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[bookmark: _Toc165482315]Executive summary
The main purpose of this consultancy report is to provide consultations to an organisation facing a business issue. In this regard, the organisation which was chosen is Villa Pinelopi in Mykonos Greece. This international hotel is located at the centre of town offering the guests proximity to the key attraction sites and city amenities. It has also combined traditional Greek hospitality with modern amenities in terms of WIFI, TV, electric kettle, online booking system, and such. However, at present the hotel is facing the major issue of poor customer satisfaction level which can pose a significant threat to its brand reputation and long-term sustenance in the Greek hospitality industry. A structured approach was taken in this consultancy report to make data-driven informed decisions which will guide the strategic solution development and action plan for the organisation which can address and mitigate this prevalent issue effectively. Firstly, a root cause analysis of the issue to identify and investigate the symptoms, causes, and contributing factors were identified. Furthermore, a thorough environmental analysis using the PESTLE framework for the external factors influencing the Greek hotel market and a SWOT framework for assessing the internal factors was carried out. The key external environmental factors based on PESTLE analysis were government policies minimising short-term rental stays, a 3.2% increased inflation rate and consumer price index of 1.5%, a strong estimated market growth rate of 2.13% of the Greek hotels, consumer preference for personalised service, sustainability practice, blend of Greek hospitality and modern amenities, high internet penetration rate of 83%, and regulatory compliance regarding the Civil Code and Code of relations. These factors create various opportunities for growth for this hotel as well as challenges which can intensify the severity of its prevalent issues. SWOT analysis was also conducted in which key areas of strength in terms of the hotel location and its strategic priority of blending Greek hospitality and modern amenities, areas of improvement in terms of the hindrance in location access, poor maintenance quality, and rude behaviour of the staff were identified. Emerging opportunities in terms of customer demand for hotels as compared to short-term rentals, high internet penetration rate, sustainable business practices and threats such as economic consumer spending behaviour, climate tax, and regulatory compliance can threaten the hotel's sustenance. TOWS tool was also used to offer strategic direction to the hotel based on the SWOT outcome, in which the application of strength factors in leveraging opportunities and addressing threats was provided in addition to the use of opportunities to manage areas of weaknesses and the urgency to address weakness which can pose a threat to the hotel. Depending on the identified weaknesses, and threats, the consultancy report also has suggested a few recommendations for the Hotel Villa Pinelopi. Majorly it is stated that the Hotel Villa Pinelopi must improve its infrastructure. Depending on this, a few steps such as revenue management, customised guest services, housekeeping management, developing guest security services, receiving guests feedback, and many others are suggested. Along with this, how these suggestions needed to be incorporated within the hotel are mentioned by the consultancy report together with the benefits of them. Additionally, it is also suggested to create a strong social media and content strategy. However, it is highlighted that social media platforms have become an inevitable part of today’s life and thus, the global business market is also influenced by it. Hence, through proper content strategy, the Hotel Villa Pinelopi enhanced its active social media presence. Thus, the customers would able to be informed about their values, cultures, and all the detailed information from hotel visuals, and guest testimonials. On the other hand, it is noted that the entitled hotel is encountering customer dissatisfaction due to its staff’s rude behaviour. hence, the consultancy report also has recommended the hotel to develop a training management portal for its employees. in this case, initially, it has been suggested to find out the areas of improvement and arrange training and grooming programmes. Not only this, it is also suggested that Human Resource Managers must play a crucial role in hiring efficient, skilled, and experienced employees who are perfectly fit to the aims and objectives of the organisation. All these have been recommended so that the entitled hotel can ensure better services to its customers and customer satisfaction can be gained. This is highly crucial as the success of the hospitality industry is dependent on customer reviews and feedback. Hence, it is necessary to retain customer loyalty in terms of providing better services. The consultancy report also has incorporated the importance of change management strategies. However, effective organisational strategies are the principal determiner of organisational success on the other hand, The tourism industry is highly volatile and dynamic. In this regard, it is significant to be highly flexible so that as per the situational demands restructuring and reengineering strategies in operational functions can be adopted. Here, the framework of Kotter’s 8-Step Model has been utilised to influence and improve change management practices. Additionally, the positive impacts of change management practices are highlighted such as reduction of payroll costs, growth of outsourcing, restructuring the operational strategies, enhancing customer satisfaction, triggering productivity and profitability, and such. Lastly, an action plan has been made in this consultancy report to foster overall improvements.
[bookmark: _wglmdeaiq7km][bookmark: _Toc165482316]Introduction
