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Executive summary: 
This consultancy report, prepared by Lazingo Consultancy, provides a comprehensive evaluation of the Lisbon Marriott Hotel, addressing current challenges and offering strategic recommendations to enhance the hotel’s performance. Utilizing frameworks such as PESTEL, SWOT, and TOWS, the report identifies key issues and proposes solutions aimed at improving operational efficiency, customer satisfaction, and competitiveness. 
The analysis, based on guest reviews from platforms like Booking.com and TripAdvisor, employee feedback, and internal data, highlighted several issues impacting the hotel’s reputation and operational success: 
1. Service Quality: Inconsistencies in service delivery were noted, particularly during peak periods, affecting customer satisfaction and efficiency. 
2. Outdated Facilities: The hotel’s aging infrastructure was identified as a significant drawback, with rooms and common areas requiring modernization to meet premium brand standards. 
3. Value for Money: Perceived overpricing for services, such as parking fees and additional amenities, led to dissatisfaction among guests. 
4. Seasonality and Occupancy Fluctuations: Seasonal demand variations create revenue instability and staffing challenges. 
5. Sustainability Concerns: Increased expectations for eco-friendly practices put pressure on the hotel to improve its sustainability initiatives. 
The findings, structured through PESTEL and SWOT analyses, reveal both internal and external factors influencing the Lisbon Marriott Hotel’s operations: 
• PESTEL Analysis: The hotel benefits from government support for tourism, a growing demand for eco-friendly travel, and technological advancements. However, challenges such as high operational costs, economic dependency on international tourism, and stringent environmental regulations add pressure. 
• SWOT Analysis: Marriott’s global brand reputation, diverse services, and commitment to innovation are strengths, yet high operational costs, limited local market adaptability, and dependency on international visitors present weaknesses. Opportunities exist in sustainable tourism and digital marketing, while threats include intensified competition and shifting consumer preferences.
 • TOWS Analysis: This matrix suggests strategies that leverage strengths to capitalize on opportunities, such as introducing sustainable practices and expanding digital marketing. It also outlines actions to address weaknesses and mitigate threats, including resource optimization and technology investments. 
To address these challenges, Lazingo Consultancy recommends the following: 
1. Enhance Service Quality: Develop a comprehensive training program focusing on customer service excellence and operational efficiency. This should include tailored training modules, performance incentives, and increased staffing during peak periods to ensure consistent service. 
2. Modernize Facilities: Allocate capital to renovate guest rooms and common areas, prioritizing comfort and contemporary aesthetics. Collaborate with eco-conscious design firms to integrate sustainability into the renovations, aligning with both guest expectations and regulatory standards. 
3. Improve Value for Money: Introduce dynamic pricing and value-added packages to enhance perceived value. Transparent communication of premium services and a focus on guest feedback can help align prices with expectations. 
4. Mitigate Seasonality Impact: Launch targeted marketing campaigns to attract domestic and regional visitors during off-peak seasons. Develop event packages and partnerships to diversify guest segments, stabilizing occupancy rates year-round. 5. Implement Sustainable Practices: Establish a sustainability task force to oversee waste reduction, energy conservation, and local sourcing initiatives. Engage in guest education to promote eco-friendly practices, earning eco-certifications to boost the hotel’s environmental reputation. 
A structured change management process is critical for the success of these recommendations. 
The approach includes: 
• Stakeholder Engagement: Engaging employees and managers throughout the change process to foster support and reduce resistance. 
• Phased Implementation: Introducing changes in stages to minimize disruption, such as piloting new digital systems before full-scale adoption. 
• Continuous Monitoring: Using KPIs to measure the success of each change, with adjustments made as necessary to ensure alignment with strategic goals.
 To evaluate the success of the recommended strategies, key performance indicators (KPIs) such as guest satisfaction scores, operational efficiency metrics, employee engagement levels, and financial performance will be monitored. This systematic assessment will allow the hotel to measure improvements in service quality, cost savings, and overall guest experience. 
The anticipated benefits of implementing these changes include: 
• Operational Efficiency: Streamlined processes and optimized resource allocation are expected to reduce costs and improve service delivery. 
• Increased Customer Satisfaction: Modernized facilities, consistent service quality, and enhanced value will contribute to higher guest satisfaction and loyalty. 
• Competitive Advantage: Sustainable practices and technological advancements will position Lisbon Marriott as a forward-thinking, eco-conscious choice in the competitive Lisbon market. 
• Financial Stability: Improved occupancy rates, dynamic pricing, and reduced costs will enhance financial performance, enabling the hotel to reinvest in its offerings. 
In conclusion, the Lisbon Marriott Hotel, by addressing the identified issues through structured change management and strategic improvements, can significantly enhance its market positioning, operational efficiency, and guest satisfaction. The report underscores the importance of aligning the hotel’s operations with evolving consumer expectations and sustainability standards to secure long-term success. Lazingo Consultancy recommends immediate action on service quality and facility upgrades, followed by phased adoption of digital and sustainability initiatives. These changes will strengthen the hotel’s resilience in an evolving hospitality landscape and reinforce Marriott’s brand values in Lisbon’s competitive market.
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1. [bookmark: _Toc182259848]Introduction  
[bookmark: _Toc182259849]1.1 Introduction about Lisbon Marriott Hotel
The Lisbon Marriott Hotel, is located near Lisbon’s city center and 10 minutes’ drive from Lisbon's Humberto Delgado International Airport and it offers a blend of modern luxury and traditional Portuguese charm. The hotel was established several decades ago and in 2015 the guest rooms and public areas were renovated. The Lisbon Marriott Hotel is a large, full-service hotel with a total of 564 rooms. Its capacity allows it to host a significant number of guests, making it one of the larger hotels in Lisbon. It features a variety of room types, including standard guest rooms, suites, and executive rooms. The hotel provides spacious rooms averaging 30 square meters, featuring contemporary decor and premium bedding for a comfortable stay. Guests can enjoy amenities such as a large outdoor pool, fitness center, and on-site dining with views of lush gardens, making it suitable for both business and leisure travelers. (Marriott.com)
1.2 [bookmark: _Toc182259850]Introduction about Lazingo Consultancy
Lazingo Consultancy is a dynamic and growing consultancy firm based in Swansea, South Wales, established in 2022. The company is specializes in providing strategic guidance and solutions for the hospitality sector, with a primary focus on restaurants, bed and breakfasts, and hotels. Over the past two years, Lazingo Consultancy has built a reputation for delivering top services that cater to the unique needs of hospitality businesses, helping them streamline operations, enhance guest experiences, and achieve sustainable growth. The company was founded by Catalina Trasc, who brings a wealth of experience in hospitality management. Under their leadership, Lazingo Consultancy has successfully developed and executed numerous high-impact projects, ranging from restaurant rebranding strategies to operational overhauls for boutique hotels. The consultancy employs a team of dedicated professionals who are experts in various areas, including marketing, financial planning, and operational management.

