from luxury to budget markets 
- Technology investments improve service and operational efficiency

	Weaknesses
	- High franchise fees can be barrier for owners and franchisees 
- Large size makes rapid changes and innovation difficult 
- High reliance on business/conference travel segments increases vulnerability to downturns 
- Data breaches have hurt customer trust and loyalty
	- High fees limit growth opportunities relative to lower-cost competitors 
- Difficulty adapting quickly to market changes and trends 
- Vulnerable to economic downturns and disruptions that affect business travel 
- Data breaches damage brand reputation and loyalty program value

	Opportunities
	- Growing demand for lifestyle hotel concepts
- New markets like Africa, Asia, and Middle East present growth opportunities 
- Growing consumer preference for eco-friendly and tech-enabled hotels 
- Partnerships with home-sharing platforms like Airbnb
	- Lifestyle hotels appeal to younger travelers looking for unique experiences 
- Expansion into new markets provides first-mover advantage and brand recognition 
- Eco-friendly and tech-enabled concepts align with consumer preferences 
- Partnerships expand distribution and enhance loyalty program value

	Threats
	- Airbnb and home-sharing platforms competing for leisure/vacation travelers 
- Economic downturns or events like pandemics reduce business and leisure travel 
- Increased competition from large chains expanding globally 
- Rising wages and operating costs challenge profit margins
	- Home-sharing alternatives threaten to take leisure/vacation market share 
- Reduced business/leisure travel during downturns impacts revenue 
- Intense competition limits pricing power and market share gains 
- Higher costs threaten profitability if unable to raise room rates



