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As indicated in the cover page, the Marriot Hotel from Bristol City Centre has contacted the specialists from the International Hotelier Support Agency willing to improve their current situation with the front office issues that tend to affect the overall performance of the company. According to their website start page, Bristol Marriott Hotel City Centre is a great destination that will greatly be remembered by the guests that have decided to be hosted by this hotel and this because it does have a lot of services to offer, and the location is very welcoming to. Some of the services that the hotel is announcing the potential guests about include, high-speed WI-FI services, plush bedding, 24-hour room service, a fitness centre, a very welcoming restaurant with a varied menu. These are services that most of the guests are looking after when choosing the hotel where to go for a particular stay. However, these services are meaning nothing to the guests when they do not receive the treatment that they are expecting. Each guest has different expectations and automatically the employees of a hotel must be prepared to deal with any type of customers. 

Defining the front office from the perspective of an expert, the front office department is the first point of contact with the guest, and at the same time, it is the first aspect that influences the guest’s opinion (Raske, 2016). In the circumstance where the employees from the front office are not ensuring that the guest are being satisfied with their behaviour and attitude, then automatically, the first impression (which most of the time matters the most) can be influenced by how they feel treated, and then if the members of staff are failing to use the systems as required to benefit the hotel. Further aspects make the guests have a bad impression overall, of the hotel. The negative impressions will be shared with other people that are interested to visit the hotel and automatically, by hearing the feedback from guests that have been already in the hotel, there are chances to change their opinions (Strain, 2020). Having everything that has been mentioned in mind, this report has the main purpose of investigating what exactly pushes the Hotel to having issues within the front office department. To do this, two important analyses from the business environment are going to be applied, and by this, the discussion is going to include the SWOT analysis for the internal environment, while for the external environment for the PESTLE analysis is going to be applied to make sure that the right information is being accumulated. Both, the SWOT, and PESTLE are acronyms for more words, in the context where each letter presents a word. Starting with SWOT, it is a business tool, commonly used by companies periodically, before the decision-making process and this because the Strengths, Weaknesses, Opportunities, and Threats are being investigated to make sure that the right decisions are being taken, depending on what the company needs to avoid aa potential failure (Sarsby, 2016). Thinking about the PESTLE analysis, this is undertaken to make sure that the company is kept under control and that the aspects from the outside of the company are not going to affect the company. Having this in mind, it is important to outline that the PESTLE analysis is looking after the political factors affecting the company, the economic factors, the social factors, legal factors, and environmental factors (Perera, 2017). Each of these must be known by the company to make sure that all the factors are being prevented in advance. Both analyses must be undertaken periodically, for management planning purposes. 
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Looking at the picture attached above, it clear that the Bristol Marriott Hotel has started to be financially affected by the current issues that they are dealing with, thing to which the situation with the COVID-19 pandemic has been added to, making it even worse. Because during the COVID-19 the hotel did not operate and automatically it has been hard for them to make sure that the employees are maintaining the same abilities for working, and that they do have the same motivation, interest in satisfying the customers properly (Apollo.io, 2021). 
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Marriott Strengths 
The first letter of SWOT (S) is referring to the strengths of the company, these being the strong points that are reflecting the things that are supporting the company keep growing and maintaining a great reputation & profitability. The SWOT analysis that is going to be discussed below, is not going to only refer to the current client from Bristol, but it will also look in the general SWOT analysis of Marriott as a brand to investigate what power it has in the society, and how decisions must be taken depending on this (Thompson, 2019). Some of the strengths of the current client include: 
Global presence: This is because this hotel is opened by one of the largest hotel chains from the industry in the context where Marriot does operate in approximately 127 countries and territories globally (Marriott International Inc, 2019), thing meaning that if there is a period when this hotel is not working, until the issues are solved and improved, other hotels held by the same hotel chain could be increasing and covering the loss of this hotel.
Market Leadership: As mentioned, Marriott is one of the largest hotel chains and therefore, it does have a great reputation in the industry, thing in some situations making the customers understand that it might be only a bad phase which is going to be repaired in time, once with the new planning and management decisions. 
Excellent reputation: Marriot as a brand, does have a great reputation, and this can be seen through the fact that they do have the most experienced employees that hold qualifications and great trained skills which to be applied for the highest satisfaction of the guests that are coming to be hosted by hotels just as the Bristol Marriott Hotel (Gibbons, 2020). Having this in mind, the Bristol Marriott Hotel, must consider that it is coming from a big brand, which is respectable and automatically they do have the responsibility to work hard and do not affect the reputation that it did manage to catch until present (StayNTouch INC, 2020). 
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Description automatically generated]One customer that has recently visited the Bristol Marriott Hotel, did not hesitate to leave a positive review, which to put in the good light the hotel and the staff that are working within it. The customer Abena P, (2020), did write on TripAdvisor, the following review: 
“I stayed at the Marriott before getting married. I can’t recommend it enough! Amazing breakfast and amenities. Especially the leisure Centre, where I started a conversation with Louisa, the amazing leisure Centre receptionist who sent up the most amazing wedding present to my room. So kind and unexpected. Also, I would recommend if you like shopping, the hotel is situated right in the Centre of Bristol’s shopping district.”
This review is clearly demonstrating that Marriot as a company does have the best locations for their hotels, satisfying the customers, and making them have the greatest connections to what they need in the town. 
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Strategic Partnerships: Marriott partners with some of the biggest players in different
sectors, which has enabled the company to undercut the competition. It recently
partnered with Alibaba to enable millions of customers to book directly without
deposits (Johnson, 2012).
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Profitable Acquisitions: From Ritz Carlton to Starwood, Resorts Worldwide, Bulgari
Hotel, and Gaylord, Marriott has expanded its portfolio, revenues, and profits
through the acquisition of highly profitable brands (Harmer, 2016).

