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Executive Summary


The report is about presenting the organisational consultancy presented by the consultant of PwC to Electra Palace Athens Hotel which is located in Greece and known as a leading and largest hotel in the region. Despite of the greater services, the hotel also faces some significant challenges in which inconsistency in the service quality is considered at the first that impacts on the guest satisfaction and directly to the overall reputation. The consultancy report allocates the strengths like prime location, provision of the luxurious facilities, and higher service standards and also the weaknesses like variability in service delivery and limitation of the room sizes. The report presents a comprehensive PESTEL and SWOT analysis to learn about the industry and make effective growth using enhanced system of digital marketing with the sustainability initiatives. There is an identification of the threats from the emerging competition and greater economic fluctuations.
For strategic navigation of the emerging issue related to inconsistency to the service delivery, a TOWS analysis is presented by consultant to offer actionable solutions and make alignment with the hotel’s strengths with definite external opportunities. It allows mitigation of the risks based on the weaknesses and threats.  There is a stronger brand reputation with provision of the exceptional service where Electra Palace Athens has seen implementing opportunities in the competitive market. Recommendations are provided to make investment in the staff training programs for the improvements in the service consistency. For facilitating the changes, a consultant presents change management strategy with action plan to mitigate the issue and make reliable resources in the industry. Therefore, Electra Palace Athens needs successful implementation of the defined changes, maintenance of the long-term sustainability, and enhancement to the guest experiences to manage increasing competition in the hospitality sector.
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Introduction

A report explores the issue based on the lack of efficiency in the service quality at Electra Palace Athens Hotel. It discusses that the poor service leads towards diminishing the guest experiences, collection of the negative reviews, and also making a decline in the overall business. Electra Palace Athens has started the operations 1973 and considered a five-star hotel located in the historic location of Athens, Greece (Home, 2023). It is famous due to the neoclassical architecture and provision of the luxurious amenities. The hotel offers vibrant and stunning views of the Acropolis to the guests with the nearby historical landmarks. The sizes of the rooms range from 15 to 30 square meters with larger numbers of accommodations such as guest rooms, executive rooms, junior suites, and also presidential suites. The property offers free Wi-Fi, a fitness centre, and also a rooftop pool with the backdrop of Athenian elegance (Howard, 2023). 
A report presents consultancy project by the professional organizational consultant who works in the leading consultancy firm named PwC. The company PwC helps businesses and individuals while addressing the emerging issues based on the service quality at Electra Palace Athens Hotel. The company also gains experience to make improvements in the operational efficiency and satisfaction of the guest in the hospitality sector. Therefore, the report uses different frameworks such as SWOT analysis, PESTEL analysis, and TOWS analysis to learn about the internal and external opportunities. The recommendations and development of change management plan that is followed by the action plan is also helpful to make better and deeper understanding for the mitigation of the complex issue associated with the service quality measures in the hotel. Thus, the consultancy report offers all relevant learning and understanding to maintain leading position and satisfactory reputation of the hotel in the hospitality sector.
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Analysis
The consultancy report discuses a lack of consistency in the service quality offered by the staff members of Electra Palace Athens Hotel which impacts directly on the reputation and overall revenue. According to the collected reviews, despite of the friendly and helpful services, there are also some inconsistency noticed in the level of service (Vasilakakis and Sdrali, 2023). It is mostly in the peak times and the busy periods like vacations and annual festivals. The inconsistency leads towards negative guest experiences that has seen in the reviews collected on some online websites like TripAdvisor and Booking.com whereas; the hotel maintains the rating of around 9.2 out of 10 respectively (Statista, 2023). The collection of reviews influence on the guests' decisions and directly impacting on the rates and overall generation of revenue.
The issue emerges due to the lack of training and development opportunities offered to the staff members. It is estimated that the hotel has only offered €500- €1500 for training programs annually (Varelas and Apostolopoulos, 2020). Additionally, the collection of feedback mechanisms is also insufficient, where the guests are not getting solutions to their concerns that is ends in frustration and dissatisfaction. The collected negative reviews impact on the future bookings that offers a value to the hotel’s offerings (Vardopoulos et al., 2023). The issue is further elaborated using some frameworks:


PESTEL Analysis
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	Factors
	Analysis

	Political Factor
	The factor is associated with the learning of the political stability that seems in Greece and offering a stronger influence on the services of the hotel management (Tsiotas et al., 2020). However, the implications of the changes in the services by the recent government, there are some changes occurred in the policies based on the tourism and hospitality and has impacted directly on the operational costs and management regulations. For instance, there is an introduction of new taxes and changes in the employment laws that impact on the staffing levels and efficiency in the operations. The Greek Tourism Confederation has presented the report where tourism accounts to manage 25% of overall Greece's GDP that is highlighting the significance (Statista, 2023). However, the consideration of the political unrest and the changes in government is leading towards the fluctuations in tourist arrivals and directly impacting on the hotel occupancy values in the industry.