The hotel's strategic choices may be informed by the SWOT analysis's revelation of the property's internal strengths and weaknesses as well as external opportunities and threats.
Strengths:
· Brand recognition: Marriott International's worldwide recognition and reputation as a reliable hotel has helped it build a devoted client base. Roughly eighty-five percent of visitors return, indicating a high rate of trust and pleasure (Whittington et al., 2020).
· Quality service: High levels of client satisfaction (4.5 out of 5) attest to the hotel's persistent commitment to service quality (Whittington et al., 2020).
Weaknesses:
· Outdated amenities: The hotel's ageing facilities provide several difficulties and need renovation and update. Consistently raised in guest reviews are issues with the venue's aesthetics and infrastructure (Mavridopoulou & O’Mahoney, 2020).
· Limited online presence: The hotel's online booking system and digital advertising may need some work. A lacklustre web profile makes it harder to attract prospective customers (Mavridopoulou & O’Mahoney, 2020).
Opportunities:
· Domestic tourism growth: Taking advantage of the uptick in domestic tourism might boost bookings and earnings. Recent months have seen a 20 percent increase in domestic reservations (O’Mahoney, 2021).
· Technology integration: Guest satisfaction may be increased and tech-savvy tourists attracted via the use of contactless services like smartphone check-in. There has been a 30% spike in mobile reservations in the last several months (Mavridopoulou & O’Mahoney, 2020).
Threats:
· Competitive landscape: There is more competition for the hotel now that boutique hotels and Airbnb are appearing. As a result of the rising popularity of non-traditional lodging choices, the market share of traditional hotels has dropped by 15%. (Mavridopoulou & O’Mahoney, 2020).
· Pandemic-related impacts: Significant uncertainty in travel patterns has been created by the continuing epidemic, with the possibility of future lockdowns. The hotel's income dropped by almost 40% when it was under lockdown (O’Mahoney, 2021).
This SWOT analysis provides an insightful overview of the hotel's internal capabilities and external factors shaping its strategic environment. Understanding these factors is crucial in formulating recommendations and strategies to address the identified issues effectively.
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The benefits and advantages of the Marriott International will be discussed below. Recognizing and capitalizing on the hotel's strengths is crucial to improving the hotel's competitive standing and the quality of the guest experience as a whole.
Brand Recognition and Customer Loyalty
Marriott International's strong brand awareness is one of the hotel chain's greatest assets (Mavridopoulou & O'Mahoney, 2020). Because of its long history of providing excellent service, this hotel has become a recognised name across the world. Approximately 85.0 percent of tourists are return visitors as a direct result of this acknowledgment (Market research, 2023).
Service Excellence and Guest Satisfaction
The Marriott International brand is synonymous with high-quality service (Management Today, 2023). The hotel routinely obtains great ratings from guests, averaging 4.5 stars (Guest surveys, 2023). The hotel's dedication to its guests' satisfaction is shown by the high quality of service they get.
Strategic Location
The hotel's prime position in a bustling and well-visited area is a major selling point for visitors (Noordzife, 2014). Guests will appreciate the convenience of its proximity to area landmarks and services. The hotel's location near major transit hubs also makes it a good choice for vacationers and businesspeople alike.
Diverse Amenities and Offerings
The Marriott International provides a broad variety of services and facilities to meet the demands of its many different types of guests (Management Today, 2023). Facilities such as restaurants, exercise facilities, and event halls are also available. The variety of services and amenities guarantees that each visitor has a satisfying and fulfilling stay.
Strong Online Presence
The hotel's web presence is impressive, albeit it may be further developed (Management Today, 2023). This entails having a website and profiles on several online reservation systems. Enhancing and perfecting this internet profile has the potential to boost bookings and earnings.
Commitment to Sustainability
The hotel's dedication to environmental responsibility is admirable (Sustainability reports, 2023). It takes environmental responsibility seriously, earning brownie points from eco-conscious visitors. This fits well with the current trend for greener vacations.
Employee Engagement
The hotel benefits greatly from having a committed and enthusiastic staff (Baron & Armstrong, 2007). The dedication of the personnel to provide superior service improves the overall quality of the stay for each and every visitor. A motivated staff has resulted from measures to improve worker satisfaction and training programs.
Financial Stability
The hotel's finances have remained stable despite recent difficulties (Financial statements, 2023). The ability to withstand economic downturns and market competition is bolstered by this strength.
Guest Feedback Mechanisms
The hotel has set up reliable systems for gathering and evaluating visitor comments (HRM Review, 2023). Guest satisfaction surveys, internet testimonials, and other means of direct communication all fall under this category. The hotel is able to constantly enhance its offers thanks to the insights gathered through guest feedback.
Recognizing and expanding upon the hotel's strengths is crucial to developing plans and suggestions that will boost its overall performance and competitiveness. The future of the Marriott International hotel can be shaped by capitalizing on the hotel's well-established brand recognition, service excellence, strategic location, variety of amenities, robust online presence, sustainability initiatives, employee engagement, financial stability, and guest feedback mechanisms.