1.3 [bookmark: _Toc182259851]Theories and frameworks used
Several well-established theories and frameworks from the fields of strategic management, hospitality, and operations can be applied. These theories and frameworks allow a comprehensive evaluation of a hotel’s performance, competitiveness, and potential issues, forming the basis of a thorough consultancy report.
· SWOT Analysis (Strengths, Weaknesses, Opportunities, and Threats) it is used to assess internal strengths and weaknesses as well as external opportunities and threats that a hotel may face. (Kotler, P. and Keller, K.L., 2016) 
· TOWS analysis is an extension of the traditional SWOT analysis and it helps organizations, particularly in industries like hospitality, to match their internal strengths and weaknesses with external opportunities and threats to develop strategic actions. In a TOWS matrix, each factor is combined to identify four strategic options: • SO (Strengths-Opportunities): Strategies that use strengths to capitalize on opportunities. • ST (Strengths-Threats): Strategies that use strengths to mitigate or avoid threats. • WO (Weaknesses-Opportunities): Strategies that address weaknesses by taking advantage of opportunities. • WT (Weaknesses-Threats): Strategies that minimize weaknesses and avoid threats.(Weihrich, H. ,1982)
· PESTLE Analysis contain the following categories: Political, Economic, Social, Technological, Legal, and Environmental and evaluates macro-environmental factors that could impact the hotel’s operations. (Johnson, G., Scholes, K. and Whittington, R., 2008)  
· VRIO Framework  it is referring to Value, Rarity, Imitability, and Organization and analyzes the hotel’s internal resources and capabilities to determine whether they provide a sustainable competitive advantage.( Barney, J.B. and Hesterly, W.S., 2019)
· Porter’s Five Forces. According to Porter (Porter, M.E., 2008) it is a tool for analyzing the competitive environment of a hotel by evaluating the threat of new entrants, the bargaining power of suppliers and customers, the threat of substitutes, and the intensity of competitive rivalry.
· Gap Analysis - identifies the difference between current performance and desired performance and it is useful for highlighting operational or service issues in a hotel. (Parasuraman, A., Zeithaml, V.A. and Berry, L.L., 1985)
· Blue Ocean Strategy focuses on creating new market space (a “blue ocean”) rather than competing in existing markets (“red oceans”), which can be applied to hotels seeking to differentiate themselves from competitors. (Kim, W.C. and Mauborgne, R., 2004)
2 [bookmark: _Toc182259852]Analysis 
This analysis highlights several positive aspects of Lisbon Marriott Hotel, contributing to the organization’s success and aiding in overcoming operational challenges (Mehrez, 2019). These strengths are as follows: 
· Loyal Customers: Marriott enjoys a strong brand presence in the market, renowned for its five-star services and high-quality offerings. This reputation significantly enhances customer loyalty, reducing the likelihood of customers switching to competitors (Kim & Pomirleanu, 2021). The hotel also offers exclusive services and discounts to loyal customers, further encouraging retention. 
· High Innovation: Marriott actively embraces modern innovation, constantly updating its technological offerings. The hotel ensures all services are accessible online, actively engages in social media, and encourages customer feedback to stay aligned with current trends (Peters & Kallmuenzer, 2018). This innovation enhances Marriott’s responsiveness to customer needs and preferences. 
· Diverse Services: Marriott offers a wide range of services across various categories, catering to diverse customer needs. This includes accommodations, entertainment, wedding events, resorts, and recreational activities in numerous locations (Penela, Morais & Gregory, 2019). This diversification not only enhances customer choice but also promotes tourism, supporting Marriott’s growth and expansion. These positive factors contribute significantly to Marriott’s strong market position and ongoing expansion.
[bookmark: _Toc182259853]2.1 Description of the identified issue
Following the analysis carried out by identifying the main problems reported by tourists on the main platforms such as the Marriott website, Booking.com (Booking.com, 2024) and tripadvisor.com (Tripadvisor.com, 2024) and by employees through the meetings held, through questionnaires and surveys completed and through discussions with managers, a series of problems were found.
Based on customer reviews from platforms like Booking.com, TripAdvisor, and Marriott’s website, the main issues reported at the Lisbon Marriott Hotel can be categorized as follows: 
· Service Quality: Mixed feedback, with many guests praising the friendliness of the staff but others reporting inefficiency or slow service especially for check-in and bar service. 
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Fig. 1 Review from April 2023 (Tripadvisor.com, 2024)
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Fig. 2 Review from August 2023 (Tripadvisor.com, 2024)
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Fig. 3 Review from June 2023 (Tripadvisor.com, 2024)
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Fig. 4 Review from October 2022 (Booking.com, 2024)
· Outdated Facilities: Some rooms are noted as needing modernization or their size is too small, especially given the hotel’s premium price. Some customers complained about the lack of furniture on the balcony, no kettle in the room, the closet doors were falling, water flowing from the taps or toilet and others. Through customer feedback, online reviews, and internal maintenance reports, an issue with outdated rooms can be identified. Guests in modern luxury hotels expect cutting-edge facilities, stylish interiors, and flawless maintenance. Aging infrastructure affects guest satisfaction, resulting in lower occupancy rates, negative online reviews, and difficulty maintaining a premium price and giving a negative impact to the brand. It can also lead to higher maintenance costs over time. The main reasons that lead to these problems are old furniture that is not adapted to current requirements. A high capital investment it is needed for refurbishments , thus delays will appear in improving the negative aspects.
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Fig. 5 Review from March 2024 (Tripadvisor.com, 2024)