Consultancy reports provide key insights and solutions to prevalent issues and problems faced by an organisation or people across areas in which they need more knowledge or experience (Newton, 2019). This report will address certain key issues faced by an international hotel to help the client in making informed strategic decisions. The global hotel for which the consultancy service will be provided is named Villa Pinelopi located in Mykonos town in Greece in 1982 (Villa Pinelopi, 2023).
Lush greeneries surround the hotel and have both traditional Greek hospitality and modern amenities to enhance customer experience. The accommodation service includes 7 open plan studios with facilities of a kitchenette, WIFI, TV, and private patio as well as 4 double rooms with WIFI, TV, mini fridge, electric kettle, safe box, and such. Additional facilities offered by the hotel comprise a Greek breakfast at additional cost, 17 hrs reception, free WIFI, transport service, car and moto rentals, porterage service, and such. As it is located in the centre of Mykonos town, it offers the customers easy access to key sightseeing and nightlife facilities on the island (Villa Pinelopi, 2023).
The present issue which was mainly facing the global hotel is poor customer satisfaction level.  It is problematic for the hotel as this issue can lead to a lack of customer loyalty, damage to the brand reputation, negative marketing, loss of revenue, and such. Effective customer satisfaction services are essential to attract global customers (Dam and Dam, 2021). In particular, it also has issues in terms of location access which is prevalent across feedback sections of platforms such as TripAdvisor (Tripadvisor, 2024). The perceived difficulties in transportation can significantly affect the guest experience and deter potential customers from selecting this hotel. There were also several issues related to accommodation services such as compact rooms, noisy surroundings, smelly, soiled, humid, and such aspects which can also affect the guest experience and satisfaction level. Such issues can also affect the hotel in terms of retaining its brand reputation across the hotel industry in Greece and attracting potential customers (Hamzah and Shamsudin, 2020). The rude behaviours of the reception staff also suggest poor customer service. Such negative customer service will create a negative impression of the hotel and deter potential guests.
To effectively address such issues for Villa Pinelopi, justified suggestions from the Insight Consultancy will be provided. The consultancy firm offers industry-specific expertise services to client organisations which are seeking guidance and necessary advice. In this regard, this firm takes detailed information on the key issues faced by the client to analyse the issues and situations for identification of the underlying cause and potential impact. Assessment of the issues in terms of the severity of the risks and consequences was also carried out to understand the urgency of meeting the issues (Buttrick, 2009). Based on the data, informed decisions are made to propose effective solutions specific and relevant to the prevalent issue with necessary advice and guidance (Johnson, 2005). Solutions are provided in terms of actionable strategies based on industry data and literary evidence to guide the clients in solving complex problems (Kipping and Clark, 2012).
For an effective analysis of the problem at hand certain relevant analytical frameworks will be used in this report which is PESTEL, SWOT and TOWS. PESTLE will be used to identify and analyse the external environmental factors such as political, economic, social, technological, legal, and environmental factors which influence the operations and strategies of the hotel (Buye, 2021). SWOT framework is used to analyse the internal environmental factors of the concerned hotel in terms of its brand reputation, resource capabilities, services, and such. This framework will help in analysing the areas of strength, weaknesses, opportunities, and threats of the organisation. The TWOS framework will further be used based on the SWOT analysis outcome to identify the strategic practices available for the hotel in mitigating the prevalent issues (Johnson et al., 2014). 
[bookmark: _6do8g8s2xras][bookmark: _Toc165482317]Analysis 
[bookmark: _gcgubadurjja][bookmark: _Toc165482318]Root cause analysis
To analyse and discuss the issues in detail, a root cause analysis of the issue will be carried out below-
Identifying symptoms and causes
The key symptom of the issue is the poor customer satisfaction level as evidenced by the negative reviews with lower than 4–5-star ratings and feedback. The main causes for this issue are guests reporting difficulties in accessing the hotel (Refer to Figure 1). The main cause of the quality control issues in rooms is due to their compact nature, humidity, noise, smelly, and soiled rooms (Refer to Figures 2 & 3). Another symptom which was identified is the rude behaviour of the reception staff (Refer to Figures 1 & 3). 
Investigation of contributing factors
The main contributing factors for such issues can be analysed further. The issue with hindrance in easily accessing the hotel can be due to the lack of external signage in the hotel. There can also be inadequate transportation service or lack of staff assistance for the guests which leads to their dissatisfaction level. Issues with room quality can also be due to a lack of maintenance service in the hotel. The housekeeping practice also lacked proper quality standards which resulted in degradation of the quality (Ihsan and Alshibani, 2018). The contributing factor to the rude behaviour of the reception staff can be a lack of effective customer service training and morale issues. Such factors can also lead to unprofessional behaviour of the staff. 
Solutions