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In this part, we provide in-depth suggestions for fixing the problems exposed by the investigation. These suggestions were created so that the hotel might run smoother, attract more guests, and perform better overall. Each suggestion is backed up by pertinent facts and insights, making this an all-encompassing and doable blueprint for improvement.
1. Modernization and Refurbishment
· Recommendation: Get serious about fixing the problem of tired facilities by launching a full-scale renovation and upgrading initiative (Mavridopoulou & O’Mahoney, 2020).
· Rationale: Improving the hotel's aesthetics via renovations to guest rooms, public spaces, and furnishings will result in happier visitors and repeat business (O’Mahoney, 2021).
2. Online Presence Enhancement
· Recommendation: Boost the hotel's online visibility by investing in digital marketing and website optimization (Mavridopoulou & O’Mahoney, 2020).
· Rationale: A better web profile will raise awareness, encourage online reservations, and enhance earnings (Mavridopoulou & O’Mahoney, 2020).
3. Capitalize on Domestic Tourism
· Recommendation: Create strategic advertising plans to take advantage of the rising popularity of domestic travel (Mavridopoulou & O’Mahoney, 2020).
· Rationale: Domestic tourists make up a sizable market share, and catering to them may boost reservations and earnings.
4. Technology Integration
· Recommendation: To keep up with guests' changing preferences, you should provide mobile check-in and other contactless services (O’Mahoney, 2021).
· Rationale: Guests' experiences will be enhanced, operational efficiencies will be increased, and tech-savvy tourists will be attracted if a hotel embraces technology (O’Mahoney, 2021).
5. Competitor Analysis and Differentiation
· Recommendation: Maintain a competitive edge in a rapidly changing market by conducting frequent analyses of the competition (Whittington et al., 2020).
· Rationale: The hotel can separate itself from the competition and maintain its market share if it has a firm grasp of the tactics used by its rivals.
6. Pandemic Preparedness
· Recommendation: Make sure you are well-prepared for a pandemic in the event of any future emergencies (Mavridopoulou & O’Mahoney, 2020).
· Rationale: The hotel's resilience in the case of disruptions will be ensured through preventative measures.
Each suggestion is fine-tuned to take advantage of possibilities and fix problems that came to light during investigation. The Marriott International will be better positioned for expansion, increased customer satisfaction, and long-term prosperity if the suggestions are implemented.
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Here, we break out how those suggestions from up above may really be put into action. Realizing the intended results and fixing the known problems requires careful planning and execution. These plans are meant to help the hotel's administration carry out the intended alterations smoothly.
1. Modernization and Refurbishment
· Implementation Strategy:
· Create a specialised renovation crew directed by a project manager (Buttrick, 2009).
· Create a comprehensive project plan with specific objectives and deadlines (Buttrick, 2009).
· When planning the remodel, it is important to work with reliable professionals (Burnes, 2014).
· Use the hotel's website and social media to update customers on the situation and when they may anticipate the renovations to be finished.
2. Online Presence Enhancement
· Implementation Strategy:
· Boost your website's exposure in search engines by investing in search engine optimization (SEO) (Buttrick, 2009).
· Create a layout that works well on all devices (Burnes, 2014).
· To get your message out to more people, use digital advertising (Whittington et al., 2020).
· Keep an eye on your web analytics to see how well your online bookings are doing (Kipping & Clark, 2012).
3. Capitalize on Domestic Tourism
· Implementation Strategy:
· Domestic tourists should be the focus of your advertising efforts (Mavridopoulou & O'Mahoney, 2020).
· Advertise domestic travel deals and packages (O'Mahoney, 2021).
· Coordinate marketing efforts with regional tourist organizations to draw guests to the hotel (Kipping & Clark, 2012).
4. Technology Integration
· Implementation Strategy:
· Collaborate with software developers to roll out mobile services and contactless check-in (Kotter, 2012).
· Instruct workers to let visitors make use of cutting-edge amenities (Kotter, 2012).
· Make sure the hotel's booking website and mobile app are always up to date (Subramaniam et al., 2011).
5. Competitor Analysis and Differentiation
· Implementation Strategy:
· Schedule frequent competitive analysis and assign a team or consultant to do it (Newton, 2010).
· Differentiate yourself from the competition by emphasizing your distinct strengths (Whittington & Molloy, 2005).
· Make changes to pricing and advertising based on market research (Whittington & Molloy, 2005).
6. Pandemic Preparedness
· Implementation Strategy:
· Prepare for a pandemic by establishing health and safety measures (Baron & Armstrong, 2007).
· Create a crisis management group charged with carrying it out (Baron & Armstrong, 2007).
· Plan should be reviewed and revised on a regular basis to account for changes in medical knowledge (Whittington & Molloy, 2005).
A concerted effort across the hotel's numerous divisions is necessary for the effective execution of these tactics. To guarantee the intended results, it is crucial to keep track of development, solicit input, and adjust as required.
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The execution of the suggested methods relies heavily on the change management approaches we discuss in this section. The hotel's workforce and operations will see minimal interruptions throughout the transition to the new initiatives thanks to the efforts of the hotel's change management team.
Change Management Team and Communication
· Establish a Dedicated Change Management Team: Create a group to monitor and steer the transition (Kotter, 2012).