· Value for Money: Several guests feel that services, including food and amenities, are overpriced compared to what is offered. Complains regarding overcharged for the third bed in the room, overpriced dog tax, parking cost and low quality breakfast.
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Fig. 6 Review from January 2024 (Tripadvisor.com, 2024)
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Fig. 7 Review from December 2023 (Booking.com, 2024)

· Seasonality and Fluctuating Occupancy Rates. This issue was identify from an analysis of financial reports and occupancy data that reveals that Lisbon Marriott hotel, experiences high seasonality, particularly with peaks during the summer months and lower demand during the off-season.  The impact of this issue is quite important as, this fluctuation can lead to cash flow issues, in difficulty of retaining staff during low seasons, and an inefficient allocation of resources. The main reason that contribute to this problem is the fact that Lisbon is a popular summer tourist destination. The city sees a sharp influx of visitors during peak seasons, and competition intensifies during off-peak times when fewer tourists visit the city.
· Last issue identified is referring to environmental and sustainability pressures. Increasing demand for sustainable practices in the hotel industry has been highlighted in various customer satisfaction surveys, environmental reports, and even local regulations in Lisbon regarding energy use and waste management. Failing to meet sustainability expectations can have a bad impact on the brand’s reputation, especially with eco-conscious travelers and can result in regulatory challenges. The reason behind this issue it is the growing consumer awareness of environmental issues and tighter government regulations have pushed hotels to adopt greener operations. The key concerns for the hotel are in regards with the high energy consumption, waste generation, and water usage. (Marriott International, 2023)
The Lisbon Marriott Hotel, adheres to the sustainability guidelines set by Marriott International through the company’s Serve 360 initiative, which focuses on reducing the environmental impact of hotel operations. Key environmental and sustainability practices currently active at the Lisbon Marriott Hotel include: 

Fig. 8 Key environmental and sustainability practices ( Lazingo )
2.2 [bookmark: _Toc182259854]How it is impacting the hotel
The problems identified create an impact on the hotel from several perspectives.
· Customer Satisfaction and Loyalty: Issues such as outdated infrastructure and failure to provide competitive pricing in light of increased competition can directly impact customer satisfaction. Negative reviews on platforms like TripAdvisor or Booking.com can deter potential customers and harm long-term brand loyalty. 
·  Financial Performance: Seasonal demand variation and increasing competition from alternative lodging can lead to fluctuating revenue streams. A failure to manage occupancy rates effectively can strain financial resources, leading to inefficiencies and a reduced ability to reinvest in facilities and services. 
· Regulatory Compliance and Operational Costs: Environmental and sustainability pressures can lead to higher operational costs if the hotel does not meet new regulations or expectations. This, in turn, affects profitability and necessitates investments in more efficient technologies and practices.

2.3 [bookmark: _Toc182259855]Causes of the issue
	ISSUE
	CAUSES

	Service Quality
	Inconsistent training or understaffing may result in some guests experiencing slow service despite friendly staff. High demand during peak periods can exacerbate this issue because of the lack of trained employees.

