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              Customer feedback has a huge importance for a hotel as it provides value into guest experiences, satisfaction levels, and areas that need improvement. It serves as a direct line of communication between the hotel and its guests, allowing the hotel to understand their needs and expectations (Hossein et. al., 2021). By actively seeking and leveraging customer feedback, hotels can enhance their services, optimize guest experiences, and build strong relationships with their clientele (Heppell, 2015).  The following project proposal aims to address two significant issues observed during the placement at Marriott Waltham Abbey: the need for improved customer feedback management and a problematic parking payment system. These aspects have a direct impact on guest satisfaction and overall customer experience. According to a business book written by 50minutes.com, (2015) Maslow's Hierarchy of Needs is a psychological theory that explains human motivation and behaviour based on a hierarchy of needs. While it is not directly tied to solving a hotel feedback problem, it can be used as a framework to understand and address the underlying needs that drive guest feedback.
Project Statement:
· How can Marriott Waltham Abbey improve its customer feedback management system and optimize the parking payment process to enhance guest satisfaction and overall experience. 
· The hotel should consider hiring an external consultant to enhance the feedback management system. 
·  How can the hotel effectively address the challenges faced during the renovation period affecting customer experience. 
The aim of this report is to investigate and implement strategies for improving customer feedback at Marriott Waltham Abbey. The study will focus on understanding the factors that influence guest feedback and identifying areas where enhancements can be made to optimize the guest experience. 

Aims and Objectives:
· To evaluate the existing customer feedback management system at Marriott Waltham Abbey and identify areas for improvement, taking into consideration the feedback received on the Marriott Bonvoy app and external platforms like TripAdvisor.
· To propose and implement an effective feedback collection and analysis model that ensures timely and actionable responses, considering the input and opinions of the staff members and the approachability of the manager.
· To assess the current parking payment system and develop strategies to enhance convenience and guest satisfaction.
· To explore the feasibility of offering free parking for all hotel guests and restaurant/bar clients.
· To address the challenges faced during the renovation period, including potential disturbances such as paint smells, construction workers in hallways, noise, and diverted routes, and minimize their impact on guest satisfaction (www.tripadvisor.co.uk). 
Rationale (Reasons):
1. Effective customer feedback management is crucial to address guest concerns, improve service quality, and maintain a positive reputation. By utilizing an inclusive approach that considers staff members' opinions and ideas, the hotel can create a collaborative environment and ensure a holistic perspective in the improvement process (Sanson, 1994). 
2. The parking payment process is another critical aspect affecting guest experience. Current concerns about discomfort and inconvenience related to parking payment need to be addressed to create a seamless and hassle-free experience for guests. Offering free parking for all hotel guests and restaurant/bar clients can contribute to a more positive and welcoming atmosphere (Goddard, 2021), but it can be made as a strategy, for example if a room costs 100 pounds and the parking is 4 pounds instead to charge them separately this can be advertised different, 104 pound the room and free parking. 
3. To remove the potential negative impact of the ongoing renovation, or AC not functional in the rooms during the summer, Marriott Waltham Abbey should adopt effective communication strategies. This includes providing guests with transparent information about the renovation schedule, potential disruptions, and alternative facilities available to them (Bloom, 2016).  Additionally, proactive measures such as offering personalized amenities, compensations, or discounts can help to alleviate any inconveniences experienced during the renovation period, but all this has a financially impact for the hotel; example, for the guests, which experience problems with the AC’s, they are giving a 50% discount for the next stay, this will have an impact on the annual budget.
              To achieve continuous improvement and effectively address the customer feedback management system, Marriott Waltham Abbey should consider also, the option of hiring an external consultant. An outsider's perspective can provide fresh insights, industry expertise, and unbiased feedback. This can lead to the implementation of effective strategies and the adoption of best practices in feedback collection, analysis, and response (Sturdy, et. al., 2009). 
The role of the external consultant:
The external consultant can play a vital role in this process. They can conduct an in-depth analysis of the Delta Marriott Waltham Abbey’s current feedback management system, identify areas of improvement, and provide expert recommendations based on industry best practices (Vasquez,2019).  The consultant can also assist in the implementation of the proposed changes, train staff members on effective feedback handling techniques, and develop monitoring mechanisms to ensure the sustained success of the feedback management system for this hotel (Bhedke, 2019). 
Regardless of the topic above, managers from different departments have been randomly interviewed, the results showing an importance for a deep, well training sessions, and strong organisational behaviour for the staff members to improve the customer feedback and a better understanding of customer needs depending on the culture. 