The potential solutions which can be developed for the Hotel to address the issues are providing clear directions for the hotel across the website. Staff assistance or local transportation service can also be provided for convenient access to the hotel. Routine maintenance can be scheduled in addition to targeted housekeeping training to improve the quality standards of the hotel. Furthermore, comprehensive customer service training, clear service quality standards, and staff performance surveys can be implemented to address the customer service issue (Baron and Armstrong, 2007). 
[bookmark: _27eg2ek01vvo][bookmark: _Toc165482319]PESTEL analysis 
The external factors which are contributing to the issues in the hotel are analysed below using the PESTLE framework- 
Political
The key political factors which influence the hotel industry of Greece in a wider context and will influence the strategic decisions of Villa Pinelopi are government policies, regulations, tariffs, and such. In Greece, government policies were implemented to control the over-tourism crisis in the nation. As a result, restrictions were set for hotels across two main divisions of areas which are “saturated” and “developed”. In saturated areas like Mykonos, short-term rentals were restricted to 30 days annually while in developed areas like Athens, it was limited to 60 days. Upscale development regulations were also set which can compel unused or dilapidated properties to be renovated (ETIAS, 2023). The implication of these policies on Villa Pinelopi is the reduction of market competition from vacation rental services such as Airbnb. The concerned hotel can also leverage the increased demand for hotel rooms to gain revenue. However, it also needs to comply with the new regulations, particularly short-term rentals. 
Economic
The annual inflation rate of Greece has increased to 3.2% in 2024 which is mainly driven by an increase in prices for clothing and footwear, transport, and health (Trading Economics, 2024). However, the hotel industry in Greece thus can face higher operating expenses due to the increase in essential goods. The consumer price index has also increased by 1.5% in March as compared to the last six months. As compared to other European countries, the cost of living in Greece is 30% lower (Anyresidence, 2023). However, this varies based on the geographical regions in which the islands are comparatively less affordable. This can in turn also influence consumer spending habits in terms of economic decisions which can affect discretionary spending on hospitality services. On the other hand, the revenue generation in the hotel market in Greece on the other hand was expected to increase to one billion in 2024. In terms of estimated growth, the market is also expected to have a growth rate of 2.13% compound annual growth rate (Statista, 2024). It can also influence the hotel market in Greece to explore different revenue diversification and growth strategies (Aaker and Moorman, 2023). 
Social
The key social factor which influences the hotel market in Greece is the consumer trends. As per the Statista report, customer preference has shifted towards a unique and authentic hospitality experience (Statista, 2024). The accommodation which blended Greek hospitality with modern amenities was the most popular with the tourists. This consumer preference effectively supports the organisational policy and services of Villa Pinelopi in which the hotel has blended Greek hospitality with modern amenities such as online booking, WIFI, and such. There is also the growth of personalised services and demand for eco-friendly and sustainable practices (Statista, 2024). Personalised service can impact hotels to include amenities which provide personalised service to guests who are seeking exclusivity and privacy. To cater to environmentally conscious customers, hotels also need to implement sustainable practices which cater to their needs and preferences (Abdou et al., 2020). 
Technological
The growth of technology and its integration into the hospitality industry of Greece will influence the operations and services of the hotels. There is a growth of online booking reservations across platforms like Booking.com, HRS, Expedia Group, and such. Investment across such online booking platforms will be essential to leverage technology in attracting global customers. Various technology-based software solutions were also implemented within this industry such as Epsilon Hospitality which enables the hotels to tailor their services, manage tourist accommodation, retail operations, and such (Vaini, 2023). As per the World Bank data, the internet penetration rate in Greece is 83% in 2022 (World Bank, 2024). It will also influence the digital marketing practice in the hospitality industry of Greece to gather potential consumer data, analyse customer behaviour, offer feedback, implement customer engagement practices and such (Chaffey and Ellis-Chadwick, 2019). 
Legal
The hospitality industry of Greece also needs to comply with key regulations to conduct legal and ethical business operations. Such regulations which influence the organisational policies of hotels in Greece are The Greek Civil Code of 1946 which suggests the rights of the hoteliers and the guests in terms of accountability of property, claiming damage or removal, hotelier's liability, and such. There is also a Code of relations between the hoteliers and the individual guests and groups in terms of renting rooms, requesting deposits, terms of departure, pricing, and such (grhotels, 2024). 
Environmental 
The key environmental factor which influences the hospitality industry of Greece is its climate tax. The climate tax introduced for the tourists requires the hotels to charge based on their rating which ranges from 1 to 10 euros (Tovima, 2024). However, this will lead to increased expenses for the tourists which can, in turn, impact their travel plan management in terms of accommodation or choosing alternative destinations. Tourists can also seek budget accommodations and shorten stay times which can in turn affect the occupancy rate.
[bookmark: _qi58y91hzh6o][bookmark: _Toc165482320]SWOT analysis
	Strengths 
	Weaknesses 