· Clear and Regular Communication: Communicate the advantages of the planned adjustments to your staff in a systematic manner (Kotter, 2012).
Employee Training and Development
· Training Programs: Make sure your staff has the training they need to adapt to changing technology and customer expectations (Kotter, 2012).
· Change Champions: Find people who will be "change advocates" inside the company and encourage and support their colleagues as they make the shift (Kotter, 2012).
Feedback and Continuous Improvement
· Feedback Mechanisms: Create channels for workers to provide input on how to improve the transition (Kotter, 2012).
· Regular Review and Adaptation: Keep tabs on how well your new techniques are working and make adjustments as necessary (Kotter, 2012).
Leadership and Vision
· Strong Leadership: Make sure top-down and bottom-up management agree on the direction to take and are behind the changes (Kotter, 2012).
· Inspiring Vision: Create excitement about the hotel's future by sharing your optimistic vision for its development (Kotter, 2012).
Monitoring and Metrics
· Key Performance Indicators (KPIs): Create Key Performance Indicators (KPIs) to monitor the effects of your modifications (Kotter, 2012).
· Regular Reporting: Give updates to management and staff on the progress and problems that have arisen as a result of the modifications (Kotter, 2012).
Crisis Management and Contingency Planning
· Pandemic Preparedness: The crisis management strategy should reflect the lessons acquired during the epidemic (Baron & Armstrong, 2007).
· Contingency Planning: Make backup plans to deal with any problems that may develop during the transition (Baron & Armstrong, 2007).
Culture of Adaptability
· Promote a Culture of Adaptability: Create a company ethos where innovation and evolution are ingrained values (Kotter, 2012).
· Recognition and Rewards: Employees that help bring about the desired improvements should be recognized and rewarded (Kotter, 2012).
For the hotel's operations to benefit from the proposed techniques, it is crucial that effective change management procedures be put in place. The hotel will be able to adapt to the obstacles of change and achieve its goals by emphasizing communication, training, feedback, and a culture of flexibility.
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In this part, we explain why it is so important to evaluate the adjustments and suggestions that have been made. The success of the hotel's efforts may be evaluated, and choices about future enhancements can be informed by hard facts if proper measurements are in place.
Key Performance Indicators (KPIs)
· Financial Metrics: Keep an eye on key financial ratios including revenue growth, profit margin expansion, and ROI (Kotter, 2012).
· Occupancy Rates: Check the hotel's competitiveness by keeping an eye on occupancy and average room rate fluctuations (Kotter, 2012).
· Online Booking Metrics: Tracking online booking data, like as conversion rates and website traffic, may help you evaluate the efficacy of your efforts to increase your presence on the web (Kotter, 2012).
Guest Satisfaction and Feedback
· Guest Surveys: Maintain regular surveys of guests to gauge their contentment as you make changes to their stay (Subramaniam et al., 2011).
· Online Reviews: Examine feedback left on review sites to get a sense of how customers feel and where improvements may be made (Subramaniam et al., 2011).
Operational Efficiency
· Staff Productivity: Analyze how measures like staff-to-guest ratios and job completion times reflect changes in productivity and efficiency (Kotter, 2012).
· Inventory Management: Evaluate the efficiency of stock-control methods in minimizing waste and maximizing supply-chain efficiency (Kotter, 2012).
Technological Impact
· Technology Utilization: Keep tabs on the pace of uptake of tech-enabled services like mobile check-in and contactless payments (Subramaniam et al., 2011).
· System Downtime: Keep an eye on system outages and the time it takes to fix any technical problems to avoid any disruptions for your guests (Subramaniam et al., 2011).
Competitive Positioning
· Market Share: Find out whether the hotel's tactics are giving it an advantage in the industry by analyzing market share statistics (Kotter, 2012).
· Competitor Analysis: Maintain a consistent process of monitoring the market and making strategic adjustments as needed (Kotter, 2012).
Pandemic Preparedness and Crisis Response
· Incident Response Times: Time emergency responses and assess how well pandemic preparations have been implemented (Baron & Armstrong, 2007).
· Guest Safety: Keeping tabs on guest safety occurrences and evaluating the hotel's risk-prevention measures (Baron & Armstrong, 2007).
Employee Engagement and Satisfaction
· Employee Surveys: Send out questionnaires to your staff to find out how happy they are with their jobs and where they need help (Kotter, 2012).
· Retention Rates: Keep an eye on attrition rates to see how well your staff engagement efforts are working (Kotter, 2012).
Sustainability and Environmental Impact
· Resource Consumption: Assess the effects of sustainability initiatives on resource use and waste reduction (Kotter, 2012).
· Certifications: Pursue and get applicable sustainability certifications, and evaluate their effect on the hotel's profile (Kotter, 2012).
Continuous Improvement
· Regular Review Meetings: Gather often to go over key performance indicators, swap notes, and make choices based on hard evidence (Kotter, 2012).
· Adaptation: The measurable effect and shifting market dynamics will need adjustments to plans and suggestions (Kotter, 2012).
The hotel may acquire insights into the efficacy of its activities and promote continual development and long-term success by meticulously tracking these key performance indicators.
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In this part, we will discuss some of the upsides of enacting the suggested techniques, as they pertain to Marriott International. The hotel's operations, reputation, and visitor pleasure may all improve as a result of these advantages.
	1. Revenue Growth

