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[bookmark: _Toc107197127]Executive Summary 
Marriott is one of the prominent and largest American hotel and resort chains. So far, the firm has performed incredibly well. But new problems have emerged with the time, leading to a massive struggle in the competitive hospitality industry.
Marriott faced problems in the hospitality industry due to the declining financial state, as revenues plunged drastically in the pandemic situation and remained in the post-pandemic era. The financial struggle has hit the probability of further growth and expansion in the industry, especially when operating away from home. Also, the company faced problems due to poor customer service. It is due to the lack of effective or up-to-date training for staff members, especially when operating away from home. Poor customer service led to customer dissatisfaction and excessive customer conversion. Multiple events related to poor customer services also contributed to reputational damages. Targeting and positioning have become outdated in this dynamically changing hospitality industry. Demands, perceptions, and preferences are changing when it comes to millennials, and the firm is a little behind compared to other hospitality firms, especially in the sharing economy domain. Data breaches incident has also become a concern for the organisation due to excessive reputational damages. Outdated or lack of advanced IT systems made the company tumble. Inaccurate or inconsistent pricing is also a key concern from the perspective of customers, and lack of control at the organisational level is a big issue.
The firm’s debt increased by 12% to 12.23 billion. The firm’s revenues also slumped by 7%, as it reached $4.68 billion. The contribution of issues, such as poor customer services, increasing lawsuits, and the pandemic situation, is apparent. The finding unveiled that the organisation could get things back on track by improving staff performance in the internal business setting. The firm will improve its financial state by creating a positive perceived value at the customer level. Using technology to improve reach is also a good strategy to evade this issue. Findings also unveiled that staff training is an effective way to streamline new customer service standards. Several methods, such as handbooks, coaching, and a critical incident, can improve operations in the service domain. Findings also exposed that the company lacks new targeting and segmentation approaches. Millennials are new target customers in the hospitality industry. Thus, based on the new expectations and trends. The organisation can improve its positioning process. The analysis also revealed the firm’s struggle due to an ineffective information system. The firm has contained conventional or outdated systems, and the company can tackle them by using modern technologies and utilising third-party services or operations. Making the data or information of customers and employees safe and secure is one of the top priorities as far as the online presence and digitisation of the business are concerned. Finally, inconsistent, and inaccurate pricing occurred due to ineffective cost measures and control over pricing. It has become one of the key reasons for customer dissatisfaction and conversion, and it contributes to the declining financial state.
The analysis of these findings led to the action plan, which streamlines some solutions for the organisation for each problem. Regarding financial decline, the organisation should improve its online presence, especially in the sharing economy. The company should acquire the right people with the required capabilities and skills to contribute to operational efficiency and improvement. Technology can play a vital role in this context, and Marriott always has potential in this regard. The organisation can invest in staff training and incorporate modern technological or digital tools to improve its service domain. The most important thing is to enhance customer satisfaction, retention, and loyalty. Improved services powered by staff training and technology integration will improve word of mouth and more customer acquisition. Making a shift in targeting and positioning strategy is also the best consideration as far as the millennials are concerned. The organisation can integrate with the new expectations and trends by conducting a detailed market analysis and setting the foundation for better and relevant strategies. Continuous assessment of information technology or data security systems is a primary strategy to win the trust of customers and improve the image or reputation. New technologies, such as encryption methods, can work well for the organisation. Integrated cost leadership and differentiation will be the best approach to hit the hospitality industry with more probability of becoming a market leader.