	· The location of the hotel is its key strength which is located in the town and is within walking distance from everything while also being surrounded by lush greeneries (Villa Pinelopi, 2023). 
· It has also combined traditional Greek hospitality with modern amenities to cater to guest interests seeking authentic Greek cultural experience while experiencing convenience and comfort from the modern amenities (Villa Pinelopi, 2023).
	· Access to the hotel from the main road is difficult which creates hindrances for solo travellers (Booking, 2024).
· Some of the rooms had poor maintenance conditions which in turn affected customer satisfaction levels (Trip, 2024).
· The rude nature of the reception staff can create an unwelcoming environment for the guests (Tripadvisor, 2024).
· Negative customer feedbacks across platforms such as Booking.com, TripAdvisor, and such affect the brand reputation and customer purchasing intention. 

	Opportunities 
	Threats 

	· Limited stays for short-term rental services in saturated areas like Mykonos can increase customer demand for hotels such as Villa Pinelopi (ETIAS, 2023). 
· The rise of consumer preference towards sustainable practices poses a key opportunity that the hotel can leverage to implement eco-friendly practices (Statista, 2024).  
· The growth of the internet penetration rate in Greece can also be leveraged to use social media marketing for the promotion of the brand (Evans et al., 2021). 
	· The rise in the consumer price index in Greece and the increased cost of living in islands such as Mykonos can affect consumer spending habits and pose a threat to their revenue as spending on leisure and hospitality services will be limited (Hamilton et al., 2019). 
· Climate tax can affect customer behaviour in terms of reducing their stay times which can in turn reduce hotel occupancy rate and subsequent revenue generation. 
· The lack of legal compliance towards the Greek Civil Code and the Code of Relations the hotel can result in legal complications and financial penalties which can severely affect the brand's reputation and sustenance (Armour et al., 2020). 