Loyal Customers: A section Marriott's customers will not even consider switching to
any other hotel. The company has nurtured one of the most loyal customers using a
combination of strategies, including one of the largest loyalty programs (Doggrell,
2020).
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Strict Code of Conduct: The hotel service business is highly sensitive to a wide
range of issues. From cleanliness to etiquette and punctuality in service delivery,
Marriott’s strict code of conduct ensures delivery of all these ingredients of success.
This aspect is applicable in the current client as well, and apart from the specific issues
with this in the front office department, there are no other departments that deal with
this issue (Overby, 2003).

Highly Innovative: Marriott delivers value by exploiting innovation and technology
effectively. From Villas and Homes venture to wallet-free experience, innovative
operations are at the core of Marriott’s success. It ranked #21 Most Innovative
Company.
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Ineffective Data Protection: Consumer’s distrust and avoid companies that fail to
protect their data. In 2018, the guest reservation database of Marriott's Starwood was
hacked and personal information of up to 500 million people was exposed,
including names, addresses, phone numbers, passport numbers, and so on
(Information commissioner’s office, 2020).

Poor Positioning: Marriott is marketed and structured as a family-focused business
from market position to management. The future of the hospitality industry lies in
young single millennials, which makes Marriott’s family-focused positioning a major
weakness.

Negative Publicity: The Service industry is sensitive to public perception. Marriott's
reputation has been tainted in 2017 by the decision to rescue only its hotel
guests from St. Thomas after Hurricane Irma and kept non-guests off the cruise ship
even though it was half-empty.

Civil Lawsuits: Issues with the law always portray companies in a bad light. Marriott
was sued for blocking customers’ personal Wi-Fi citing security concerns and was
fined $600,000.

Too Strict: Although strictness is vital for success, breathing down the neck of
employees is a sure way to bring down morale, productivity, and efficiency. Marriott
requires employees to follow the code of conduct to the letter and fired an employee
in 2018 for ‘liking’ a tweet that offended China (Rai, 2018).
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Shifting Demographics: As more and more millennials and Gen-Z enter the
consumer market; the company can grow its customer base by positioning as a cool
youthful brand. Millennials are already delivering change in the hospitality

Focus on Emerging Economies: Demand for high-end hospitality services in
developing countries is increasing rapidly and presents lucrative opportunities for
hotel chains like Marriott.
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Diversify Offerings: Satisfying customers of the digital age goes beyond offering
basic services. They demand personalized services. Marriott can differentiate itself

from competitors by offering customized services that cater to the specific needs of
customers.

Expand into Related Sectors: The hotel chain business is linked to a wide range of
sectors from tourism to catering, real estate, and many more. Marriott can
offer houses for hire like Airbnb.
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. Global Pandemic: Marriot has already lost 92% of its profits as the number
of customers declines due to the pandemic. If the virus becomes a permanent
reality or comes in a second wave, Marriott’s profitability will continue to suffer.
. Stiff Competition: The hospitality industry is highly competitive. From Hilton to
Novotel and many more, renowned hotel chains can reduce Marriott's market
share drastically if they get a chance.