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Organisational Consultancy
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[bookmark: _Toc107197128]Introduction 
Strategic management has become one of the critical aspects of modern business. The organisation can navigate controllable and uncontrollable factors or variables in the internal and external business setting to derive multiple insights and implications. The most important thing is to make effective decisions based on this analysis. The comprehensive analysis revolves around Marriott Hotels & Resorts. It is one of the prominent American hotel and resort chains. The company is in the limelight due to its global expansion and a good reputation. The firm operates with almost 665 locations around the globe, indicating larger business scalability. The organisation can tumble in the competitive hospitality industry, and therefore, the purpose of this report or analysis is clear.
[bookmark: _Toc107197129]Purpose 
The purpose of this report is to strategically analyse the organisation to understand the challenges and opportunities. The company has tumbled due to several issues and challenges in the hospitality industry. Now, the management can identify these challenges and issues and set the foundation for better solutions or strategic interventions. The report will illustrate the issue and use some strategic management tools or methods for better analysing the situation and create the space for some alternatives. The scope and analysis section will illustrate reputational insights along with the application of strategic management tools. Analysing each issue or challenge separately and promising alternative or effective solutions is the right approach, and it is the main essence of strategic management.
[bookmark: _Toc107197130]Problem Statement
Marriott hotel has gained and sustained success in the hospitality industry. However, bad media reports are in the limelight, which highlights or streamlines issues or challenges in operations management. For instance, poor customer services, long hold times, information technology issues, incorrect pricing, and decreasing earning rate are some potential problems. The analysis will resolve these problems, and several strategic management tools will support the related analysis in this whole context. 
[bookmark: _Toc107197131]Methods to be Used
This study or analysis will use Pestle and SWOT analysis. These are effective strategic management methods or tools. The study has selected these methods because they can help to derive insights into the internal and external business environment (Witcher, 2021). For instance, the study has selected SWOT analysis because it can facilitate identifying strengths, weaknesses, opportunities, and threats. Navigating the internal and external climate in the context of a micro-environmental setting is possible through SWOT analysis (David, 2019). Conversely, the pestle is an effective tool to use because it can navigate the external climate in the context of the macro environment. Thus, the usability of these tool methods or tools is apparent in this analysis. The effective application of these tools can help to identify challenges and new opportunities, and the right strategic interventions can help to get things back on track (Rothaermel, 2021). 
[bookmark: _Toc107197132]Scope & Analysis
Marriott hotel is in the limelight due to effective operations and excessive value for customers. The hotel was founded in 1957. This organisation deals with almost 205,053 rooms with 582 hotels. The more considerable operations scalability is also in the spotlight because the management has planned the development of 47,765 rooms (Hahn, 2020). The firm operates in Bethesda, Maryland, United States. The strong financial state has helped to grow and expand at the local and international levels. For instance, the firm’s revenue has reached US$13.86 billion according to 2021 financial reports (Lock, 2022). The company has tumbled in the market due to some bad media reports based on customer complaints. The pandemic situation also hit the organisation in terms of financial struggle. However, the strong resilience has helped to get things back on track. Despite a blend of positive and negative aspects, the organisation needs to conduct micro and macro environmental analyses to derive valuable insights and implications (News.marriott.com, 2019).
[bookmark: _Toc107197133]PESTLE Analysis
Pestle analysis illustrates variables, such as political, economic, social, technological, legal, and environmental. The illustration is as follows.