[bookmark: _dhr615yid0py][bookmark: _Toc165482321]TOWS analysis
	TOWS matrix
	External factors

	
	Opportunities
	Threats 

	
External factors 
	Strengths
	Strengths/Opportunities
	Strengths/Threats 

	
	
	· The convenient location of the hotel can be promoted to cater to the growing customer interest in hotels due to the short-term rental locations (Grewal and Levy, 2022). 
· Modern amenities in terms of eco-friendly practices such as energy-efficiency operations, waste reduction, responsible water usage, biodegradable supplies, and such can be provided to leverage the growing consumer consciousness towards environmental betterment (Abdou et al., 2020). 
· Social media platforms can also be leveraged by the hotel to highlight its unique value proposition which is the blend of Greek hospitality with modern amenities. Such platforms can be used to gather consumer insight into its target customer group to offer targeted promotional campaigns and advertisements for the customer group or the digitally connected travellers (Evans et al., 2021). 
	· The unique location of the hotel which is present in the city offering access to different areas of the town while also being surrounded by greeneries can be used to focus on the value and convenience offered by the location in attracting budget-friendly customers who prefer proximity to tourist attractions. 
· Guest experiences can be enhanced to prolong their stay duration by focusing on Greek hospitality to offer personalised service, high-quality modern amenities, and such to positively influence their retention intention and increase occupancy rates (Grewal and Levy, 2022). 

	
	Weaknesses 
	Weaknesses/Opportunities
	Weaknesses/Threats 

	
	
	· The hotel can increase investment in eco-friendly amenities and carry out upgradation of the maintenance standards to meet the customer expectations towards quality of the services. 
· Social media can also be used to form open communication channels with the target customer groups by interacting through message or comment sections of applications such as Facebook and Instagram to obtain reviews and feedback. Such insight can further be incorporated within the action strategies to make necessary improvements in service. 
· Technology can also be leveraged to use social media to promote a positive brand image and effective reputation management to overcome negative feedback and reviews across online platforms by introducing and promoting sustainability practices and community engagement initiatives (Evans et al., 2021). 
	· The difficulties in accessing the hotel area by solo travellers can pose a threat to revenue generation as it can deter customers from seeking convenience from the hotels. 
· The issues emerging from the quality control and maintenance aspects of the hotel can also lead to legal complications in terms of failure to maintain the set quality standards which can damage the hotel's reputation and credibility. These weaknesses thus need to be addressed effectively to ensure its long-term success (Burnes, 2014). 
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· Improving hotel infrastructure
1. Revenue management
Revenue management in the hospitality industry is highly essential for setting prices (Klein et al., 2020). In this regard, effective revenue management comprises activities like deciding room rates based on seasonal demands, promotions, advertisements, infrastructure improvements and many more. Hence, by applying an effective revenue management team, hotel infrastructures can be improved.
2. Customised guest services
Depending on the demographical and physiographical belongings, the hotel industry has to deal with diverse demands, expectations, and preferences of the guests. On the contrary, customised guest services are the key to better customer experience (Buhalis and Moldavska, 2022). In this regard, technological integration can be adopted to ensure effective interactions with the guests along with facilities like online reservation management, and such. This can assist in retaining the customer choices, hence personalised services can be ensured.
3. Housekeeping management
Housekeeping management is another key aspect of improved hotel infrastructure as they are the greatest contributor to the guest’s comfort (Osunsanmi et al., 2020). In this regard, an efficient house management department should be implemented with standardised procedures. Regular cleaning, careful conduct, well-maintained rooms, and such can be the major recommendations to ensure an improved hotel infrastructure. 
4. Guest security services
The hotel services must create a guests-friendly atmosphere so that the guests can feel safe within the hotel infrastructure. This is crucial as a secure environment fosters trust (Hasyim, et al., 2020). However, guest’s trust towards the property and infrastructure would lead to a better customer experience and that can positively impact the enhancement of customer engagement. In this case, modern surveillance technology can be utilised to take preventive security measures for the guests.
5. Guest feedback
According to Christanto (2020), feedback is an invaluable catalyst for continuous improvements, so that growth and refinements can be retained. Hence, hoteliers can collect customer feedback actively to gain insights into their perceptions. Additionally, diverse customer preferences also can be sensed and based on this personalised guest services can be provided (Ferraro et al., 2024). Apart from this, the negative review from the part of the customers significantly would help in identifying the areas of flaws and necessary initiatives that can be undertaken to mitigate the issues.
6.  Creation of social media and content strategy
In the present era of digitalisation, different social media platforms have become an inevitable part of marketing, and advertising (Yurchuk, 2021). In this regard, based on the identified issues, the Hotel Villa Pinelopi must perform social media audits to understand the current status of the hotel's social media presence. The social media audit can be understood as all means of ensuring interactions through social media like comments, likes, shares, and many more which can promote engagement with the audiences (Steinmetz et al., 2021). Hence, the URL, engagement metrics, and others can be developed and utilised by the Hotel Villa Pinelopi. A robust social media and content strategy can be prepared by the entitled hotel to enhance its active social media presence. A robust content can showcase the objectives, and values of the hotel which can assist it in creating inevitable alignment with its audiences (Soliman and Al Balushi, 2023). In this regard, content can be prepared on the hotel visuals, guest testimonials, and other promotional purposes.
7. Recruitment based on institutional culture
Recruitment practices must be processed based on the prestige and culture of the organisation (Mavridopoulou and O’Mahoney, 2020). In this regard, culturally fit candidates can be chosen as employees of the entitled hotel to balance their impression. Hence, hiring management should work on this.