. Looming Recession: Countries are sliding deeper into recession with millions
of jobs wiped off in a short period. The adverse effects of the global recession
have proven in the past to be particularly destructive to companies in the
hospitality industry.

. Trade Tension: With the widespread adoption of isolationism, global
conglomerates and companies like Marriott are perfect targets for tariffs by
disgruntled populist governments. If Marriott is used as leverage or pawn in the
trade war, it can a substantial portion of its revenues.

. Risk of Terror Attacks: Marriott is a five-star accommodation facility that
attracts customers of different nationalities. Terror groups target star-rated
hotels with a large number of foreigners.
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Bristol Marriott Hotel is a part of the hospitality industry, meaning that every decision
made with regards to this aspect will be directly impacting the hotel.

The hotel is under the guidance of the government, resulting that the hotel must be
taking the appropriate decisions in concordance with the governmental and
parliamentary decisions (NDML, 2015). However, there is always pressure from the
government towards the hospitality industry and the current client is not exempt from
this — especially in the last period due to the imposed restrictions that have been
implemented to combat the spread of the deadly virus (GOV.UK, 2021).
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PESTLE ANALYSIS: MARRIOTT INTERNATIONAL
- Political Factors That Could Affect Marriott

The major political factors that could affect Marriott are the danger of terrorism,
international relations and the political climate in popular tourist destinations. The
biggest threat here is a terrorist attack or a military conflict that could disrupt

international air travel or frighten people away from traveling.

Examples of such events include the downing of Malaysian Airlines Flight MH17 by a
missile in July 2014, which was fired from the Ukraine,[4] and the September 11
attacks in 2001. Increased international tensions and the rise of aggressive new
terrorist organizations such as I1SIS make such events likely in the future. Naturally,

any fall in air travel would decrease the demand for hotel rooms.

Another danger Marriott faces is that terrorists will attack tourist sites or hotels directly.
There is some evidence that terrorists are targeting hotels and other tourist sites; in
June 2015, 39 people, including tourists, were killed at a hotel beach in Tunisia.[5]
Such attacks could hurt Marriott by scaring away potential guests and creating the

need for costly security measures.

- Economic Factors That Could Hurt Marriott’s Business

The major economic factors that will affect Marriott's business are the slowing of
economic growth in China and the ongoing economic turmoil in Europe. Such events
as the stock market collapse in China and the debt crisis in Europe have greatly
reduced individuals’ buying power and their ability to travel. The biggest effect of this

is the tapering off of business travel, which Marriott is heavily dependent upon.

A related problem for Marriott is the high exchange rate for the U.S. dollar overseas,
which discourages Americans from traveling and foreign tourists from visiting U.S.
destinations such as Las Vegas. High exchange rates can also discourage business

travel.
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- Social and Cultural Factors That Could Impact Marriott’s Business
Social factors make the future look very good for Marriott because the number of

people that planned to travel internationally increased by 13% between 2013 and
2014, according to Mashable. More importantly, the amount travellers planned to
spend away from home increased from an average of $5,955 in 2013 to $5,136 in
2014. That means there are more travellers spending more money.

It seems as if more people are willing to travel and pay more for the experience.

Interestingly enough, Australians spent the most on travel: around $12,393 in 2014.

Cultural changes that could impact Marriott include increased numbers of Chinese and
other Asian travellers. Populations in the United States and Europe that are growing
older could increase the demand for certain kinds of travel experiences, such as

packaged tours and luxury resorts.

- Technological Factors That Could Impact Marriott’s Business

Technology could have a huge impact on the hotel business in the form of online rental
services such as Airbnb, which lets private individuals rent rooms or homes directly to
travellers. Around six million guests stayed in Airbnb properties in 2013, according to
Inc. There are around 25,500 Airbnb listings for New York alone.

One major potential threat Airbnb poses to traditional hotel companies is its hosts can
avoid expenses such as hotel taxes and fire regulations, which means they have much
lower operating costs. That enables Airbnb hosts to undercut hotel room rates in many
markets.

- Legal Factors That Could Affect Marriott’s Future

The major legal factor that will impact Marriott’s future business is the status of
services like Airbnb. Authorities in cities as diverse as New York, New Orleans and
Barcelona have fined Airbnb and its hosts for violating zoning laws, hotel regulations

and health and safety regulations.