	Economic Factor
	It is one of the essential part to learn about the changes in the hotel industry regarding economic conditions and viabilities. The economy of Greece seems recovering the post-pandemic era with managing resources from the projected GDP growth. It has estimated that the industry is working on 3.7% for 2023 (Howard, 2023). However, the country also faces some direct decline in the inflation rates towards 5%. The GDP imposes increase in the operational costs for all the hotels regarding wages and supplies. The hotel industry in Greece has faced direct economic strain leading towards the changes in the budget. It faced decline in the development of training and staff that is one of the definite reasons for the service quality issues (Moloni and Metaxas, 2023). Additionally, the industry is also facing some fluctuations in exchange rates globally from 20% that was 10% in 2020 (Home, 2023). It has affected the purchasing power of the international travellers where the Euro needs prevention of the foreign visitors to maintain greater revenue.

	Social Factor
	Social trends are effective to make influence on the guest expectations and related visiting experiences. There is a growing demand to gain personalised and customised services for the achievement of unique experiences and satisfaction (Kakarougkas and Stavrinoudis, 2023). The hotel industry Greece is heightened with the competition among the largest and luxury hotels. The estimation from recent surveys has indicated that almost 75% of the travellers prioritise efficiency in the customer service while selecting their stays and accommodations. There are some changes in applied necessitates provided by the staff members and customer representatives of Electra Palace Athens. The staff faces difficulties in adopting international services and offerings that can fulfil the evolvement of the consumer preferences (Ioannou, 2021). Furthermore, the increase in the social media platforms is also helpful for the collection of the guest feedback online where negative reviews spread quickly to the visitors and impact on the image and reputation of the hotel.

	Technological Factor
	Technological advancements is helpful to make definite process to shape the services of the hospitality sector. There is an increase in the management of reliance based on the use of digital platforms. The visitors and guests prefer using technologies for bookings whereas, the hotel experiences efficiency in interacting the customer and guests using technologies (Greasidou and Valachis 2022). Therefore, it seems that the investment in technology helps to make enhancements in the service delivery. Hotels in the Greece’s hospitality industry also failed to adopt modern technologies and facing difficulties in meeting the guest expectations for the seamless experiences in the services. A report provided by Statista has shown the estimation where 65% of the travellers prefer using technologies like mobile apps to make their bookings, therefore, the management of Electra Palace Athens needs enhancement in their technological capabilities (Statista, 2023).

	Environmental Factor
	Environmental sustainability is considered as effective for the hospitality services. It is one of the definite resources for the success of the hospitality industry. The surveys showed that the guests coming to the hospitality sector of Greece prefer eco-friendly activities and practices in their stays (Giannopoulos et al.,  2020). The studies showed that 75% of the travellers select the hotel based on the sustainable environmental policies at the time of bookings. There are some hotels in the industry who have failed to offer sustainable practices and resulted in the loss of clientele while prioritising and searching for the eco-conscious choices. The hotel Electra Palace Athens also needs implementation of sustainable practices by staff members to gain more guests and achieve satisfactory experiences from customer’s side (Bregni et al., 2023). 

	Legal Factor
	Legal regulations are associated with the health and safety standards that are intensified with the era of COVID-19 pandemic. There are some compliance management with the regulations to maintain the guest trust and safety in the sector. Non-compliance policies are leading towards the challenges in the legal outcomes and damage to the image and reputation of the hotel (Vasilakakis and Sdrali, 2023). The hotel industry works on the employment laws applied on the workforce to make enhancement in their services. The legal actions by Greece government is also taken to make improvements in the services quality. 