· Developing a training management portal for the hotel staff
1. Trace the areas of improvement:
It is highly important to find out the areas where the hotel staff are needed to be trained through proper assessment. There can be various fields, such as communication skills, housekeeping management skills, customer services and many more. Hence, based on definite goals, objectives must be chosen which would determine the training curriculum. 
2. Arrange training and grooming programmes
In the case of the entitled hotel, it is crucial to work on the employee's communication skills (Veleva, 2020). In this regard, proper training programmes can be conducted on the part of the hotel to retain the skill development programme. It is also important to groom the staff so that they can treat customers accordingly. Overall appearance and dress code must be maintained.
3. Digital integration
It has been identified that the Hotel Villa Pinelopi, has encountered several challenges for its poor social media existence (TripAdvisor, 2024). According to Heeks et al., (2021), the current global business market is marked by digitalisation, and poor, inactive social media presence can adversely impact a brand. It has resulted in deteriorating Hotel Villa Pinelopi's brand credibility and has put the customers in trouble. This has led to severe customer disengagement.  It is noted that the customers of the hotel Hotel Villa Pinelopi find it difficult to access the location and other necessary details. In this regard, it is highly necessary to adopt technological integration. As per Pineda Montserrat (2024), properly, well-structured websites can be developed along with all the details such as location, room availability, price, and others. 
· Strategic decision-making
The systematic ways to make decisions based on the business objectives can recreate the stratagem of any business. According to, Kirchherr et al., (2023) the mission, vision, and 
The goal of a company is the dictator its strategies. This is because they provide the fundamental altar of the strategic decision-making process. Strategic decision-making practices foster the business organisation in making information decisions by analysing the gathered data (Noordzy, 2014). There are several benefits of strategic decision-making practices. The tourism industry is highly volatile and dynamic (Stylos et al., 2021). Thus, it is required to be updated with the changes and transformations so that required steps can be undertaken to handle the external business market environment. In this regard, effective strategic decisions assist in the anticipation and adoption of the ever-changing tourism trends. Tsiotas et al., (2021) have opined that seasonality is another principal aspect of Greek tourism which also incorporates impacts on the hospitality industry. Hence, strategic decision-making practices can help them in making changes in decisions as per their situational need. However, Subramaniam et al., (2011) have opined that efficiency in the decision-making process encourages risk management of the organisation. Along with this, revenue generation can be maximised. 
[bookmark: _Toc165482324]Change management practices and their importance
The implementation of the change-management practices can be done efficiently by maintaining a few systematic steps and they are as follows:
[bookmark: _Toc165482325]Recognising the areas that need to be changed:
Before implementing change management practices within an organisation, it is necessary to identify the areas that need to be changed. In this regard, the current position of the organisation must be accessed and depending on that specific challenges must be figured out. On the other hand, Whittington (2020) has opined that effective organisational strategies are the key to organisational success hence they must be framed with the association of the organisational aims, objectives, and strategic goals. Additionally, Santoro et al., (2020) opined that effective interaction with all the stakeholders can be a great assistance in identifying the major issues faced by the organisation and depending on that developing and implementing adequate change management strategies can be ensured. This is because the success of the hospitality industry principally relies on customer feedback and preferences.
[bookmark: _Toc165482326]Tracing the upcoming risks:
