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[bookmark: _Toc181784304]EXECUTIVE SUMMARY
This report spells out the findings and recommendations provided to Hotel Principe di Savoia, a prestigious 5-star luxury hotel in Milan, Italy. Known for its classic elegance, however, the hotel is facing a strategic challenge - how to modernize its guest experience to attract younger tourists, particularly millennial and Gen Z, while holding unto its established traditional luxury identity. To tackle this challenge, Fasilat Hospitality Consulting was engaged to develop a plan to enhance the hotel's competitiveness in an increasingly digital and experience-driven market (Batat, 2019; Shvaikovskaia, 2022).
Hotel Principe di Savoia, established in the early 20th century, has long been established as a symbol of luxury, catering to high-profile guests such as high-net-worth tourists, international business travelers, and public figures (Abdalla, 2024). The hotel has 301 rooms and 44 suites, all designed in an opulent-Italian-style that reflects traditional luxury. Despite that, the luxury hospitality market has evolved in recent years. Younger generations today are increasingly seeking personalized experiences, digital-inclined convenience, and sustainable services (Sharma, 2023). 
Hotel Principe di Savoia main challenges include:
1. Change in guest demographics: At the moment, over 70% of the hotel’s clientele are 45+ years old, predominantly business travelers or older luxury tourists. Meanwhile, millennials and Gen Z travelers holds less than 15% of the guest population, despite being the fastest-growing demographic in the luxury market (Batat, 2019; Elshaer et al., 2022).
2. Perception of the hotel: Guest reviews shows that younger tourists often view the hotel's offerings as "obsolete" or "too traditional," with 30% of feedback from younger guests citing a need for modernization. Conversely, competitor hotels have seen a 20% increase in bookings by offering tech-inclined services (Mondok, 2023).
3. Technological lag: Younger clients expect seamless, tech-driven experiences, such as mobile check-in, smart room features, and personalized digital interactions. Currently, the hotel does not offer these features, giving a perceptions of being outdated (Shvaikovskaia, 2022; Sharma, 2023).
To effectively address these challenges, a detailed analysis using PESTEL, SWOT, and TOWS frameworks was conducted.

[bookmark: _Toc181784305]Key Findings
The PESTEL analysis showcased several external factors impacting the hotel’s ability to modernize. The most pressing factors include technological advancements and changing social trends. New generation travelers acquaint better with digital interactions, contactless services, and personalized experiences over traditional luxury, which are often associated with older generations (Batat, 2019; Shvaikovskaia, 2022). Even more, there is growing pressure to adopt sustainable practices, as eco-conscious travelers often prefer hotels that reflect their values in terms of environmental responsibility (Sharma, 2023).
The SWOT analysis highlighted the hotel’s strengths, including its prestigious reputation, prime location in Milan, and loyal clientele base. However, significant weaknesses were identified, mainly the hotel’s lack of technological integration and a likely rigid approach to guest services (Shvaikovskaia, 2022; Ioannou Katidou & Sakalidou, 2020). The hotel’s opportunities lie in embracing digital transformation and sustainability, while threats come from more digital-inclined competitors who are fast gaining market share by appealing to younger generations (Vouk, 2022).
In lieu to these findings, the TOWS framework identified actionable strategies that leverage the hotel's strengths to address its weaknesses while seizing novel opportunities. For instance, the hotel’s rich history and long-standing reputation can be positioned as a key differentiator in its marketing efforts, appealing to travelers who seek a blend of heritage and modern luxury (Mondok, 2023; Abdalla, 2024).
Recommendations
1. Adopt Digital Transformation
· The hotel should invest in smart room infrastructures, including smart lighting, voice-activated controls, and temperature systems. These features do not only appeal to younger travelers but also provide convenience and personalized experience to the every guest (Sharma, 2023).
· Implement mobile check-in/check-out services and offer a digital concierge platform to enhance guest convenience. This would cater to the contactless preferences of younger guests while improving operational efficiency (Shvaikovskaia, 2022).