SWOT Analysis
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	Strengths
	Weaknesses

	Electra Palace Athens fosters different strengths for contributing to the appeal.one of the strengths seems in the location where the hotel is situated in the historic region and offers efficiency and greater access to the guests. The locations are Acropolis and Syntagma Square that are effective to increase the attractiveness for all the tourists (Home, 2023). The estimation shows that 75% of the guests has provided feedback and satisfaction due to the location for their stay. The hotel also offers attentive and customised service with the reviews for the staff's dedication over the guest satisfaction. The commitment reflects in gaining high ratings on platforms such as TripAdvisor and maintaining the rating of 9 out of 10 in the industry (Howard, 2023). 
	Despite of the profound strengths, Electra Palace Athens hotel also faces some weaknesses and issues while addressing the services. There is an inconsistency in the service quality that measures the variability in service quality and leading towards the mixes in the guest experiences that impact on the hotel's image and reputation (Tsiotas et al., 2020). The provision of the inadequate training of the staff members resulted in not meeting the higher standards that are expected by the guests. The inconsistency leads towards collection of the negative reviews and impacts directly on the business. There is also a higher competition where other hotel in the industry offers greater service quality to the guests. 


	Opportunities
	Threats

	The hotel offers greater opportunities to maintain the growth and related improvement. The hotel faces gains opportunities with the expansion in the digital presence. The implication enhances online marketing activities and strategies that leverage social media platforms. Electra Palace Athens is famous for the attraction of the broader audience (Moloni and Metaxas 2023). A survey report has indicated that 75% of the travellers rely on the services of social media for the management of the travel inspiration. There is a stronger system for the digital presence that is leading towards the increase in the bookings (Statista, 2023). The consideration of the sustainability aspects develops efficiency in the eco-friendly practices that works to gain satisfaction of the environmental-conscious guests.
	The hotel faces significant external threats that directly impacts on the overall performance. There is an intense competition in the hospitality industry Greece and also in the region of Athens. There are larger numbers of luxury hotels that are offering similar services to the clientele. The competition leads towards the price wars with reducing the profit margins. There is also a fluctuations in the economy of Greece with increase in the inflation rates to almost 5% annually that can affect annual income (Howard, 2023).






TOWS Analysis

	Strengths-Opportunities (SO) Strategies
	Strengths-Threats (ST) Strategies

	For maintaining the strengths in service quality and managing services in the prime location, Electra Palace Athens needs enhancement in the digital marketing practices. It needs promotion of the exceptional service and provision of several offerings for the satisfaction and attraction of a broader audience. The implementation of the targeted social media campaigns will help in capitalizing on the growing experiences of the guests seeking for the unique personalised experiences (Moloni and Metaxas 2023). Additionally, the hotel needs establishment of the partnerships with local tour operators for the provision of the exclusive packages with driving the increase in the occupancy rates. The hotel needs imitation of the sustainability initiatives for making increase in the number of eco-conscious travellers from all over the world. 
	For addressing the emerging external threats, like increase in the intense competition in the hospitality industry Greece and increase in the economic fluctuations, Electra Palace Athens needs utilisation of the stronger brand reputation and provision of the higher service standards. It will be helpful to make differentiation in the services from the services of the competitors in the market (Tsiotas et al., 2020). The hotel needs continuous monitoring of the competitor offerings while making adjustments in the pricing strategies that will be helpful for the hotel to maintain the leading market position. Furthermore, there must be accurate investigation with the staff training programs that can ensure the efficiency of the service quality to remain higher within the during peak seasons. It will be helpful for reducing the negative impact of the collected reviews due to the service inconsistencies.

	Weaknesses-Opportunities (WO) Strategies
	Weaknesses-Threats (WT) Strategies

	For the management and efficient handling of the weaknesses that are particularly based on the inconsistent service quality and provision of the limited room sizes, Electra Palace Athens needs effective focus on the enhancement of the staff training and provision of the development programs. There must be accurate investment for the comprehensive system of training that allows management of the customer service to maintain efficiency in the hotel (Varelas and Apostolopoulos, 2020). It seems improving overall guest experiences in quicker manner. Additionally, the opportunities are explored to redesign the rooms and make improvements in the appeal without considering the extensive financial measures. 
	For the management of the internal weaknesses and external threats, Electra Palace Athens needs implementation of the stronger system for the collection of the feedback and gathering real-time experience from the guests’ insights. The system will allow management of the hotel to address greater issues and make improvements in the overall service quality provided by the staff members. The hotel needs to conduct regular audits of service standards for the identification of the areas for the improvement in the guest satisfaction and leading to the negative reviews (Greasidou and Valachis, 2022). Additionally, there are some establishment of a crisis management plan for the hotel to make responses effectively to the economic downturns. 