	Outdated Facilities
	Delayed renovations or insufficient capital investment can lead to aging infrastructure, not meeting the expectations of guests paying premium prices and having big expectations.

	Value for Money
	A mismatch between the price and the perceived value of amenities and services leads guests to feel the hotel does not justify its costs, especially given competition with more modern alternatives.

	Seasonality and Fluctuating Occupancy Rates
	Tourist Demand: Lisbon experiences a high influx of tourists during summer and holiday periods, leading to peaks in hotel occupancy. Conversely, during off-peak seasons, there is reduced demand, resulting in fluctuating occupancy rates.
Support: Studies show that Lisbon’s tourism sector faces seasonal fluctuations, driven by weather and major events.

	Environmental and sustainability pressures
	Regulatory Demands and Consumer Expectations: There is growing pressure on hotels to meet environmental regulations (e.g., reducing carbon emissions) and to satisfy eco-conscious travelers seeking sustainable lodging options.




2.4 [bookmark: _Toc182259856]PESTEL analysis
	PESTEL ANALYSIS

	POLITICAL
	Government Support for Tourism: 
The Portuguese government promotes tourism as a pillar of economic growth, often providing incentives and support for the hospitality sector. Such support enhances Marriott’s potential to attract international visitors and contribute to local economic development (Rodrigues & Correia, 2021).

	ECONOMIC
	Dependency on International Tourism:
Lisbon Marriott is heavily reliant on international tourism, which contributes significantly to revenue. Economic downturns, currency fluctuations, and global crises (e.g., the COVID-19 pandemic) could affect international visitor numbers and result in reduced profitability (Koch & Nilsson, 2022). 
Rising Operational Costs:
Inflation and increasing labor costs in Portugal present challenges for Marriott’s profit margins. Higher expenses related to utilities, wages, and supplies may necessitate adjustments in pricing strategies, which could influence customer retention and market positioning (Martins, 2021)

	SOCIAL
	Emphasis on Sustainability: 
There is growing demand for eco-friendly practices among travelers who prefer hotels committed to sustainability. Marriott can leverage this trend by adopting green practices, which could enhance its brand image (Penela, Morais & Gregory, 2019).

	TECHNOLOGICAL
	Digital Transformation: 
Marriott has embraced digital innovations, offering online booking, mobile check-ins, and guest service apps. Such technologies enhance customer convenience and operational efficiency, allowing Lisbon Marriott to deliver personalized service and optimize customer experience (Peters & Kallmuenzer, 2018).

	ENVIRONMENTAL
	Sustainable Practices and Ecotourism: 
With a global shift toward environmental responsibility, Marriott has opportunities to incorporate more sustainable practices, such as reducing energy consumption, waste, and water usage. Implementing these practices in Lisbon would align with Portugal’s sustainability goals and appeal to environmentally conscious travelers (Penela, Morais & Gregory, 2019).

	LEGAL
	Labor Regulations: Portugal’s labor laws, which include strict regulations on working conditions and wages, affect Marriott’s staffing practices. (Martins, 2021). 
Health and Safety Regulations: 
In response to the COVID-19 pandemic, the hospitality industry has faced heightened health and safety regulations. Marriott must continue to comply with these to ensure guest and employee safety, impacting operational processes and costs (Rodrigues & Correia, 2021).



2.5 [bookmark: _Toc182259857]SWOT analysis
	SWOT ANALYSIS
	

	Strengths
	Weaknesses

	Established Brand Reputation:
The Lisbon Marriott Hotel benefits from the global reputation of the Marriott brand, synonymous with high standards of luxury and consistent quality. (Mehrez, 2019).
Diverse Service Offerings: 
The hotel offers a wide range of services, including premium accommodation, conference facilities, recreational amenities, and dining options, catering to both business and leisure travelers. This diversification enhances customer satisfaction by offering varied experiences under one roof (Penela, Morais, & Gregory, 2019).
Commitment to Innovation: 
Lisbon Marriott is committed to technological innovation, implementing digital platforms for bookings, guest feedback, and social media engagement. These innovations enable Marriott to respond dynamically to customer needs and maintain competitive relevance in a technology-driven market (Peters & Kallmuenzer, 2018).
	High Operational Costs: Operating a high-end establishment like the Lisbon Marriott incurs significant fixed and variable costs, from property maintenance to staffing expenses. This financial burden may limit profit margins, especially during periods of low demand (Kloutsiniotis & Mihail, 2020).
Limited Market Adaptability: The standardized approach that maintains Marriott’s global brand identity can reduce flexibility in adapting to the distinct cultural preferences of local guests. Consequently, the hotel may miss opportunities to engage more deeply with the local market (Kim & Pomirleanu, 2021).
Dependency on International Tourism: Lisbon Marriott’s target market is largely dependent on international travelers, making the hotel vulnerable to fluctuations in tourism caused by global crises, travel restrictions, or seasonality (Mehrez, 2019).