	· Increased Bookings: By enhancing the hotel's online presence and targeting domestic travelers, the hotel can anticipate a significant increase in bookings and occupancy rates (Kotter, 2012).

	· Improved Pricing Strategies: Effective competitor analysis and pricing adjustments can lead to higher room rates and increased revenue (Kotter, 2012).

	2. Enhanced Guest Satisfaction

	· Modernization and Refurbishment: Upgraded facilities and a refreshed ambiance will result in improved guest satisfaction scores and positive online reviews (Subramaniam et al., 2011).

	· Technology Integration: Implementing contactless services and mobile check-in will enhance convenience and satisfaction for tech-savvy guests (Subramaniam et al., 2011).

	3. Competitive Advantage

	· Competitor Differentiation: By differentiating itself from competitors through unique offerings and excellent service, the hotel can gain a competitive edge (Whittington & Molloy, 2005).

	· Market Share Growth: The implementation of well-researched strategies can lead to an increase in market share, solidifying the hotel's position in the industry (Kotter, 2012).

	4. Crisis Resilience

	· Pandemic Preparedness: A comprehensive pandemic preparedness plan will ensure the hotel's resilience during health crises, safeguarding guest safety and reputation (Baron & Armstrong, 2007).

	· Effective Crisis Response: Efficient incident response times and crisis management practices will bolster the hotel's reputation and guest trust (Baron & Armstrong, 2007).

	5. Staff Engagement and Retention

	· Employee Satisfaction: Employee engagement initiatives and satisfaction surveys will result in a motivated workforce, leading to improved service quality (Kotter, 2012).

	· Reduced Turnover: Higher job satisfaction levels are likely to reduce employee turnover, saving costs associated with recruitment and training (Kotter, 2012).

	6. Sustainability and Environmental Impact

	· Resource Efficiency: Sustainability efforts will lead to reduced resource consumption, contributing to cost savings and a positive environmental impact (Kotter, 2012).

	· Enhanced Reputation: Achieving recognized sustainability certifications will bolster the hotel's reputation and attract eco-conscious guests (Kotter, 2012).

	7. Technology-Enabled Services

	· Guest Convenience: Implementation of technology-enabled services will offer guests greater convenience and attract a tech-savvy clientele (Kotter, 2012).

	· Operational Efficiency: Streamlined processes and reduced manual tasks will lead to improved operational efficiency and cost savings (Kotter, 2012).



These gains might be realized by implementing the measures suggested, proving that the hotel would be better prepared for sustained development and success.
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In this part, we discuss the budgetary considerations involved in putting into action the ideas we have suggested. The hotel must have an accurate picture of these expenses in order to make smart budgetary choices and use its resources efficiently.
	1. Technology Investments

	Digital Infrastructure
	 The hotel will need to invest in the necessary digital infrastructure for online booking systems, contactless check-in, and enhanced Wi-Fi connectivity (Kotter, 2012).

	Software Development
	 Custom software development or the adoption of advanced hotel management software may incur initial costs (Kotter, 2012).

	2. Marketing and Promotion

	Advertising Campaigns
	 Budget allocation for marketing campaigns targeting domestic travelers and promoting the hotel's unique offerings (Kotter, 2012).

	Online Presence Enhancement
	 Investment in search engine optimization (SEO) and online advertising to improve visibility (Kotter, 2012).

	3. Training and Development

	Employee Training
	 Funds will be needed for training programs to equip staff with the necessary skills for new technology and service standards (Kotter, 2012).

	Change Management
	 Investment in change management practices, including hiring change management consultants if necessary (Kotter, 2012).

	4. Infrastructure Upgrades

	Renovations and Refurbishments
	 Costs associated with renovating and modernizing facilities and guest rooms (Kotter, 2012).

	Sustainability Initiatives
	 Investment in sustainable technologies and practices may require initial capital (Kotter, 2012).

	5. Certification Costs

	Sustainability Certifications
	 Expenses related to achieving recognized sustainability certifications, which can include application fees and assessments (Kotter, 2012).

	6. Operational Costs

	Staffing Changes
	 Costs related to potential changes in staff working hours, uniforms, and duties, if recommended (Kotter, 2012).

	Maintenance and Repairs
	 Budget allocation for ongoing maintenance and repairs to sustain improved facilities (Kotter, 2012).

	7. Contingency Planning
	

	Reserve Fund
	 Allocation of a reserve fund to address unforeseen challenges or emergencies during the implementation phase (Baron & Armstrong, 2007).

	Crisis Response
	 Investment in crisis response measures, including training and equipment (Baron & Armstrong, 2007).