	Pestle Factors
	Description/Variables

	Political
	Political Stability, Expansion & sustainability, Acquiring Local Hotel Chains, Society Concerns, US Foreign Corrupt Practice Act 

	Economic
	Potential Markets or Developed economies, High-Income Level, Buying Power of People, Currency Fluctuations, Recent Expenses and Cut, Pandemic Situation, Economic Downturn 

	Social
	Competitive, High Income or Elite Class, People Want to Associate, Luxury, the Premium, and Select Classes, Quality of Life or Living Standard, Social Behaviour or Norms 

	Technological
	Tech-Savvy, Emergence of Third-Party Services, Indirect Booking Channels, Digitization, Smart Hotel Chains, Technological or Digital Capabilities, Incorporating Differentiation

	Legal
	Influence on the Firm’s Operations, Shift in Rules, and Regulation, 2018 Data Security Incident, Several Lawsuits, Privacy and Security Regulations, Effective Compliance Strategy 

	Environmental
	Environmental Sustainability, New Trend, Multiple Environmental Laws & Regulations, and Eliminated the Usage of Plastic Straws 



Political: The company operates in 130 countries (Fortune.com, 2022). Political stability is one of the favourable factors, as it has become an opportunity when it comes to operations, expansion, and sustainability. So far, the company has expanded its operations in politically stable countries (John, 2018). Entering potential markets by acquiring local hotel chains is the better strategy, but the firm is yet to improve its revenue streams. Expansion in Asian regions is effective, but increasing political escalations made the political climate a little unstable or uncertain (Travelmole.com, 2022). Society concerns have hit the reputation of the brand. Issues such as corruption are a norm in operating counties. US foreign corrupt practice act created barriers for the organisation to operate in these countries. Thus, the problem related to uncertain and unfavourable political state is always here, but the firm shows its resilience to enable long-term business sustainability (Clayton, 2011).
Economic: Operations in the United States are incredibly well. It seems favourable to enter potential markets or developed economies to take advantage of the high-income level and buying power of people. Currency fluctuations can be a major concern for the organisation, which can further influence the firm’s earnings or revenues. The recent expenses and cuts created a negative impact on the hotel (Airoldi, 2021). The company provides luxury and premium services to its customers, but the pandemic situation declined the buying power of people. The economic downturn has been a major issue or concern for the organisation in this whole context (Stankiewicz, 2020).
Social: The hospitality industry has become competitive. For instance, there are many hotel chains in the United States and many other operating countries. The main target customers or groups of the organisation are high-income or elite classes in the market. Customers or people want to associate with the brand in this contemporary business environment. Based on the social classes and target groups, the company operates with luxury, the premium, and select classes or product segments (eHotelier, 2016). People become conscious in the society when it comes to the quality of life or living standard, Marriott has responded to this social behaviour or norms in operating countries, which contributed to its success. However, changing expectations related to customer services are emerging, and the influence of new social norms is in the spotlight in this context (Ting, 2016).
Technological: People in the society and hospitality industry have become tech-savvy. The emergence of third-party services has become a new norm. Indirect booking channels and digitisation of many of the services have helped to improve function or operations (Roy, 2019). Making the hotel chains smart for the tech-savvy customers is a new trend, and the Marriott hotel has improved its technological or digital capabilities to be effective. The excessive focus on technology to reduce the operational cost is a new need, and the company is looking forward to meeting its objective. It is all about incorporating differentiation, which can set the foundation for a competitive advantage (Mertsalova, 2020).
Legal: Legal environment also influences the firm's operations. The shift in rules and regulations in different counties can also lead to a shift in the firm strategies and operations. The company has tumbled due to its 2018 data security incident, as several lawsuits were apparent in this context (Shaak, 2017). Now, the company must be relevant in terms of privacy and security regulations. Shaping an effective compliance strategy has become a new need for the organisation to make the business legally responsible and avoid possible legal trouble, especially when operating in other countries (Tannam, 2018)
Environmental: Contributing to environmental sustainability is a new trend, and the hospitality industry is not behind in this regard. Integrating with multiple environmental laws and regulations is important. For instance, the company eliminated the usage of plastic straws in all its markets to become a better contributor (Lewis, 2019).
[bookmark: _Toc107197134]SWOT Analysis
SWOT analysis includes strengths, weaknesses, opportunities, and threats to assess internal and external business climate. The illustration is as follows
	Strengths
	Weaknesses

	
· High brand image
· Reputation
· Strong Financial State 
· Global presence 
· $25.1 Billion Asset
· Profitable Acquisitions 
· Customers are Loyal
· 21st Most Innovative Company 

	

· Ineffective data protection 
· Loss of Customers 
· Poor Positioning 
· Lack of Targeting Millennials
· Civil Lawsuits 
· Business Culture is Excessively Stringent


	Opportunities
	Threats

	
· Expansion in more Asian regions 
· The shift in the Customer Demographic 
· Focusing on Emerging Economies 
· Diversify its Offerings 
· Personalisation and Customisation 
· Merger and Acquisition 

	

· Coronavirus Pandemic 
· Lost its 92% of Profits
· Stiff Competition 
· Alternatives or Substitutes
· Interventions from Airbnb 
· Looming Recession 
· Security Issues or Challenges