	Opportunities
	Threats

	Expansion of Sustainable Tourism:
With the growing demand for sustainable travel, Lisbon Marriott has an opportunity to adopt environmentally friendly practices, such as waste reduction and energy-efficient technologies. By taking  these initiatives could appeal to eco-conscious travelers and enhance the hotel’s brand image (Penela, Morais & Gregory, 2019).
Increased Use of Digital Marketing: 
By expanding its presence on digital platforms and leveraging targeted social media marketing, Lisbon Marriott can attract a wider audience, particularly among younger demographics. Utilizing data-driven strategies to customize marketing messages can improve engagement and brand loyalty (Peters & Kallmuenzer, 2018).

	Intensified Competition: 
Lisbon’s hospitality market is highly competitive, with boutique hotels and alternative lodging options, such as Airbnb, offering unique, often lower-cost accommodations. These competitors could impact Marriott’s market share and pricing power (Kloutsiniotis & Mihail, 2020).
Economic Instability and Exchange Rate Volatility: 
Economic fluctuations, both in Portugal and globally, can negatively impact international tourism, affecting the hotel’s profitability. (Mehrez, 2019).
Changing Customer Preferences: 
Modern travelers increasingly seek unique, immersive experiences that reflect local culture. This trend may pose a challenge for standardized luxury brands like Marriott, as boutique hotels often have greater flexibility to cater to these evolving customer preferences (Penela, Morais & Gregory, 2019).



2.6 [bookmark: _Toc182259858]TOWS analysis
	SO ( Strengths-Opportunities )
	WO (Weaknesses-Opportunities)

	Leverage Marriott’s strong brand reputation and loyalty program to attract eco-conscious travelers by introducing sustainable practices, such as energy-efficient solutions and locally sourced products (Heskett, Sasser, & Schlesinger, 1997).
Utilize Lisbon’s growing reputation as a business hub to offer tailored packages for business travelers, promoting Marriott’s premium service and convenient location.
	Address the limited local sourcing by partnering with nearby vendors and artisans to support local businesses and enhance sustainability, which aligns with market trends.
Invest in digital transformation to reduce dependency on seasonal tourism by offering virtual concierge services and loyalty incentives during low seasons, helping to balance occupancy rates.

	ST (Strengths-Threats)
	WT (Weaknesses-Threats)

	Use the brand’s high service standards and prime location to differentiate from competitors by offering exclusive experiences that reflect Lisbon’s culture, leveraging Marriott’s established reputation in hospitality.
Prepare for economic fluctuations by diversifying revenue streams, such as offering day-use packages and long-term stays for digital nomads, which are growing trends in the hospitality industry.

	Improve operational efficiency to mitigate high operational costs, such as implementing energy-saving technologies and streamlining in-house services, to manage expenses during economic downturns (Grant, 2016).
Address tech-driven experience gaps by investing in mobile-friendly booking systems, digital check-in options, and personalized guest communications to meet rising guest expectations.



3 [bookmark: _Toc182259859]Recommendations and change management 

[bookmark: _Toc182259860]3.1 Recommendations and how will be implemented
Based on the issues and causes identified in the provided table, here are some strategic recommendations for the Lisbon Marriott Hotel, along with their implementation plans: 
In order to improve service quality through enhanced staff training. Marriott Hotels should provide comprehensive training for its employees to address various operational challenges, such as high turnover, creating a welcoming environment, and meeting health and safety standards (Su & Chen, 2020). Effective training and development improve employee productivity, efficiency, and engagement. Additionally, the global pandemic has heightened customer awareness of health and safety. To respond, Marriott can train staff on sanitization, cleanliness, and other customer-oriented practices, helping employees embrace these protocols positively and enhance overall productivity.
		The main recommendation is to implement a comprehensive training program focusing on customer service, speed, and efficiency to ensure consistent service delivery, especially during peak periods. Additionally, increase staff recruitment and retention efforts to prevent understaffing. 
	Implementation can be done through several methods: 
• Develop tailored training modules that focus on both service excellence and operational efficiency.
 • Introduce incentive programs to reward staff who maintain high levels of performance. 
• Recruit additional staff during peak seasons and cross-train existing employees to perform multiple roles, allowing for flexibility in staff allocation. 
• Conduct regular performance assessments and offer continuous professional development opportunities.

		The second aspect refers to renovation and facilities update. This can be done by allocating sufficient capital to renovation projects and modernize outdated infrastructure to meet guest expectations and maintain competitiveness. To be sure that the problem areas have been prioritized and to have the best possible results from the investment, the following are recommended:
• Conduct a facility audit to identify areas requiring immediate upgrades and those that can be improved over the longer term. 
• Prioritize renovation of common areas, guest rooms, and technology infrastructure to enhance guest comfort and convenience. 
• Establish a long-term capital investment plan that sets aside a portion of revenue annually for future facility improvements. 
• Collaborate with design and architectural firms specializing in modern, eco-friendly hotel designs to create a sustainable and attractive environment.

		Another recommendations focus on increase perceived value for money by adjusting pricing strategies to better align with the perceived value of the services and amenities offered, also offer additional services and promotions to enhance the overall value proposition for guests. This can be done by implementing: 
• Introduce dynamic pricing strategies that offer competitive rates during low-demand periods, while maintaining premium pricing during peak times. 
• Bundle services such as spa treatments, dining experiences, or local excursions with room bookings to create value-added packages for guests.
• Social media communication, proper health and safety measures, room service, and maintaining a clean environment all contribute to customer satisfaction, enhancing loyalty to the brand. Prompt responses to customer concerns improve the company’s reputation, giving it a competitive edge and delivering added value for money.
 • Improve the transparency of costs by communicating the benefits and value of premium services to guests, ensuring they feel they are receiving value for their expenditure.
 • Collect guest feedback on the perceived value of services and use this data to adjust offerings and pricing accordingly.