To implement proper change management practices, it is extremely required to identify all the risks that can hinder the entire growth of the hotels (Subramaniam et al., 2011). In this case, a thorough risk assessment can be conducted to recognise the potential risk factors. 
[bookmark: _Toc165482327]Stakeholders engagement:
According to Santoro et al., (2020), stakeholders play the most significant roles in the business's success. Thus, it is crucial to involve all the stakeholders in the implementation of the change management practices. Hence, effective interactions among all the stakeholders can help them to be aware of the obtained changes and it also can trigger the change-making practices.
[bookmark: _Toc165482328]Developing change management strategies:
Depending on the current organisational position along with the identified risks, strategies can be developed to retain improvement. In this case, by applying the framework of Kotter's 8 steps, change management practices can be implemented properly. According to Laig and Abocejo (2021), Kotter's 8 Steps model ensures guidance to any business organisation while framing the stratagem for retaining growth and development. The model has eight major steps and they are "creating a sense of urgency", "creating a powerful coalition", "forming a vision for change", "communicating the vision", "employee empowerment", "generating short-term goals", "consolidate gains and production of more change",  and "anchoring new approaches" (Sibanda et al., 2023). Creating urgency means sowing the sense that changes are required. This can help the entitled hotel to take the initiative in checking threats and emergencies by evaluating the overall scenario. It also helps in examining further scopes and opportunities. In the second step, efficient leaders are entrusted with the responsibility to take necessary steps to encourage change (Whittington and Molloy, 2005). Hence, a coalition is used to create these steps to facilitate changes effectively. The third step would allow the organisation to set the strategic visions which would lead to positive outcomes. The fourth step is associated with the implementation of strategic change-making practices and hence it establishes a link between the vision and strategies. On the contrary, Athman (2023) opined that the organisational structure is reevaluated then and based on that problems are used to identify what can hinder the execution of change-making practices. Now, mitigating stratagem are created to mitigate those challenges. Furthermore, it gives importance to creating short-term targets and achieving them. This is crucial to demonstrate efficient changes (Buzan and Whitehead, 2021). Lastly, the framework is also focused on monitoring each step accurately. Hence, it is quite definite that by applying Kotter's 8-step model change management practices can be implemented more efficiently. 
[bookmark: _Toc165482329]Impacts of change management practices on the organisations of the hospitality industry
Most of the organisations in the hospitality industry have utilised the framework of Kotter's 8-step model while adopting restructuring and reengineering strategies in their operations. It has had a positive impact on the reduction of payroll costs, and growth of the outsourcing. Additionally, Noordzy (2014) has stated that restructuring the operational strategies improves all the efficiencies needed to mark effective improvements. Hence, customer satisfaction can be gained positively. On the other hand, Udofia et al., (2021) have opined that productivity and profitability are the major reflector of an organisation's performance. In this regard, the change management practices can foster sustainable competitive advantages in the global market share. 
In measuring the success rate of change management practices, the KPIs perform a pivotal role (Linkedin, 2024). By applying the “key performance indicators” (KPIs) metrics, valuable insights regarding the change management practices can be gained and their effectiveness can be understood (Manageengin, 2024). Additionally, stakeholder engagement and gathering feedback are crucial to measure the success rate of obtained changes in management practices (Gitnux, 2024). However, different quantitative metrics like revenue growth, and “return on investment” (ROI) can be utilised to examine the success of change management.   
[bookmark: _Toc165482330]

