

Personnel Resourcing and Development- BMIH5005
Marriott Hotel Research Project Proposal


STUDENT NAME: ANCA MIHAELA MARIAN 
STUDENT ID: 2130340
LECTURER: HELEN EVANS 
DATE: 12/06/2023








Executive Summary
The hospitality industry is a vast commercial field that encompasses several sectors, including housing, food services, travel, tourism, restaurants, and many others. It is one of the most significant sectors that generates considerable income for the economy of the UK. The industry is being active in providing employment opportunities for more than 313 million people worldwide. One of the famous hotels within the hospitality industry is Marriott Hotel, which has a rich history dating back to 1927. However, the organisation is currently facing several challenges, including inadequate training and an improper working environment. To address the impacts of external and internal factors on its overall performance, a PESTLE and SWOT analysis of the organisation have been conducted in this report. The PESTLE analysis examines the various external factors that influence the organisation, such as political, economic, social, technological, legal, and environmental factors. The SWOT analysis, on the other hand, examines the internal strengths and weaknesses of the organisation and the opportunities and threats that it faces in the external environment. Based on the analyses, the report provides some important recommendations to address the challenges that the organisation has been facing over the years. It is recommended that Marriott Hotel invests in comprehensive training programs for its employees to enhance their skills and knowledge. The organisation should also improve its working environment to ensure that employees are motivated and committed to their work. In conclusion, the hospitality industry is a crucial sector that generates significant income for economies worldwide. Marriott Hotel is a prominent player in this industry, but it is facing several challenges that need to be addressed. The report has provided a PESTLE and SWOT analysis of the organisation and recommended some important solutions to improve its overall performance. By implementing these recommendations, Marriott Hotel can overcome its challenges and continue to be a leader in the hospitality industry.
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The United Kingdom has been facing major issues caused by various external factors such as Brexit, the war between Ukraine and Russia along with many others. The business industries running in this country are also struggling with employee retention which has been lowering since the time of the global pandemic that happened in the year of 2019. Moreover, business brands especially which come under the service industry or hospitality sector are largely affected by the negative consequences of external factors. The following research proposal will address a brief background about the hotel on which it is based. Therefore, highlighting the effect of these above-mentioned factors, this context will present a PESTLE and a SWOT analysis. The impacts of inflation, Brexit, covid and others will be demonstrated in detail and lastly, this will conclude by providing some important recommendations for the company.  


[bookmark: _Toc135678483]Background of Marriott 
Marriott International Hotel journey started in 1927(marriott.com) as J Willard Marriott opened the nine -stool root beer that grew and evolved into today’s Marriott International hotel company. It has been serving countries over the world for nearly 66 years and are still running their operations successfully. Recent reports published by the authority of this popular hotel state that it has more than 582 hotels around the world and 205,053 rooms for visitors and travellers. Over the years, this hotel industry has built its brand image in the business market and the customers also feel reliable. The authority of this business organisation is very keen and determined on serving their customers in the best way in comparison to the market. They are especially concerned and careful about meeting the demands of their potential visitors and always try to provide the best of their services.
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Culture of the Workplace
Being an internal area of consideration, business companies like Marriott Hotels have been facing challenges related to maintaining a healthy workplace culture for employee retention. Like every business industry, employees come from various cultural backgrounds, practising different types of religions and customs (Patrick H.A and Kumar R. 2012). Their approach to solving any problem is also different from others, thus they also think and communicate differently. To maintain harmony and healthy bonding among them, the authority of business organisations and hotels are required to act on respecting everyone’s opinions. 
Proper training 
During the times when the global pandemic spread across the world, many business brands could not arrange training sessions for the new joiners according to Simplilearn (2022). Therefore, lacking proper training caused them to perform poorly and lowered the rate of productivity. They also lost their capability of using the inherited skills and that also led them towards poor performance and bad results. Marriott also faced problems in running all their operations smoothly and maintaining a proper budget. Hence, lack of appropriate training caused their employees to resign from the organisations and join other ones which were able to fulfil their demands. 
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The PESTLE analysis mainly understands and focuses on the effects of external factors on a specific business industry consisting of six factors, political, economic, social, technological, legal, and lastly environmental. 
Political factors
The government has a strong hold on the hospitality industry (GOV.UK). Therefore, a sudden ban on travelling can broadly affect this industry as it prevents visitors from coming and booking hotels for accommodation and other services. This whole process takes only one decision and for it, the total industry suffers from losses.  
Economic factors
Governments of the UK are very much determined and conscious about re-establishing the tourism industry once again after the global pandemic happened worldwide (Toronto School of Management) therefore, the organisations which have been trying to revive from their losses are getting governmental financial assistance. Based on the location, hotel chains are changing their offerings which is helping them in getting appreciation from their guests. 
Social factors
The local community of the United Kingdom are very much cooperative and maintains healthy communication with the visitors. Therefore, the sites of this country along with the communities, and native people living in the country have both contributed to improving the earnings of the hospitality industry. Local stores are there which offer various types of handmade, antique things that attract visitors as they buy those for their dear ones. 
Technological factors
Hotels in traditional times used only broadcast and print technologies, but in current times, they are more inclined on using various types of social media (bu.edu, 2023). Digital platforms are growing more and have been proven to be very much beneficial for brands to promote their services and reach the maximum number of customers. 
Legal factors
Various kinds of legal factors ruin the hotel industry such as crimes in the hotels scares the people thinking of buying any services or accommodation (Whyte et al., 2022). In addition to that, the hotel authorities are required to maintain and follow the innkeeper laws to promote protection for their guests. 
Environmental factors
Weather is such a factor that cannot be controlled by anyone, thus devastating weather can surely destroy the rate of earnings and profit for global brands. However, business companies must follow environmental protection guidelines for preventing any kind of pollution.  
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	Strengths 
	Weaknesses 