Here are some approaches to consider:
· Implement a feedback collection system: Hotels can use various channels to collect feedback, including online platforms, surveys, comment cards, and in-person interactions. It is essential to make the feedback collection process convenient, user-friendly, and accessible to guests (Distefano, 2014), in this moment most of the comments are coming from a platform which Marriott is using internal, Medallia, the guests are able to address comments during their stay, on the Bonvoy app membership, or at the end of the stay, together with the invoice on the email they are receiving a link to complete the survey. All this data is collected from Medallia and divided in areas of concerns. 
· Encourage and incentivize feedback: Hotels can incentivize guests to provide feedback by offering rewards, discounts, or special perks. Additionally, they can actively promote the importance of feedback and emphasize how it helps in improving services and meeting guest expectations (Susskind & Maynard, 2019). 
· Adopt a customer-centric culture: Creating a customer-centric culture is vital to create an environment where guest feedback is valued and acted upon. This involves training and empowering staff members to actively listen to guests, address their concerns, and take necessary actions to enhance their experiences (Buhalis & Darcy, 2012). 
· Utilize the SERVQUAL model: The SERVQUAL model is a framework for measuring and improving service quality. It consists of five dimensions: reliability, responsiveness, assurance, empathy, and tangibles. By applying the SERVQUAL model, hotels can identify gaps in service delivery, set benchmarks for improvement, and develop strategies to bridge those gaps (Mulder, 2018).
· Implement the Net Promoter Score (NPS): NPS is a simple and effective measure of customer loyalty and satisfaction. It gauges customers' likelihood to recommend a hotel to others. NPS measures customer loyalty and satisfaction by asking a simple question: "How likely are you to recommend our hotel to a friend or colleague?" This approach provides a straightforward metric that can be used to gauge guest satisfaction levels and identify areas for improvement. By regularly measuring NPS, hotels can track changes in guest sentiment over time and identify areas that require attention (www.qualtrics.com). 
· Monitor and analyse feedback data: It is important for hotels to have robust systems in place to collect, analyse, and act upon customer feedback. This involves monitoring feedback trends, identifying patterns, and prioritizing areas of improvement. The hotel can leverage technology and data analytics tools to streamline this process (Goldstein, 2022). 
· Take prompt and meaningful action: Once feedback is collected and analysed, it is crucial to take prompt action to address guest concerns and make necessary improvements. This includes communicating with guests, resolving issues effectively, and following up to ensure guest satisfaction (Fuchs, 2022). 
The goal is to create exceptional guest experiences and continuously refine services based on customer input (Wood, 2013). 
In the context of improving hotel feedback, helped by Maslow’s pyramid can be consider the following approach (Stoyanov, 2017 & Hollander, 2022): 
· Physiological Needs: Ensure that the basic physiological needs of guests are met. This includes providing comfortable and clean accommodations, offering quality food and beverages, and maintaining a safe and secure environment. By addressing these fundamental needs, guests are more likely to have a positive experience and provide positive feedback.
· Safety Needs: Create a sense of safety and security for guests. This involves implementing robust security measures, maintaining well-lit and well-maintained premises, and offering clear emergency procedures. By addressing safety concerns, guests will feel more at ease during their stay and be more inclined to provide positive feedback.
· Social Needs: Create a sense of belonging and connection among guests. Encourage social interactions by providing communal spaces, organizing social events, and facilitating networking opportunities. By creating a welcoming and inclusive atmosphere, guests are more likely to engage with the hotel community, form positive relationships, and share positive feedback.
· Esteem Needs: Recognize and appreciate guests' contributions and feedback. Acknowledge guest feedback publicly, respond promptly and professionally to their concerns, and express gratitude for their input. By validating their opinions and making them feel valued, guests will have a sense of esteem and satisfaction, leading to positive feedback.
· Self-Actualization Needs: Provide opportunities for personal growth and self-fulfilment. Offer tailored experiences, personalized recommendations, and opportunities for guests to explore their interests and passions. Exceeding guest expectations and providing memorable experiences, guests will have a sense of self-actualization and are more likely to provide positive feedback.
By focusing on meeting these needs, the hotel can create an environment that has positive experiences and encourages guests to provide constructive feedback. This, in turn, helps the hotel identify areas for improvement, enhance the overall guest experience, and drive positive guest satisfaction (Hyejo & Jeong, 2022). 
In conclusion prioritizing customer feedback management, optimizing the parking payment process, and effectively addressing the challenges faced during the renovation period, Marriott Waltham Abbey can enhance guest satisfaction and overall experience. The manager's approachability, communication skills, and openness to staff input are valuable assets in this improvement process. The adoption of models such as SERVQUAL, NPS or Maslow’s Pyramid, can provide important sides into guest perceptions and guide the hotel's efforts in meeting and exceeding guest expectations. By implementing the proposed changes, the hotel can have a positive guest experience, maintain a strong reputation, and achieve long-term success in the hospitality industry (Saleh & Ryan, 1991).  
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