Develop strategies to stabilize occupancy throughout the year by attracting more domestic tourists, targeting niche markets, and offering off-season promotions in order to mitigate seasonality and fluctuating occupancy rates. In order to be successful there are some recommendations:
• Launch a marketing campaign aimed at local and nearby European markets to attract short-term, spontaneous visitors during off-peak seasons. 
• Create off-season event packages, such as business conferences, wellness retreats, or cultural experiences, to draw guests during quieter periods. 
• Partner with airlines and travel agencies to create promotions for off-peak travel, offering discounts on bundled flight and accommodation packages. 
• Focus on diversifying customer segments, such as corporate clients, and promoting the hotel’s meeting and conference facilities during the slower months.

Last but not least is the issue of sustainability and to implement a comprehensive sustainability program to meet regulatory requirements and address growing consumer demand for eco-friendly practices can bring benefits. 
• Set up a sustainability task force to identify areas where the hotel can reduce its carbon footprint (e.g., energy efficiency, waste management, water conservation). 
• Invest in renewable energy sources (e.g., solar panels) and smart technology systems to monitor and reduce energy consumption. 
• Develop sustainable tourism initiatives, such as sourcing local, organic produce for the hotel’s restaurants and collaborating with eco-conscious vendors. 
• Earn eco-certifications (e.g., Green Key, EarthCheck) to enhance the hotel’s reputation as a leader in sustainable hospitality. ( Greenkey.global, 2024)
• Engage in guest education by promoting the hotel’s green practices and encouraging environmentally responsible behavior.



Fig. 9 Proposed recommendations for the identified issues

3.2 Change management practices
Organizational change refers to the process of altering the current structure or state of an organization. Effective change management is crucial for an organization’s success and competitiveness, as it must evolve to adapt to its environment in order to remain successful in the business world. (A. Talaja, D. Podrug, L. Brešković, 2023)
[bookmark: _Toc182259861]3.3 Change management procedures
Change management involves the planning, execution, and regulation of changes within an organization’s operations or processes. The need for change can stem from both external and internal factors, such as technological innovations, emerging market trends, or shifts in the competitive landscape. Effective change management is crucial for an organization’s long-term success, allowing it to adapt and stay competitive in an evolving business environment. 
Employees are essential in delivering a positive guest experience within the hospitality industry. Keeping employees motivated is vital for meeting company objectives, as it directly impacts customer satisfaction and loyalty (Machova et al. 2022). Consequently, hotel managers must prioritize employee satisfaction to ensure outstanding customer service.
[bookmark: _Toc182259862]3.4 How changes will be managed
To manage changes effectively at Hotel Marriott Lisbon, a structured approach should be implemented that focuses on clear planning, communication, employee support, and continuous monitoring. The following steps outline an effective change management process:
 
Fig. 10 Steps for an effective change management process
[bookmark: _Toc182259863]3.5 Ways to measure the success of the recommended strategies 

In the hospitality sector, Key Performance Indicators (KPIs) are specific metrics used to measure and evaluate the effectiveness of various business operations, enabling managers to assess success in areas such as guest satisfaction, financial performance, and operational efficiency. KPIs provide essential insights for improving service quality, enhancing customer experiences, and optimizing resource management. In hospitality, KPIs are measurable metrics that provide a clear assessment of an organization’s performance across essential operational areas, supporting decision-making to achieve strategic objectives. (Kotler, Bowen & Makens, 2017).
To assess the effectiveness of change management strategies at Hotel Marriott Lisbon, it’s essential to implement key performance indicators (KPIs) that evaluate both employee adaptation and organizational outcomes. The following metrics can be used: 
· Employee Engagement and Satisfaction: Monitoring staff morale and commitment through surveys and feedback mechanisms can indicate how well employees have embraced changes. Most of the time employees are reticent to changes and can be difficult to adapt to them, that’s way it is very important the period when they are made and how they are implemented. High engagement levels often correlate with successful change initiatives. ( Harter, J. K., Schmidt, F. L., & Hayes, T. L. , 2002).
· Customer Satisfaction Scores: Evaluating guest feedback and satisfaction ratings helps determine if changes have positively influenced the guest experience. Improved customer satisfaction can reflect the success of new processes or services. ( Zeithaml, V. A., Berry, L. L., & Parasuraman, A. ,1996).
· Operational Efficiency Metrics: Analyzing metrics such as average daily rate (ADR), occupancy rates, and revenue per available room (RevPAR) provides insights into the financial impact of change initiatives. Enhancements in these areas may signify effective change management. (Heskett, J. L., Sasser, W. E., & Schlesinger, L. A. , 1997)
· Change Adoption Rates: Measuring the extent to which new procedures or technologies are utilized by staff and guests can indicate the acceptance and integration of changes within the organization. 
· Training Participation and Effectiveness: Tracking employee participation in training programs and assessing their effectiveness ensures that staff are well-prepared to implement and sustain changes. (Noe, R. A. , 2017)
Implementing these KPIs allows Hotel Marriott Lisbon to systematically evaluate the outcomes of change management strategies, ensuring continuous improvement and alignment with organizational goals.
[bookmark: _Toc182259864]3.6 Benefits 
Benefits of Change Management and New Strategies for Hotel Marriott Lisbon 
1. Enhanced Operational Efficiency: Implementing change management procedures allows the hotel to adopt new technologies and streamline processes, which can reduce costs, improve service delivery, and increase overall efficiency (Grant, 2016). 
2. Increased Customer Satisfaction and Loyalty: Adopting new strategies focused on customer experience, such as personalized services or sustainable practices, can improve guest satisfaction. Happy guests are more likely to return and recommend the hotel, enhancing brand reputation and loyalty (Heskett, Sasser, & Schlesinger, 1997). 
3. Employee Engagement and Morale: Well-executed change management promotes employee involvement and addresses concerns, leading to higher job satisfaction and engagement. Engaged employees tend to perform better, which positively impacts service quality (Kotter, 1996). 
4. Competitive Advantage: By staying responsive to market trends and customer expectations, Marriott Lisbon can differentiate itself from competitors. For instance, focusing on digital transformation or sustainable practices can attract a broader clientele who values innovation and eco-friendly initiatives (Kotler, Bowen, & Makens, 2017).