Strengths: High brand image, reputation, and strong financial state are the top strengths of the organisation. Global presence is in the limelight, which has contributed to the immense revenue streams. It has become one of the largest hotel chains in the world, with almost $25.1 billion in assets. Excessive strategic partnerships and profitable acquisitions have justified the operational scalability and reached the global level. Customers are loyal in terms of their preferences, and the firm has maintained its quality by following the stringent code of conduct internally. The firm is also innovative, as it ranked 19th most innovative company when it comes to internal operations (Careers.marriott.com, 2018).
Weaknesses: The firm tumbles due to its excessive weaknesses. Ineffective data protection has created problems for the company as far as its reputation or loss of customers is concerned (Partridge, 2020). Poor positioning is also a major challenge or weakness because it leads to a lack of targeting millennials. Civil lawsuits represented the organisation negatively (Leocha, 2019 ). The internal business culture is excessively stringent, making the environment hectic for employees. Poor customer services, long haul time, IT challenges, and inaccurate pricing is several weaknesses which negatively influence revenue streams and reputation (Reynolds, 2018).
Opportunities: Expansion in more Asian regions and many other potential countries or markets is a great opportunity (Insider.com, 2022). The shift in the customer demographic is a new trend, as the company can target millennials in the market or society. Focusing on emerging economies is the best approach to contribute to the global market share. The company can also diversify its offerings instead of being so certain with its current products or services. Personalisation and customisation should be in a loop, and technology can play a critical role in this context. Mergers and acquisitions are still good opportunities to share people, processes, and technologies, and it will justify the larger scalability at the global level (Top Hotel News, 2018).
Threats: Coronavirus pandemic has become a major threat. As the company almost lost its 92% of profits. Stiff competition is also a major threat, as these rivals have become sources of alternatives or substitutes. Interventions from Airbnb are apparent. The looming recession also emerged due to the pandemic, and companies in the hospitality industry have tumbled. Security issues or challenges in the operating market have become threats, which can cause a massive decline (Clark, 2020).
[bookmark: _Toc107197135]Operations Improvement 
· [bookmark: _Toc107197136]Issue 1: Declining Revenues & Profits
The company is yet to get things back on track even in the post-pandemic era. Operation in the United Kingdom tumbled due to plunged bookings, and pandemic-related restrictions and new social behaviour are the main drivers. The company's shares declined 42%. In 2020, the company reported an almost 22.5% decline in the first quarter regarding revenue per room available. The situation became worse as the company planned to add more rooms, which had been underdeveloped for months. The company has cut or deferred 45% of the earlier 2020 spending between $700 million and $800 million. But the returns of these cuts are still uncertain in 2022. The firm’s debt increased by 12% to 12.23 billion. Apart from it, the firm’s net income also fell to $31 million. The firm’s revenues also slumped by 7%, as it reached $4.68 billion (Ajmera, 2020).




