Action Plan
	Number
	Problem
	Solution 
	Desired outcome
	Time
scale

	Completion
Date

	Planned
Budget


	1
	The rise of the consumer price index in Greece (Tradingeconomic, 2024). 
	· The quality of the services to the consumers can be enhanced in terms of offering personalised services.
· Additionally, premium pricing packages can be introduced through an adjustable pricing strategy. 
· To enhance the position of the hospitality services, the investment needed to be made in the brand reputation enhancement as well as marketing.
	· By applying the discussed solutions, a rate of positive customer experiences can be encouraged.
· Competitive advantages can be triggered in the everchanging market of the hospitality industry.

	5 months
	01/09/2024
	£20,000

	2
	It is difficult to get the road access to the hotel Villa Pinelopi (Villa Pinelopi, 2024)  
	· Properly well-structured websites can be created along with all the necessary information regarding the hotel
· Social media platforms can be used to promote the organisation.
· Effective interaction with the customers can be a help.
	· Properly well-structured websites of the organisation can keep consumers informed about the road map.
· Effective communication also can be a key weapon to resolve the doubts of the customers.
	2 months
	01/06/2024
	£25,000

	3
	Poor infrastructure of the room is noted along with poor housekeeping services and maintenance (Villapinelopi, 2024).
	· Generating a revenue management team is required to resolve the identified issue.
· An efficient house management department should be implemented with standardised procedures
	· Proper revenue management can ensure the effective setting of the prices. Depending on what efficient pricing strategy can be created the hotel infrastructure can be improved.
· Hoesing management department can look after the hygiene, and process of regular cleaning.
	6 months
	01/10/2024
	£30,000




	4
	Deterioration of the customer satisfaction level due to rude behaviour of the reception staff.
	· Through effective communication with the service receivers, diverse demands, expectations, and preferences of the customers can be traced.
· Personalised services can be offered to mitigate the identified issues
· It is significant to hire fit candidates as per the company’s target and culture.
· Arrange effective training and grooming programmes for the employees to develop their personal and professional skills.
	· Understanding the diverse demands, expectations, and preferences of the customers, personalised services can be offered more accurately. Hence, the rate of customer satisfaction can be enhanced.
· Customer satisfaction is the key to customer engagement.
· Professionally skilled and experienced employees can ensure better services to the customers. 
· Effective training programmes trigger the chances to make the employees skillfully ready to handle the customers. Hence, the rate of customer complaints regarding employee conduct would reduce.
	2 months
	01/04/2025
	£20,000



Table 1: Action Table
(Source: Self-Created)
[bookmark: _Toc165482331]

Conclusion
In conclusion, it is highly crucial to offer thanks to the hotel for the tremendous collaboration in terms of sharing detailed information as it has made this consultancy report enriched, authentic and truly relevant to the current context of the hospitality industry. The present report has discussed the issues and challenges faced by Hotel Villa Pinelopi. Along with it, the identified issues have been analysed here and effective recommendations have been made to mitigate those issues. However, it is noted that the global market of the hospitality industry nowadays is tremendously affected because of the lower customer satisfaction rate and the Hotel Villa Pinelopi is also not an exception. Villa Pinelopi was founded in 1982, in Mykonos town of Greece. Though the hotel offers both traditional and modern amenities of the hospitality, still has proved itself a failure in retaining a better customer experience.  
Currently, the Hotel Villa Pinelopi has encountered tremendous deterioration in its brand reputation which has led to loss of revenue generation. Hence, it is facing challenges in retaining the attraction of global customers. All these things happened due to insufficient and poor customer service on the part of the entitled hotel and that is why it has lacked in achieving customer loyalty. It has been noted in the report that the guests are facing challenges while accessing the location of the hotel due to the lack of information provided. Additionally, customers have rated the hotel less due to its poor infrastructure, poor housekeeping services, and rude behaviour of staff. Hence, the report has been prepared based on a detailed investigation of the contributing factors. In this regard, the PESTEL analysis, SWOT analysis, and TOWS analysis have been made to analyse the factors more dedicatedly and to make this report relevant. Not only this, but the report also has sketched the necessary recommendations based on the identified issues, and their symptoms so that improvement can be attained by the Hotel Villa Pinelopi. It has been suggested that the hotel must work on its infrastructure, and arrange a training portal for its employees. Additionally, it is suggested to adopt change management practices. However, how to implement change management practices more efficiently is discussed here along with the framework of Kotter’s 8-Step Model. Additionally, how positively it can impact the hotel industry in retaining customer satisfaction is discussed here. An action plan is prepared also to demonstrate changes. 
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Figure 1: Customer review on Booking.com
Source: (Booking, 2024)
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Figure 2: Customer review on TripAdvisor
Source: (Tripadvisor, 2024)
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Figure 3: Customer review on Trip.com
Source: (Trip, 2024)
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