There has been criticism that some hosts are abusing Airbnb in some markets to run
what amounts to illegal hotels. Another concern is that Airbnb hosts do not pay lodging
taxes, which are a major source of revenue for some municipalities.
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- Environmental Factors That Have an Impact on Marriott

Currently, the major environmental factor that could disrupt Marriott's business is fuel
prices. Falling oil prices could lead to reduced travel costs and more demand for hotel
rooms. Obviously, a potential threat to Marriott's business would be any sudden

increase in fuel costs, particularly for the airlines.

A potential long-term environmental impact on Marriott could include increased
electricity costs created by efforts to curb greenhouse gases by limiting the burning of
coal in power plants. Climate change could harm Marriott’s business by raising ocean

levels and flooding resorts or creating storms that discourage beach going.

Increased temperatures from global warming could close ski resorts or make some
beach resorts too hot for comfort. Those developments could force the closure or
relocation of hotels.

List of references
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After long examinations of the hotel, including both of its micro and macro
environment, it was found that the key issue within the Bristol Marriott Hotel is the
issue presented by the manager of the hotel who also requested this consultancy

leaflet.

The issue is stated as being the implication of the staff towards guest satisfaction as
there were severely complains which have been directly addressed to the services
provided by the staff, especially with regards to the customer services, including the
food being served late. Therefore, the reviews are directly addressed to two certain
departments of the hotel - the food and beverage department, as well as the waitress
staff.

Furthermore, the first stage has been completed as the problematic departments have
been discovered. Therefore, the next key thing to do is to present a solution of the
issues. However, before that, some theories must be presented as they may have a

good impact over the hotel — the knowledge is the key to everything (Malek, 2015).
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The main issue relies at the level of the employees and their satisfaction, leading all
the way to the person who is managing them; therefore, the issue arises from the type
of leadership that has been chosen.

The principal theory that is to be mentioned and that may help the manager of the staff
to reconsider their own choices, decisions, as well as the actions is the Theory X and
Theory Y established by McGregor in one of his books, namely the “The Human Side
of Enterprise”. This theory is basically suggesting that there are two different ways of
the management, including:

1. X - authoritarian style of management.

2. Y - participative style of management.

Itis believed that these two different styles of management have different impacts over
the employees, such as for the individuals who does not perform their work in the way
that it should be done, if they are experiencing massive lacks motivation, then there is
a good chance that the approached style by the manager to be an authoritarian one —
also classified as the unpleasant way. Detailing the X approach, the managers are
laisse-fairs, meaning that they do not actually help the employees, but check the work
and give directions.

On the other hand, looking at the meaning of the Y Theory, it is exactly the opposite —
if the personnel are enjoining their work and acts as being very proud of it, then the
managerial approach is of the Y Theory nature — participative management, meaning
that the managers are working with the employees and not only give directions.

The reviews that can be seen on different booking websites are denoting the fact that
the management approach is of a X Theory nature, so the manager is being
authoritarian.

The employee wellbeing is crucial for the proper functioning of the hotel, as well as for
the development of the Bristol Marriott Hotel More than this, the promotion of wellbeing
will prevent the future misunderstandings and will lead to a good environment to work
in as well as to the good health and wellbeing which will conduct to the benefit of
everyone, including the employee engagement and the overall organisational
performance (CIPD, 2021).
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Entirely true to mention that there are very good parts of the hotel, including its location
and arrangements which for sure are being made by the staff, however the hotel lacks
because of the actual implication of the personnel when it comes to services such as
room service and issues within the food and beverage department, including the food
being cold when served and the serving time being delayed.

To be noted that these issues can be easily solved if a correct approach is taken.

The definition of a managers refers to a person who has the abilities and the needed
capacity to run an organisation, as well as to coordinate a team of people, also known
as employees (Reh, 2020). The issue of the hotel is due because of the behaviour of
the managers, as mentioned itis very likely that the Marriott's managers to be adapting
the authoritarian style which is diminishing the employees’ wellbeing and self-esteem.

If the style of management is changed to Y theory from the actual current form of
management which is known as X theory, then the wellbeing of the employee will
increase, and the workers will start to perform their job to the extent that is should be
performed. The employees will be proud to be a part of a such healthy environment
and will take every hard task as a constructive challenge (Smarp, 2021) as they will
know that any hard work is paid off — this is about the fact that the employees should
be motivated by their managers.

There are different ways to approach to motivate the employees, including the most
known ones:
1. Compensation in money.
Awards.
Raises.
Paid holidays.

Promotions

o o~ w N

Even the little gestures matter, such as telling to the employees, as a manager,
that they are doing a great job and to congratulate them (Vantage Circle Blog,
2021).