(Shamsi, et al., 2021)
· [bookmark: _Toc107197137]Issue 2: Poor Customer Services
The loyalty program of the company has become outdated as far as solid customer service. Marriott has failed during this integration, which also influenced its image and reputation. For instance, customers are yet to get services or are engaged because many emails have gone into oblivion. Social media channels have become the source of quick response, but the company is far behind its rivals. Things get worse when plenty of emails remain unanswered. Even the response time has reached 4 hours, hardly indicative of elite-level support. Due to the poor customer service, the organisation experienced excessive customer conversion (Steinberg, 2019).
· [bookmark: _Toc107197138]Issue 3: Shift in Demographics & Poor Positioning
Millennials have become drivers of the hospitality industry, as these are becoming primary target customers for hospitality industries. The firm’s targeting and segmentation remained outdated. For instance, poor positioning remained due to long hold times. For instance, millennials are a glimpse of the changing demographic shift, and customer service expectations also changed over time. With the unanswered emails and silent social media accounts, it has been a big challenge to resolve the ongoing problems or challenges. For example, it takes 25 minutes to get an agent, and a further agent reaches the problem in the next 30 minutes. It contradicts the service-related positioning, which leads to customer dissatisfaction (Vanderbilt, 2009).
· [bookmark: _Toc107197139]Issue 4: Information Technology and Privacy
Information technology issues or challenges are in the limelight. The company has been poor, from reservations disappearing to accounts problems, and these issues remain all the time. Disappeared reservations with the puzzled service representative raised many questions about the information technology system (Honig, 2021). Apart from it, data breaches have become a concern, leading to lawsuits and customer conversion. The company has tumbled due to a lack of high quality and new privacy and security measures. Several lawsuits also put a financial burden and caused reputational decline. Thus, improvement in information technology and privacy and security measures have become new needs, and the company must show its potential to get things back on track (Dataprivacymanager.net, 2020). 
· [bookmark: _Toc107197140]Issue 5: Inaccurate Pricing
It is one of the most frustrating problems for the organisation. People used to smartly use Marriott point's advanced booking feature. Prices are shown with the new elevated prices. Instead of directing the quick fix, varying data points are apparent for customers, creating confusion at the customer level. People or customers cannot get their reservations repriced effectively or correctly. Many Marriott agents usually do not have the power to fix the problem. Of course, it is due to the lack of training of the staff or agents to facilitate customers in this whole context (Genter, 2022).
[bookmark: _Toc107197141]Management Techniques for Better Financial Performance
The management must understand that customer service is a complicated endeavour. The management needs to contain substantial and systematic investments in the customer services process, including procedures and staff training. The most important thing is to make employees, or members feel valued in the internal business setting or workplace. There are several management techniques to evade this issue or challenge (Evenson, 2011). Hiring the right people is a good strategic consideration, which is important in the customer service domain. Finding the right team members in the service domain is always a big challenge. However, finding the best people can make the customer service productivity at a higher level. Marriott can use initial interviews to get to know the best candidates. It is all about learning about their talent, skills, and strengths. Making informed decisions when adjusting positions and roles is also the right approach. The customer service team can tumble due to the changing expectations and requirements of different customers. Thus, adjusting responsibilities accordingly will be the best decision in this context (Cowden, 2021). 
The declining financial state has become one of the key concerns. There are several management-level interventions which can help to get things back on track. The management will keep employees happy and encourage them to become better salespeople. It is the best time for the organisation to realise that employees are assets; making them focus on guests can help to enhance the visibility of satisfaction and loyalty, and the firm can experience increasing revenues. Rewarding employees for their ideas and efforts is the right approach. The most important thing is to provide outstanding customer service. It is all about containing new high-quality service measures to justify differentiation to change the guest experience. Marriott still needs an effective word of mouth, and it is possible by incorporating the outstanding service (Knapp, 2014).
Using technology is not simple. It is complicated because the organisation needs to adjust its structure and develop an adaptive and resilient culture in the internal business environment. In the post-pandemic era, the firm can boost its revenues and reduce operations costs by listing its properties online. Digital integration will help to generate leads and help to increase overall hotel booking. Creating an important level of perceived value is the best consideration to get the financial strength back on track. Guests are always willing to pay more if they receive the value for their money. The management must realise that the actual value is less essential than the perceived value. Guests should perceive that the service the company provides is worth $100, and it costs only $50. It will be a big win for this hotel chain. The high perceived value can improve sales, more customer acquisitions, and enhance loyalty (Mansour & Dooley, 2022).