Recommendations and Change Management 
Enhanced Staff Training and Development
It should enhance the staffing and training of its human resource personnel to improve service delivery. The hotel devotes €500 to €1500 a year to training only (ElectraHotels, 2024), which is inadequate in light of increased calls for individual attention and catering services and the global customers that the hotel hosts.
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Implement recurrent training seminars in areas of manners, conflicts and general CSR during peak periods. Promote hospitality training program, offering certification in higher courses in service delivery. Most of these changes can be implemented by introducing Internet-based training programmes that augment the existing participation environments and keep the staff well-informed of current trends and service expectations. It should be the work of managers to conduct quarterly evaluations that help to determine the staff’s level of performance and signs of weakness.
Improved Feedback Collection and Management
Implement an efficient feedback system where feedback from customers can be captured in real-time and this feedback can be actioned appropriately. For this use mobile apps or SMS on check out, this way the guests could be required to respond to questions that present them with an opportunity to rate their stay and provide feedback. In addition, establish organised ways of identifying other flaws within the business operations and within a short time forward them to the management. Hire a guest relations department whose main duty will be to attend to complaints within twenty-four hours. Recurring complaints must also be detected so that corrective measures can be taken concerning them at one point in time.
Technology Upgrades 
The hotel should invest in advanced technology so that guests' experience improves and the operational efficiency of the hotel should also improve.
The hotel’s booking system must be brought to a new level by adding the possibility of mobile check-in or check-out and receiving updates on the availability of rooms and services in real-time (Morosan, 2022). 
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Moreover, Integrate a Customer Relationship Management (CRM) system that facilitates the opportunity to engage and learn the customer and or group’s specific personality and offer them a suitable stay according to their previous bookings. In addition, introduce a mobile application; guests with the possibility to navigate to the hotel, earn points, as well as receive individual promotions.
Sustainable Practices
Implement environmentally friendly policies so that environmentally conscious guests use the hotel to boost the hotel‘s green image.  Moreover, People should be asked to contribute to energy saving for instance by adopting smart lighting systems and heating systems in the guest rooms and other areas. Furthermore, introduce the management of a waste reduction program that supports recycling and removing disposable plastic products in the services offered in the hotel (Ramirez and George, 2019). It is necessary to work closely with local suppliers to offer environmentally friendly products in the bathroom. 
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As more people become aware of what they’re doing to the environment, it’s no wonder that many travellers are opting to stay at hotels that support this type of practise. The Electra Palace Athens could better incoporate such practises as energy efficient lighting, water conservation programmes, and recycling (Kim et al., 2019). It can also provide for eco conscious traveller by introducing locally sourced, sustainable products in food and amenities. The hotel can boost its reputation by advertising these initiatives, following with global trend in the hospitality industry which is the interest in these campaigns by the patron.
Technological Enhancements
The hotel already possesses the outdated technological infrastructure that renders the hotels booking and service management inefficient. So in order to make it easier to go to, and also to make sure that we can a provide a better guest experience, we’re going to be implementing advanced property management systems (PMS) and customer relationship management (CRM) software (Lai and Wong, 2020). These days, the hotel should also have mobile applications for booking, checkins and guest feedback, since digital services are becoming the must in this industry. Technology improvements can cut operational inefficiencies, and in the case of the latter, contribute to a seamless tech enabled customer experience becoming an industry norm.
Effective Feedback Mechanisms
The hotel guest feedback mechanism is also a critical area for improvement. Reviews that are collected online are fine, but I believe that a more structured system for addressing guest concerns need to take place in real time. The introduction of an in house feedback platform experiencing guests talking directly to management whilst staying at the hotel gives management opportunities to solve issues before they turn into bad reviews (Robin et al., 2017). Also, guest loyalty can be reaped in the form of repeat bookings and good word of mouth recommendation if feedback is promptly responded to with visitor trends and shown to your customers.
Change Management Strategy
However, for these recommendations to be successfully implemented, a well-defined change management process is needed. First and foremost, make sure that all employees know my planned changes very clearly, and that it will benefit both staff and guests. To reduce resistance and buy in to the change process training staff and giving feedback will be involved in the change process. Monitoring the implementation phase is important so you will track KPIs such as guest satisfaction scores, employee performance and operational efficiency to measure to what degree the changes are successful. Continuous improvement may necessitate regular assessments, and adaptation to bring it about.
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Personalised Guest Experience
The hotel enhances the guest satisfaction by offering the personalized services. These are based on the individual preferences. Utilizing the data analytics and the AI tools, the hotel can track the guest behaviour, preferences and the previous stays to offer tailored experiences. The personalized room settings, customized dining options and the unique promotions for the repeat guests can enhance the loyalty (Saxena et al., 2024). Additionally, the AI chatbots provide the real-time recommendations, which creating a seamless experience. By understanding each guest’s unique needs, the hotel can foster the stronger relationships, improve retention and also differentiate itself in a competitive market focused on personalized hospitality services.
Wellness and Health-Oriented Services
To cater to the increasing demand for the wellness travel, the hotel will introduce the health-oriented services such as in-room fitness options, wellness packages and the partnerships with the local health providers (SANDUA, 2024). Offering the yoga classes, spa treatments or the meditation spaces would appeal to the health-conscious guests. Furthermore, the wellness-focused food menus with the organic, locally sourced the ingredients can enhance the guest experience. Embracing the wellness trends would attract the new clientele but also create the opportunities for the premium services, boosting the hotel's reputation as a holistic, the health-conscious destination.
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Enhanced Digital Marketing and Online Presence
The hotel should strengthen the digital marketing efforts to reach a wider range of audience. By investing in the social media marketing, influencer partnerships and the search engine optimization, the hotel can increase the online visibility. Utilizing the platforms such as Instagram, TikTok and the YouTube to showcase the guest experiences, promotions and the events would create engaging the content for potential customers. The email marketing and the personalized promotions can further drive the bookings. The effective digital strategies will improve the brand presence, attract the various new customers and also foster the loyalty through the enhanced guest interactions across the online channels.
Partnerships and Collaborations
The strategic partnerships with the local businesses, tourism agencies and also attractions can elevate the offerings of the hotels by creating the unique, bundled experiences. The collaborations with the local restaurants, cafes and the event organizers will allow the hotel to provide the exclusive packages. This enhances the value proposition. These partnerships can boost the guest satisfaction by offering more than the accommodation. This includes the local tours, dining experiences or the event hosting. Leveraging such collaborations can expand the hotel’s reach, attract the new guests and also generate the additional revenue through the diversified service offerings and the cross-promotion with regional partners.. 
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Action Plan
	