	Global presence: 
The Marriott hotel chains have a great presence on the global front, and it is a very famous brand. Operating worldwide not only helps in increasing the overall revenue index of the company but also assists in reaching the maximum number of customers.   
Excellent reputation:  
Marriott hotels have gained various types of recognition on the international front such as for maintaining diversity, they ranked 44th among other hotels (Bellis et al., 2021). Along with this, it also has received awards like 243rd best employers in the world and took a position of 84th among top companies. They are still striving for more and taking new initiatives for giving their customers the best experiences in the hotel industry. 
	Inefficient data protection:
People around the world cannot build their trust in companies which are unable to protect personal information or data related to their customers (Meyer et al., 2021). Guest reservation information database got hacked in the year 2018 and later the authority of Marriott identified that it was due to their poor system protection. Therefore, this can be considered one of their weak points in serving people around the world and building a good reputation.
Negative publicity:  
Reviewing the incident of 2017, the reputation of this hotel has been tainted after a lack of initiation to save people other than their guests from Hurricane Irma. 

	Opportunities 
	Threats 

	Diversity offerings: 
The current customer’s demand is continuously changing, and it goes far beyond the basic offerings. Therefore, the authority of Marriott hotels is initiating for providing them personalised services by which they also can be able to differentiate themselves from the rest of the rivals (marriott.com). It helps the visitors in getting what they want such as the type of food they are habituated to consuming can be easily available in the hotels. 
Expansion in future:
The hotel chain Marriott is related and linked with various other sectors in the business industry, thus they can expand their business in the future. 
	Stiff competition:
There are many rivals of the Marriott hotel chain which is causing strict competition in the business market for them. In addition to that, the industry of tourism, hospitality and travel is itself very competitive from the beginning. 
Global pandemic:
The covid 19 pandemic has resulted in losing a whopping bulge of 92% of the total profits made by the hotel chain Marriott. The virus became a permanent reality which caused losing their potential customers during the peak seasons.  
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Impact of Brexit
There are many factors which are deeply rooted in Brexit which are impacting the process of recruitment and hiring in the travel and tourism industry. These are business uncertainty, competition from the business companies of other countries, and reluctant candidates who are not wanting to move to the United Kingdom (Guma and Jones 2018). Recruiters of the business brands of the UK are facing difficulties in hiring people from outside the country after Brexit which has been lowering the productivity and revenue index of the government. Moreover, the employability laws changed after the exit of the UK from the European Union, thus the overall business industry along with tourism is facing major challenges. 
Impact of covid 
There are various negative impacts that Covid 19 caused in terms of employee retention and the process of recruitment. Firstly, people were very afraid of going outside of their houses during the times of the global pandemic and were also working from home. In this condition, arranging for recruitment sessions was very hard and employees were also resigning from their jobs to secure their health and family. The impact of the pandemic is negatively associated with terms of employee satisfaction and addressing their needs or requirements further. Moreover, arranging for training sessions was also needed which the business brands were unable to hold in those times, thus, it affected negatively. 
Impact of inflation
Raise in the rate of inflation can mean that the employees find it harder to pay their rent and manage their budget for buying essential items (George, 2021). Therefore, they will necessarily demand extra money or will demand for raising their salary to live a standard life. 


[bookmark: _Toc135678488]Recommendations
Increase in the incorporation of new technologies
Marriott hotels can surely incorporate digital technologies which can be beneficial for their customers in making all the tasks easier (Frolova et al.) Artificial intelligence is one of the major technologies in today's world which can help beyond expectations as it assists customers anytime, anywhere. It offers a chat box for the visitors by using which they can search for a location they need to go along with to get the guidance of various kinds. 
Arranging for training sessions
New employees often lack various skills, especially for better performance in the hospitality industry, this can be addressed through arranging training sessions for them (bu.edu, 2023). Attending these sessions would be beneficial for the new joiners to learn new skills which could be helpful for performing better in terms of offering services to the visitors. Proper training can also be fruitful for polishing the inherited skills which candidates can use to grow their rate of productivity. 
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As previously stated, the hospitality industry is a very broad business field and in addition to this is also one of the most important and crucial fields which is responsible for earning high revenues for the government of the UK, creating more than 313 million jobs for people all around the world and offers basic support along with accommodation for them. This report has elaborated a company background in the beginning before highlighting different types of challenges related to it such as inadequate training and poor workplace culture. Moreover, it has demonstrated the impact of the external factor along with illustrating the internal factors by which the company gets affected in terms of its performance. Presenting its strengths, it has identified global presence and reputation as its strong points, on the other hand, in terms of weaknesses, it has recognised inefficient data protection and negative publicity as weaknesses. Lastly, addressing the impacts of the global pandemic, Brexit and inflation, this report has concluded by recommending some important suggestions for Marriott.
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