The best thing that the company can do is to audit everything. For instance, hotels can spend almost 50% of their budget on cooling and heating. There is a need to invest in an efficient HVAC system, which can help to save money. Encouraging guest referrals and making the hotel stand out from rivals in the hospitality industry is the right approach to get things in the favour. These are some effective management techniques and considerations to strengthen its financial state (Cooper, et al., 2018).
[bookmark: _Toc107197142]Staff Training Methods & Tactics
The shift in the customer demographic and lack of positioning are some key concerns for this organisation. The organisation must incorporate a staff training program to set the foundation for better performance and resilience. Meeting the expectations of guests or customers in the hospitality industry has become a new need, and the company must develop its potential through effective training methods. For example, Marriott should introduce a new employee handbook, as new members or employees must have access to it (Tanji, 2013). Instruction for every role should be in a loop in this handbook to interact effectively with the changing needs and wants of customers. It is one of the conventional methods, but it still works well in the contemporary hotel industry. Using technology in the training process is essential; making the operations efficient is the primary goal. But employees must know or understand how to use the technology effectively by making the technology a part of the onboarding process. In short, employees must be familiar with advanced technology, and adequate training can set the foundation for adequate skills and capabilities (Yang-Fei, et al., 2021). 
Live training sessions by using software, providing training material at multiple touchpoints, including instructions regarding troubleshooting, and making all material available are good training traits to keep employees up to date. Employees knowing the functionality of the technology will contribute to the efficient performance in the best interest of the organisation. Manager coaching is also one of the best training methods or traits. It has become a new trend or concept in hospitality leadership. The managers in the workplace must be seen as coaches or learning sources (Ribeiro, et al., 2021). These managers will be in a better position to observe the performances instead of being critical bosses. Engaging employees to reach their full potential by identifying weaknesses and strengths is the best way to deal with the changing dynamics in the hospitality industry, especially at the customer or guest level. The most important thing is to incorporate the critical incident method, as it is an advanced form of training which is an appliance in the hospitality industry (Whetzel & Wheaton, 2016). It is a blend of performance management and training systems where employees will become a part of the critical or challenging situations. The changing demographic will need a new positioning, but it becomes complicated when employees tumble during customer engagement. Telling employees how to tackle difficult or challenging situations is the way to move forward, and this new staff training method can help to meet these objectives (Hoang, et al., 2021).
[bookmark: _Toc107197143]Operations Improvements: IT and Privacy & Security Perspective 
Information technology and privacy issues also have become concerns for the management. Many bad media reports emerged due to the lack of effective data privacy and security measures in the internal climate (Afolabi & Ilkan, 2021). The organisation has shown resilience after the 2018 data breach incident, as it improved its technology and incorporated privacy and security measures. It is a positive aspect to rebuild the reputation in the hospitality industry, but some new considerations are important in this context. For instance, there is a need to secure confidential data in a safer system. The management can assess the security and privacy status of the existing system in all hotel domains. The IT team must pay special attention to third-party systems. Some flaws or loopholes can help to identify the need for implementing changes to address privacy and security gaps. Picking up the right IT vendors, which are companies with the data io information protection, is a way to move forward. It is the best time for the organisation to encrypt personally identifiable information. It is important to secure the personal data or information at the guest level, and it will justify the operational improvement (Bradford, 2021). The IT team will maximise data minimisation. The management should not acquire data or information which is not required. Examining data or information gathered from suppliers, customers, and employees is essential to reduce duplication. Limiting the duration of the customer data is also a solid approach, and it is possible to be defining the period. Perpetrating a response plan is also a good operational improvement. Staff should know or understand the all-important data handling methods and countermeasures. It will influence public perception. Adding multiple privacy and security layers in the data management system can help to make the I more complicated for hackers or unauthorised access (Sphereidentity.com, 2021).
[bookmark: _Toc107197144]Findings & Results
	Declining Revenues & Profits
	Hire the right people, use technology, Creating high-level perceived value 