Technically thinking, as the problem relies at the style of the management, if this is
remedied and the managers will change their behaviour towards their employees, then
the employees will clearly see that something is changing into good.
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After this, it is very likely that the employee will perform their work as required, meeting
the standards of the clients only by doing the bare minimum, such as to not be late
with the food as most of the complains are with regards to the food.

However, when it comes to the food, the guilt can be over the chefs as well, therefore
it may be the fault of the food and beverage department. Thus, this part of the hotel is
included in the same situation as the other department of the resort, therefore the
chefs should be receiving the exact same treatment and the improvements will be
starting to be seen. On the other hand, due to the fact that the food department of the
hotel is not as mobile as the other departments, such as the housekeeping
departments, it should be considered a different approach which may consists of the
managers personally going to the kitchen department of the hotel to directly talk to
them, thus this is just an option, it is more recommended to organise a meeting with
all the hotel departments and establish everything with them. Another good point of
doing this is the fact that the employees will see the transparency (Salem, 2021) of the
management procedures and will gain the needed trust which is much needed for the
benefit of the company (EOA, 2021).
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to quite expand what has been showed within the table, the first thing to do is for the
managers to realise that the behaviour they are giving to the employees is not the
needed one.

Therefore, they will need to be made aware of the presented theory — “The X theory
and the Y theory” so that they get a brief idea of what does this stands for.

After their acknowledgement of the theories, they must think the whole situation to
realise the correct treatment they should be given.

Before that, it is vital to know the scope of this — briefly, Bristol Marriott Hotel is having
claims due to the poor implication of the staff, due to the employees’ lack of implication
which is because the fact that they are not receiving the needed treatment. To solve
this and to help the business become as successful as possible, a change within the
behaviour of the managers is needed.

After this, most probably, the desired outcomes will start to be observable as the bad
reviews will be even more rarely than they are now, and the predominant reviews will
be of a positive nature.

Nevertheless, a time scale is to be imposed, however it is suggested that in a course
of a month, all the changes that need to be made will be already done, therefore by

the end of November, at the latest, the desired outcomes should be seen.
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As a hotelier, your aim is to make a positive impression on guests from the moment
they walk through the door — and front desk operations play a vital part. If your front
desk is inefficient, that can damage that first impression — and disrupt the guest
experience through the entire stay. Every guest who stays at your property will have
to engage with front-of-house staff at some stage, either face-to-face or online. If
problems arise during the guests’ stay, they will contact the hotel front office to resolve
them.

A well-oiled front desk team will be able to address any issues effectively. With so
much activity during a typical day, efficiency is key to any successful front desk
operation. If you don’t meet the standards that guests expect, bad reviews and lost
revenue could follow. Therefore, you need to embrace all tools and processes
available to you that can heighten the guest experience. Here are six ways for
businesses to improve front desk operations. Some of the recommendations include:




image22.png
Know your guests inside out: Storing guest data in a property management system
allows you to give your service the personal touch and stand out from the competition
(Jones, 2020). Mews PMS keeps a record of guest preferences and actions, which
you can use to provide a customized experience. For example, allergies can show
automatically in reports for F&B and housekeeping, whilst room preferences can
appear in reservation reports and housekeeping.

Prioritize your tasks accordingly: Because the front desk is the hub of the hotel,
requests can come flooding in around the clock. If tasks are not prioritized and
organized properly, every member of staff will face an uphill struggle. Different guests
expect different things from hoteliers, and this should determine your front desk
policies. Leisure travellers want to feel at home, whereas business travellers tend to
value efficiency.

Offer regular training to your staff: The most effective way to prepare your front-
desk team for any eventuality is to provide regular support and training. Empowered
staff members make quick decisions confidently and react to unfolding events
professionally. Ensure that you have a clear plan to deliver training on basic
processes, along with extra skills — like time management, customer communication
and organization (Andrews, 2013).

Embrace automation: Although you don't want to rush guests through check-in, you
should work quickly to respect their precious time. Undoubtedly, a fast, efficient service
will keep your customers happy. Guests can arrive at your hotel at any time of day or
night. There should be someone manning the front-desk constantly, so that guests
don't have to wait long for assistance. Deal with requests for pillows, towels, etc
promptly, without undue delays.

Harness the power of technology: Modern hotel management requires advanced
software products. Dealing with incoming reservations, multiple distribution channels,
guest communication/support, reviews and more takes a lot of effort. Without the
correct tools, hoteliers are underprepared and could end up overbooking rooms and
alienating guests (Lacalle, 2021).
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