4 [bookmark: _Toc182259865]Action plan 
	Number
	Problem
	Solution
	Desired outcome
	Time scale
	Completion Date
	Planned budget

	1
	Outdated room decor and maintenance
	Conduct phased room renovations and upgrade decor, furniture, and in-room technology
	Enhanced guest satisfaction and improved room quality
	12 -15 months
	June 2026
	€500,000

	2
	Inconsistent service quality
	Implement comprehensive training program focusing on customer service and operational protocols
	Consistent service and improved guest interactions
	
3-6 months
	
June 2025
	
€50,000

	3
	Limited digital and technology integration
	Introduce digital check-in system, mobile app, and CRM tools
	Streamlined check-in process and personalized guest experiences
	3-6 months
	September 2025
	€200,000

	4
	High operational costs
	Optimize resource allocation, implement energy-saving measures, and review staffing efficiencies
	Reduced costs and improved operational efficiency
	6-9 months
	September 2025
	€150,000

	5
	Insufficient eco-friendly initiatives
	Establish sustainable practices, including waste reduction, recycling, and local sourcing
	Improved brand image and attraction of eco-sconscious guest
	12-18 months
	March 2026
	€100,000



5 [bookmark: _Toc182259866]Conclusion 
Main Conclusions of the consultancy report for Lisbon Marriott Hotel are:
The report, conducted by Lazingo Consultancy, examines the challenges and potential areas for improvement at the Lisbon Marriott Hotel. Utilizing established theories and frameworks, it provides a structured approach to identify issues, analyze impacts, and recommend strategies for enhanced performance.
Through in-depth analysis, several issues impacting the hotel’s operations, guest satisfaction, and competitive positioning were identified. These include concerns over service consistency, outdated facilities, limited digital and sustainability initiatives, and high operational costs. The identified issues were found to negatively affect guest satisfaction, employee engagement, and overall operational efficiency. This impacts the hotel’s reputation and profitability, highlighting the need for strategic improvements. A thorough examination of the root causes revealed that the issues stem from factors such as outdated systems, lack of comprehensive training, insufficient investment in sustainability, and gaps in technological adaptation.
The report outlines key recommendations to address the issues identified. These include room renovations, comprehensive staff training, implementation of digital technologies (e.g., mobile check-in), and sustainable practices. Each recommendation is accompanied by an implementation plan to ensure smooth adoption.
Lazingo Consultancy emphasizes the importance of structured change management to ensure that new strategies are implemented effectively. Procedures such as clear communication, phased implementation, stakeholder engagement, and continuous feedback are recommended to mitigate resistance and foster employee buy-in.
The report advises that changes should be managed through careful planning and phased rollouts to minimize disruptions. Assigning change champions and conducting regular progress assessments will be key to maintaining momentum and ensuring adherence to the new processes.
Lazingo Consultancy concludes that, by implementing the recommended strategies, the Lisbon Marriott Hotel can significantly enhance its guest experience, operational efficiency, and market positioning. These improvements will not only address the current issues but also strengthen the hotel’s resilience and adaptability in a competitive hospitality landscape.
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Reduction of Carbon and Water Intensity


The hotel aims to reduce carbon intensity by 30% and water intensity by 15% by 2025. This is achieved through energy-efficient systems, optimized heating, and water conservation technologies.


Renewable Energy Use


The Lisbon Marriott Hotel has also integrated renewable energy practices, with a target to achieve at least 30% renewable electricity usage by 2025.


Sustainability Certifications


Marriott is committed to having all hotels certified to a recognized sustainability standard by 2025. The Lisbon Marriott is part of this global push towards certification under frameworks such as LEED (Leadership in Energy and Environmental Design).


Marriott properties are focused on reducing waste to landfill by 45% and cutting food waste by 50% by 2025. This involves responsible waste disposal, recycling programs. 