	[bookmark: _Toc107197145]Poor Customer Services
	Investments in the customer services, talent, skills, and strengths, staff training, coaching, handbooks, critical incident method

	The shift in Demographics & Poor Positioning
	changing expectations and requirements of different customers, Rewarding employees for their ideas 

	Information Technology and Privacy
	Security and privacy assessments, advanced technology, third-party operations

	Inaccurate Pricing 
	Ineffective cost measures, shift in business cost, financial burden, changing trend



Analysis has helped to derive multiple insights and implications. Illustration of issues is an effective approach to set the foundation for better operations strategies. Declining revenue and profitability are key issues or challenges. Of course, the organisation has tumbled during the pandemic situation, and consequences are still evident in the post-pandemic era. The shift in the customer behaviour, lockdown situation, and economic downturns changed preferences, which hit the company hard as far as the financial state was concerned. The management has realised that effective management techniques are the best options or sources to get things back on track (Judge, 2018). The management narrowed the focus on human resource management, as employees following key efficiency measures can contribute to the low-cost operation (Baaij, 2013). The ultimate objective is to save costs and become more efficient. Technology has been one of the critical factors. Despite being a 21st innovative company, the organisation needs to be more adaptive when it comes to operations efficiency. The positive aspect is that customers are coming back, but technology can help to make operations efficient and resilient. Making operations efficient and differentiated in this demanding situation will contribute to a higher perceived value from the perspective of customers, and it is the way to move forward (Speculand, 2021). 
Poor customer service and shifts in the customer demographic are new challenges or problems. The management has realised that training and development is the best way to be relevant and lucrative. New customer service protocols, which should be based on personalisation and customisation, are the best consideration to deal with the changing demands and expectations in the hospitality industry. Using handbooks, technologies, and coaching is important to enhance the training of staff. As discussed in the analysis, technology is one of the critical factors in improving operations from the perspective of business and customers (Polat, 2021). These new training methods can help to improve skills and capabilities. Reaching the 100% potential of employees by identifying strengths and weaknesses is a new need, and the training process has become a key driver in this context. It seems imperative for staff, especially in the customer service domain, to use advanced technology or digital tools and enhance the visibility of effective communication with both internal and external stakeholders. Enabling an effective communication flow at all levels with high-quality standards can help to build its reputation and contradict bad media reports. There are rare incidents regarding poor customer service, and it has been a positive aspect. But when targeting millennials in the hospitality industry, existing or current customer services and operational approaches can become outdated. Therefore, the blend of technology and new training approaches, such as handbooks, coaching, and critical incident methods, is mandatory. The analysis finds that staffing training is critical from the perspective of both operations and customers (Newton, 2019).
Data privacy and security are also big concerns, as the firm has experienced an impaired reputation due to multiple breaches and lawsuits. The analysis shows how data incidents led to multiple lawsuits and reputational damages, which further led to customer conversion. The study finds that technology can play a critical role in improving the information systems and data management systems in the organisation. New techniques, such as encryption, data minimisation, limited access to data, and many other traits are in the limelight. Paying more attention to third-party operations related to information security is a good approach to strengthen its system. New privacy and security measures can help to win the customer's trust ( Forte Consultancy Group, 2014).
Apart from customer services, finance, and information security, the analysis has highlighted some new trends. These findings can set the foundation for better strategic decisions to improve operations and gain and sustain competitive advantage. Online communities are changing the hospitality business. The trends in customer interaction are changing with time. Websites, social media channels, and many other travel websites or platforms, such as Airbnb and TripAdvisor, changed the dynamics incredibly well. Online marketing also plays a critical role in the contemporary hospitality industry, as it enables multiple user interactions, which is also a key domain of customer services (Hitt, et al., 2019). The trend of sharing economy is also in the spotlight. It redefined the whole hospitality industry. Coordinating transactions on the internet is a new normal. Organisations such as Airbnb, Expedia, and many other sharing economy platforms have created hype in the industry. Other trends, such as voice search, sustainability, virtual reality, mobile technology, personalised guest experience, new generations of travellers, and global tourism, are apparent, and Marriott has the potential to depict excessive flexibility and adaptation (Financesonline.com, 2022).
[bookmark: _Toc107197146]Action Plan
	No
	Problem
	Solution
	Outcomes
	Months
	Completion
	Budget

	1
	Declining Revenues & Profits
	Online Presence, Promoting Food, and beverages, entering sharing economy, using technology, investing in people
	Improved sales, revenues, loyalty, and profit
	6
	December 31, 2022
	$100,000

	2
	Poor Customer Services
	Staff training, hiring the right people, artificial intelligence, and new service measures
	Word of mouth, customer satisfaction, loyalty
	3
	March 30, 2023
	$30,000