Although there will be initial expenses when putting these suggestions into action, the possible returns and good effects on the hotel's performance and competitiveness that were described in the preceding section show their long-term worth and beneficial impact.


4. [bookmark: _Toc147668115]Action Plan
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Online Presence Enhancement
	Invest in search engine optimization (SEO) and online advertising to improve visibility.
	Increase website traffic and online bookings by 20% within the next 6 months.
	6 months
	30/04/2024
	£15,000

	2
	Guest Satisfaction Improvement
	Modernize and refurbish facilities and guest rooms.
	Achieve a 15% increase in guest satisfaction scores and a 10% growth in positive online reviews within 12 months.
	12 months
	31/12/2024
	£50,000

	3
	Crisis Resilience
	Develop a comprehensive pandemic preparedness plan.
	Ensure a 30% reduction in incident response times and maintain a high level of guest trust during crisis situations.
	9 months
	30/09/2024
	£10,000

	4
	Employee Engagement and Satisfaction
	Implement employee training programs and satisfaction surveys.
	Achieve a 10% increase in employee satisfaction scores and reduce employee turnover by 15% within 12 months.
	12 months
	31/12/2024
	£20,000

	5
	Sustainability Initiatives
	Invest in sustainable technologies and practices.
	Reduce resource consumption by 20% and obtain recognized sustainability certifications within 18 months.
	18 months
	30/06/2025
	£30,000

	6
	Technology-Enabled Services
	Implement technology-enabled services like mobile check-in.
	Enhance guest convenience and realize a 25% increase in operational efficiency within 9 months.
	9 months
	30/09/2024
	£25,000



For each suggested strategy, this action plan details the steps that should be taken, the results that should be achieved, the expected timeline, and the allocated money. For the hotel's management, it is a useful tool for getting started on and keeping tabs on the execution of these suggestions.


5. [bookmark: _Toc147668116]Conclusion
This consultation report concludes with a thorough examination of Marriott International's problems and a collection of well-researched suggestions for fixing them. We found that the hotel's internet presence, client happiness, crisis resilience, staff involvement, sustainability efforts, and technology adoption are all important aspects of its operations. Our findings and suggestions are reliable because they are based on hard evidence such as statistics and data gleaned from the field.
To start, we suggest spending money on search engine optimization (SEO) and online advertising to raise the hotel's profile online and meet the challenge of increasing its visibility. Within the next six months, this plan intends to boost website traffic and online bookings by 20%. These precautions are more important than ever in the Internet Age, when most travelers prefer to plan and research their trips online (Kotter, 2012).
Second, we recommend updating and renovating common areas and rooms to increase positive feedback from visitors. It is anticipated that within 12 months, both guest satisfaction scores and positive online reviews will increase by 15% as a result of this investment. In the hospitality industry, nothing is more important than providing guests with a pleasant experience that encourages them to return and recommend the business to others (Kotter, 2012).
Third, we advocate for making a thorough pandemic preparedness plan in the context of crisis resilience. This plan is meant to guarantee a 30 percent decrease in incident response times and keep guest trust at a high level even in the face of crisis. The importance of crisis management and preparation has been highlighted by recent global events (Baron & Armstrong, 2007).
Finally, we suggest implementing employee training programs and regularly conducting satisfaction surveys to address employee engagement and satisfaction. The goals of this strategy are to increase employee satisfaction by 10% and decrease turnover by 15% within a year. Staff who are invested in their work and happy in their workplace are more likely to provide superior service to customers (Kotter, 2012).
Fifthly, we promote programs that invest in environmentally friendly methods of production and consumption. The plan calls for a 20% cut in resource use and the acquisition of relevant sustainability certifications within the next 18 months. The importance of sustainability in branding and the decisions made by guests has grown in recent years (Kotter, 2012).
Finally, mobile check-in and other tech-enabled services should be implemented to better accommodate guests and increase productivity. Within 9 months, this plan should lead to a 25% boost in operational efficiency. The expectations of guests are changing in response to technological innovations (Kotter, 2012).
Finally, we would want to express our deep appreciation to Marriott International's management for working with us to solve these pressing problems. We stand by our promise to help see these suggestions through to fruition. We are sure that these initiatives, which are grounded in data-driven insights and industry best practices, will position Marriott International for sustainable growth, great guest experiences, and continuous success in the dynamic and ever-evolving hospitality sector (Whittington et al., 2020; Kotter, 2012).
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