Waste Management



IMPROVE SERVICE QUALITY


TRAINING MODULES


PROGRAMS TO REWARD STAFF


UPDATE FACILITIES


AUDIT TO IDENTIFY AREAS FOR IMMEDIATE UPGRADES


USE ARCHITECTURAL CONCEPT


ENHANCE SUSTAINABILITY EFFORTS


REDUCE CARBON FOOTPRINT


PROMOTE HOTEL'S GREEN PRACTICES


RECRUIT STAFF FOR PEAK SEASON


REGULAR PERFORMANCE ASSESSMENTS


INTRODUCE DYNAMIC PRICING STRATEGIES


LONG TERM CAPITAL INVESTMENT PLAN


INCREASE VALUE FOR MONEY


BUNDLE SERVICES


COLLECT GUEST FEEDBACK


MITIGATE SEASONALITY


CREATE OFF SEASON EVENT PACKAGES


PARTNER WITH AIRLINES 


DIVERSIFYING CUSTOMER SEGMENTS


RENEWABLE ENERGY SOURCES


EARN ECO-CERTIFICATIONS



DEFINE THE CHANGE 


PROVIDE TRAINING


IMPLEMENT CHANGES IN PHASES


ENCOURAGE FEEDBACK


EVALUATE AND ADJUST


ENGAGE STAKEHOLDERS
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Maurice F wrote a review Apr 2023
3contributions « 7 helpful votes

@0000
Would not repeat!

Worst check in ever! Mistake to come here. The staff recommended use of the pool while we wait

to check in-it’s 60 degrees! Food in restaurant overpriced and mediocre. Nothing to see or do.
No concierge available.
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Christine Labonete wrote a review Aug 2023 e
Cambridge, United Kingdom 52 contributions + 19 helpful votes

@0000

Disgusting customer sel

I have booked a 5 night stay at Lisbon Marriott hotel for Sept 21-26th, and a few days ago |
called up to ask about my reservation, particularly about the hotel facilities. | could not believe
how utterly rude the lady was over the phone. Because of her extremely poor and rude customer
service, | have decided to cancel my entire stay, which | was so looking forward to.

I rung up to the hotel and of course the greeting was in portugese, | kindly asked if the lady
could speak English and she said yes. | then said “I have a question about my upcoming stay on
21st September-* then she replied “you need to speak to reservation”. | said “it’s actually about
the hotel facilities-" and then she replied “you still need to speak to reservation | will put you to
central now”. She didn’t even let me finish my sentence or care to listen what | have to say.

Many of the reviews here are about poor customer service and | unfortunately believe that it is
true.
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Coastal12594543539 wrote a review Jun 2023 e
2 contributions « 4 helpful votes

@0000
Very Poor Experience

Very poor experience. | was planning to go for a pool brunch experience with my partner. As
soon as | arrived, | felt that the staff were very unwelcoming. In particular the concierge staff
were very judgemental, hostile and interrogative from the start. All for simply wanting to leave
my luggage at their desk. To make matters even worse, the pool area manager could not locate
our booking and seem flustered despite us booking a day in advance. We decided to leave to
use facilities at another hotel. On our way out, we were encircled by concierge staff while
waiting on our taxi - almost as if we looked suspicious. | will certainly not be coming back here
nor recommending Lisbon Marriott Hotel. They really need to work on training and educating
their staff on good manners and professional behaviour.
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David Reviewed: 7 October 2022 m
8 United Kingdom never had such a long check-in

g DelwekingGuestrooml @) | yied checking in 15 minutes early at 3:45 and finally got a room at 5:3011

King. Balcony The buffet dinner hot food was cold.
B9 1 night . October 2022 The next day we ordered tea and after half an hour the waiter admitted forgetting about the
order.
& Family Not good

# Hotel response:
Dear david, Thank you for sharing your feedback and for..

Continue reading
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Yodeller wrote a review Mar 2024 see
Moose Jaw, Canada « 2 contributions

@0000
Not happy at Marriott Lisbon

Very small room. It was stated that there was a balcony which there is so thought that would
compensate for small room. However, no chairs on balcony supposedly for "safety" reasons.

Makes no sense as you can still get out there.
We should have gone back to Sheraton Lisboa. Much nicer feel to the place.

Don't recommend staying here
Read more v
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‘ Fernando S wrote a review Jan 2024 see

Fort Lauderdale, Florida 100 contributions « 81 helpful votes

@0000
Steer clear of this hotel

Steer clear... worst Marriott experience in my >1,000 stays and 10 years as a Marriott member....

| paid extra for a better room so it had enough space for my mother in law, instead we got a
regular room with a creaky roller bed.

Front desk told me my extra payment got me a better room because of the amenities (bath robe
and premium bath soap, etc)....
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Johannes Reviewed: 26 December 2023 m
Netherlands Disappointing

Dele King. Guestroom1 @) o, th bookings site its written that bringing a small dog cost EUR 20.- the hotel made me pay

King, Balcony FUR 5011
1 night - November 2023 p N
Solo traveller ® Hotel response:

Dear Johannes, On behalf of the entire hotel team, | want...

Continue reading
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