	3
	The shift in Demographics & Poor Positioning
	Market analysis, new trend integration, targeting millennials, redefining product, and service strategy
	Meeting new needs, personalised guest experience, business frequency
	3
	June 30, 2023
	$10,000

	4
	Information Technology and Privacy
	Third-party providers, encryption technology, frequent assessments, and upgrades of IT systems
	Data privacy and security, winning trust, improved reputation
	6
	December 30, 2023
	$50,000

	5
	Inaccurate Pricing 
	Cost leadership, trend integration,
	More customers acquisition
Customer retention
	2
	February 28, 2024
	$15,000



The action plan has unveiled potential problems and solutions along with desired outcomes and a budget. For instance, the declining financial state is a top issue, and the management will overcome it by improving its online presence, more promotions, investing in people, and using advanced technology to make operations more efficient and cost-effective. Staff training with better training methods, such as coaching and the critical incident, is effective, but advanced technology such as artificial intelligence can help to preserve differentiation. The organisation must conduct a market analysis to derive insights related to new trends and redefine its positioning. Using services from third-party providers is effective to use advanced level IT capabilities and competencies, as ensuring privacy and security is one of the key priorities. The firm will need to become a cost leader to remain consistent and accurate with its promising prices.
[bookmark: _Toc107197147]Recommendations 
Analysis, finding, and action plan set the foundation for some key recommendations. These are new strategies for the organisation to support solutions, which have been cultivated in the analysis and action plan. The illustration of these recommendations is as follows.
· The organisation can enhance its online or digital presence to acquire more customers and promote its services by using social or digital media channels (Yang-Fei, et al., 2021). 
· Listing properties on multiple platforms will be the right approach to entering the sharing economy model in the hospitality industry (Interian, 2016)
· Advance technology should become the part of the operations to be efficient and cost-effective (Mukherjee, et al., 2021)
· Staff training is the best approach, but it should be done through the critical incident method, handbooks, and coaching
· Using artificial intelligence, such as chatbots on the digital platform, is the best approach to improve interactions and service (Buhalis & Moldavska, 2022)
· The company must adopt the culture or adaptation after obtaining insights and implications from market analysis.
· Targeting the new customer segment “Millennials” is the best approach to augment revenues (Kurillová & Marciánová, 2021)
· Improving IT capabilities to ensure data privacy and security is possible through third-party providers (Ivoryresearch, 2018)
· Advanced information systems or technologies will improve access and authorisation
· Despite being a luxury brand, the organisation must contain integrated cost leadership and differentiation (Scheele, 2014)
[bookmark: _Toc107197148]Conclusion 
It concludes that Marriott has the potential to improve its operations management process in terms of financial strength, customer services, targeting & positioning, information technology, and cost & pricing. This comprehensive analysis revolved around two important strategic management tools, such as SWOT and pestle analysis. These tools have helped to derive multiple insights and implications regarding internal and external business settings. These tools facilitated in understanding some challenges and opportunities. Marriott’s struggle in the hospitality industry has been apparent due to declining financial performance. The analysis elaborated on multiple management techniques and considerations to get the financial strength back on track. Similarly, concerning the poor customer service, the analysis showed how staffing training methods could contribute to the new desired outcomes, such as customer satisfaction, loyalty, and more revenue. The analysis stressed the new targeting and positioning approach when it comes to changing or evolving expectations and preferences of millennials. This consultancy report also highlights information technology issues or challenges, and these led to excessive reputational damages. New strategies for improving data privacy and security have been streamlined for the organisation along with potential outcomes. The firm can fix its pricing strategy and cost measures by incorporating a cost leadership strategy. Interestingly, all issues or challenges that the company faces interrelate with each other. The organisation can also synchronise these action plans, solutions, or recommendations to set the substance for better outcomes. However, in this changing and evolving business environment, the management should not be certain of these recommendations or strategies. It must be flexible and adaptive to justify its relevancy and resilience.
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