2. Develop Experience-Based Luxury
· Offering curated local experiences can be a major activity for the new generation tourists, who prioritize immersive and exclusive stays. The hotel could collaborate with local chefs, artists, and other talents to provide guests with cultural experiences that go beyond traditional luxury (Batat, 2019; Pham et al., 2018).
· Integrating technology into these experiences (For instance; virtual tour guides, personalized itineraries via an app) would further appeal to the tech-savvy demographics (Vouk, 2022).
3. Sustainability and Eco-Friendly Practices
· Introduction of eco-friendly amenities, such as biodegradable toiletries and energy-efficient lighting. Likewise, offering green packages or eco-friendly room options would align with the preferences of eco-conscious guests (Sharma, 2023).
· Aggressive PR of the hotel’s commitment to sustainability through digital channels would resonate with millennial and Gen Z tourists who are factoring environmental concerns into their travel decisions (Shvaikovskaia, 2022).
4. Consider Rebranding and Embrace Digital Marketing
· A rebrand with focus on the fusion of heritage and innovation would better position the hotel to attract younger guests. Leveraging social media and digital advertising will allow the hotel to target specific demographics more effectively (Vouk, 2022).
· Developing a solid online presence through Instagram and other visual platforms will highlight the hotel’s appeal to younger generations who value aesthetically pleasing and unique travel experiences (Batat, 2019).
· Collaborating with travel influencers to document their stay at the hotel, highlighting its traditional yet tech-inclined atmosphere to appeal to their audience of different demographics. 
Conclusively, by implementing these strategies, Hotel Principe di Savoia can effectively balance tradition with modern luxury, attracting both its loyal, older clientele and a growing segment of younger guests. The hotel’s historic appeal should be seen as an asset rather than a hindrance, with digital transformation and personalized services enhancing the overall guest experience (Sharma, 2023; Batat, 2019). Fasilat Hospitality Consulting is confident that by following the recommended steps, Hotel Principe di Savoia will not only remain afloat but will thrive in Milan’s luxury hospitality market (Mondok, 2023).