	Action
	Responsible Person
	Timeline
	Resources Needed
	Key Performance Indicators (KPIs)
	Status

	Staff Training and Development
	HR Manager
	2 months
	€500-€1500 for training programs
	Increase in service quality and guest satisfaction by 10%
	Not started

	Implementing Feedback Mechanisms
	Operations Manager
	1 month
	Online guest feedback system
	Number of guest complaints reduced by 15%
	Not started

	Technological Upgrades
	IT Manager
	3 months
	New booking and service management system
	Increase in online booking and reduced processing time by 20%
	Not started

	Sustainable Practices Implementation
	Environmental Officer
	4 months
	Eco-friendly materials and training for staff
	Positive guest feedback on sustainable practices increases by 30%
	Not started

	Customer Service Enhancement
	Front Desk Manager
	1 month
	Customer service training workshops
	Consistent high guest ratings on service (above 9/10)
	Not started






Conclusion
This consultancy report puts emphasis on the critical business challenges that Electra Palace Athens Hotel faces, referring to the inconsistency of service quality that has led to drop in guest satisfaction as well as hotel reputation. The report has presented by the consultant of PwC which is one of the leading consultancy firms in the UK. In detail analyses through PESTEL, SWOT and TOWS, it is clear that external factors like economic instability, changing customer expectation and the technological setback are affecting the hotel's operational challenges. As the root cause of service quality problems, internally, staff training and development opportunities, lack of good feedback mechanisms, outdated technological infrastructure are identified.
Since these weaknesses have not been addressed, the recommended action plan tries to address them through comprehensive staff training programmes, the installation of upgraded technological infrastructure and the implementation of effective feedback systems to improve guest experience. Additionally, since the hotel will take on sustainable practices this aligns with the increasing need of eco-friendly hospitality services that hotels will be position to welcome the environmental conscious travellers. Through these achievement areas, the hotel can leverage its strengths by mitigates threats of the competitors or market change, for example, the hot hotel or location at prime and neoclassical charm.
Within the context of the action plan, the expectation has been to improve the quality of service at the hotel, as well as that of the hotel’s business as a whole. Understanding the needs of the guests and gratitude to providing them with good services within competitive pricing is the key for competitive advantage in hospitality sector of Greece. Lastly, to regain market position and become a profitable and sustainable business, Electra Palace Athens should incorporate an intensive training scheme, taking the best of technology, following green practises and working hard to improve its customer’s feedback to ensure a sustained growth in business.
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