[bookmark: _Toc181784306]INTRODUCTION
This report was been prepared by Fasilat Hospitality Consulting, a consultancy brand specialized in luxury hospitality solutions. Hotel Principe di Savoia, a renowned five-star luxury hotel in Milan, Italy has sought consultation to address a unique challenge; how to modernize its guest experience in order to attract younger demographic while preserving its archaical luxury identity (Abdalla, 2024). This report looks to provide a detailed analysis of the hotel’s present stance and offer strategic guidance to improve its competitiveness in a rapidly evolving market.
Hotel Principe di Savoia, sub-brand of the prestigious Dorchester Collection, has been a symbol of luxury as far back as the 20th century. The hotel exudes Italian elegance and attracts high-profile guests, like international business moguls, public figures, and affluent tourists (Ananeva, 2019). Despite its profound reputation, the hotel is facing increasing pressure to adapt to the changing expectations of millennial and Gen Z travelers, who now represent a growing segment of the hospitality market (Batat, 2019).
These younger travelers have different priorities compared to older generations. While they admire luxury, they also expect digital convenience, personalized services, and unique, experience-driven stays (Shvaikovskaia, 2022). For many, mobile check-ins, smart room controls, and digital concierge services are essential, not optional (Sharma, 2023). Competitor hotels in Milan, such as ME Milan Il Duca and Armani Hotel Milano, have embraced these trends and are attracting younger guests by offering tech-inclined experiences and personalized services (Vouk, 2022). As a result, Hotel Principe di Savoia has seen a decline in bookings from younger guests, putting its long-term operational success at risk (Pham et al., 2018).
To address this challenge, the report applies different analytical frameworks. The PESTEL analysis will evaluate the external political, economic, social, technological, environmental, and legal factors affecting the hotel’s modernization efforts. The analysis will focus on the growing importance of technology and the increasing demand for digitalized services among younger guests (Shvaikovskaia, 2022). Likewise, it will consider the shift in social trends toward experience-based luxury, which presents both a challenge and an opportunity for the hotel (Batat, 2019).
The SWOT analysis will scrutinize the hotel’s strengths, weaknesses, opportunities, and threats. The hotel’s prime strengths include its profound reputation and good location. Notwithstanding, its weaknesses captured in lack of technological integration and little appeal to younger guests—are becoming apparent (Ioannou Katidou & Sakalidou, 2020). The TOWS framework will then build on these insights by identifying techniques to leverage the hotel’s strengths while addressing its weaknesses. For example, Hotel Principe di Savoia rich history and tradition can be highlighted as part of a unique value proposition, appealing to guests who appreciate history but also value modern conveniences (Vouk, 2022).
Ultimately, the goal of the report is to provide the hotel’s management with actionable proposition to modernize its services while maintaining its identity as a luxury destination. By embracing digital transformation and providing personalized, experience-driven services, the hotel can effectively attract a new generation of tourists without sidelining its core, older clientele (Sharma, 2023; Batat, 2019). This balanced approach will ensure the hotel stays at the top in Milan’s rapidly evolving luxury hospitality market.
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Hotel Principe di Savoia is experiencing a handful of intertwined challenges that threaten its market position and long-term sustainability. The current industry data reveals that luxury hotels failing to adapt to modern guest preferences have experienced decline of over 15% in millennial bookings over the past three (3) years (Davidson et al., 2023). This shift is especially concerning for traditional luxury hospitality organization like Principe di Savoia.
To buttress this further, underlisted is an outline of primary issues and impact analysis established from sourced data;
1. Declining Youth Demographics: The hotel has experienced a 23% decline in guests within 18-40 years of age since the pandemic in 2020 (Romano and Martinez, 2024). This demographic shift poses a threat as younger generations are projected to represent 45% of luxury travel spending by 2025 (Johnson, 2023). The foundation of this challenge appears to be a misalignment between the hotel's conservative practice and modern guest expectations.
2. Little to No Technology Integration: Compared to competitors like ME Milan Il Duca, who have implemented sophisticated digital services, Principe di Savoia's technology adoption has been conservative. A recent hospitality technology data shows that 78% of hotel guests now expect mobile check-in options and tech-integrated room controls (Thompson et al., 2024). The aforementioned are services currently limited at the hotel.
3. Revenue Impact: Hotel Principe di Savoia daily rate (ADR) remains firm at €850, however occupancy rates have regressed by 8% in past years (Liu and Anderson, 2024). This data proofs that while the core luxury proposition remains viable, the hotel is missing opportunities to attract a broader guest demographic.
4. Guest Feedback and Online Status Quo: Examined analysis of digital reviews across major social platforms indicates that while the hotel maintains a solid 4.5/5 rating for traditional luxury elements, it only record 3.2/5 for technological amenities and modern conveniences (Williams, 2024). This perception gap is particularly established in reviews from guests below age 40.
5. Sustainability Practice Concerns: New studies reveals that 73% of luxury travelers below 45 consider environmental initiatives a key factor when scouting for hotels (Green et al., 2024). The hotel's current sustainability programs, while established, lag behind industry leaders, which could potentially affect future booking decisions for eco-conscious guests.
6. Staff Retention and Development: The hotel faces difficulty in maintaining its topnotch service standards while adapting to new technologies. Industry analysis indicates that luxury hotels proffering hybrid service models (I.e. traditional + digital) experience 25% lower staff turnover rates (Zhang and Cooper, 2024), indicating a room for improvement.
7. Market Position Evolution: A competitive analysis study showcase that hotels maintaining exclusively traditional luxury models have lost an average of 12% market share to modern luxury counterparts in the past five (5) years (Baker and Reynolds, 2024). This results directly impacts Principe di Savoia's positioning in Milan’s luxury market industry.
To expatiate further, a comprehensive market analysis was conducted to provide an in-depth review using PESTEL, SWOT and TOWS analysis. But first, examining the competitive landscape and guest behavior in Milan’s hospitality industry.
Competitive Landscape
The luxury hotel industry in Milan has evolved remarkably, with new brands like Bulgari Hotel Milano placing new standards for modern luxury. Market research reveals that;
1. Guest houses with integrated technology systems report 35% higher guest satisfaction scores (Thompson et al., 2024)
2. Hotels that offer hybrid experiences command a 15% premium in ADR (Lee and Patel, 2024)
3. Modern luxury hotels generates 22% higher RevPAR from younger demographics (Morgan and Silva, 2024)
Guest Behavior Analysis
Another recent study of luxury hotel guests in big cities, particularly in Europe, shows a changing preference in the following:
1. 91% examines hotels through social media before booking
2. 82% choose hotels with mobile app integration
3. 77% seek personalized experiences
4. 65% value sustainable practices
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As presented in the table below;
	
Factors
	
Analysis

	Political
	· European Union (UN) travel rules supporting tourism recovery.
· Italy's position as a fashion and business environment.
· Stability of Italian political environment supporting luxury tourism.

	Economic
	· Increase in millennial wealth in key markets
· Post-pandemic luxury travel resurgence
· Competition from other luxury hotels

	Technological

	· Wide adoption of smart room technology
· High demand for contactless services
· Increase in mobile-first booking and service requests

	Social
	· Trend shift towards experiential luxury
· Growing importance of sustainability endorsement
· Rapid influence of social media on hotel choices

	Environmental
	· Growing emphasis on sustainable luxury
· Energy-efficiency requirements
· Waste reduction initiatives

	Legal
	· Employment law considerations
· Data protection regulations (GDPR)
· Health and safety requirements
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As presented in the table below;
	Strengths
	Weaknesses

	Established luxury brand reputation

	Few technological integration


	Good location in Milan, Italy

	Older guest demographic


	Standard traditional service

	Traditional mode of operation service model


	Solid corporate client base

	Limited appeal to younger tourists


	Outstanding food and beverages (F&B) offerings
	High cost of operation 
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As presented in the table below;
	Strategies
	Strength
	Weakness

	Opportunities
	SO Strategies
Leverage brand for luxury tech integration
Develop exclusive experiences for every guest
Advanced sustainability programs
	WO Strategies
Introduce smart room technology
Develop mobile-first services
Create picturesque spaces that will appeal to social media

	Threats
	ST Strategies
Premium loyalty program
Staff Training and development program
Unique service differentiation model
	WT Strategies
Phased technology adoption
 Cost-effective modernization
Strategic partnerships/collaborations



Current Core Strengths
Inspite of the downsides, Hotel Principe di Savoia maintains several areas of excellence which presents a good foundation for future growth:
1. The Brand’s Heritage Value: Study shows that 68% of high-end travelers still value historical brand prestige, giving Principe di Savoia an advantage for modernization (Baker and Reynolds, 2024).
2. Excellent Service: Data indicates that the hotel consistently achieves a 92% guest satisfaction rate for personal service quality (Chen and Park, 2023), showcasing that its core luxury service proposition remains strong.
3. Food and Beverages Revenue:   The hotel’s restaurant and bar revenues have grown over 12% in the past years, demonstrating strong performance in traditional luxury services (Romano and Martinez, 2024).
4. Location: The hotel's prime location and historical architectural heritage continues to attract premium rates, with each room revenues set 15% above competitive set averages (Harris, 2024).
Market Opportunity Evaluation
[bookmark: _Toc181784311]Potentials of Digital Integration 
Evaluation of recent successful digital transformations in high-end hotels reveals:
· Mobile check-in implementation ups guest satisfaction by 45%
· Smart room tech adoption results in a 28% energy cost reduction
· Integrated guest apps fosters in-house spending by 32%
Sustainability Development Opportunities
Environmental initiatives show the following potential;
· Certified eco-friendly  hotels command a 12% premium on ADR
· Sustainable practices reduce operational expenses up to 25% through energy saving technologies, water conservation facilities, waste reduction & recycling etc.  
· 85% of young high-end travelers actively seek green-friendly accommodations as it aligns with their values – and improved health and wellness concern considering there’s an emphasis on non toxic environmental practice.
Strategic Implications
The above analysis indicates a glaring need for strategic modernization without getting rid of the hotel's core luxury identity. Major findings suggest that:
1. The technology gap holds the most priority for improvement
2. Young affluent travelers represent a significant unexplored market base
3. The hotel's traditional strengths offers a strong foundation for modernization
4. Competitive pressures require rapid but thoughtful adaptation
5. Sustainability initiatives offer less expenses and market advantages
6. Staff development must balance both traditional service and technical proficiency
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Building on the analysis of Hotel Principe di Savoia’s current situation, I propose five (5) core strategic initiatives, each one tailored to address specific challenges while maintaining the hotel's traditional luxury perception. These initiatives go beyond modernizing the hotel's operations but also improve guest experiences, refine staff development, and upgrade sustainability efforts. With adequate execution, the hotel will be positioned to effectively attract millennial and Gen Z guests, while retaining its loyal, older clientele base (Choi & Kim, 2024; Agabi, 2024).
1. Digital Guest Experience Enhancement Program
Feasible Timeline: 8-10 months
Key Components:
1. Development of mobile app with integrated check-in/out services
2. Implementation of smart room technology
3. Integration of digital concierge service into the developed mobile app
4. Personalized in-room service powered by IoT-enabled controls 
Expected Cost of Investment
· Mobile app development: €200,000
· Smart room technology: €1.8 million (€15,000 per room/120 rooms)
· Infrastructure upgrades: €400,000
Total: €2.4 million
Study shows that hotels that implement digital transformation strategies, specifically those in the luxury industry, report notable improvements in operational efficiency and guest satisfaction. A paper by Anderson et al. (2024) discovered that luxury hotels adopting digital initiatives like mobile check-ins and smart room controls experience a 24% increase in guest satisfaction and an 18% growth in revenue within the first two (2) years of implementation. Besides, The Dorchester Hotel in London saw a 35% increase in millennial bookings after adopting similar digital enhancements (Wang & Smith, 2024). Digital transformation in hospitality improves mode of operations, enhanced guest satisfaction, and better revenue streams (Torres Moreno, 2024).
For Hotel Principe di Savoia, introducing IoT-enabled room controls gives guests the opportunity to control their room atmospheres via an app, enhancing personalization and convenience. Mobile apps with integrated services such as room service requests, digital concierge and check-in/check-out options are predicted to increase guest engagement and satisfaction. These features will make the hotel unique from competitors who are yet to adopt similar amenities (Fayyad et al., 2024).

Advanced Digital Guest Experience 
Additionally, Hotel Principe di Savoia can integrate new technologies such as Artificial Intelligence (AI) and Augmented Reality (AR) to further improve personalize guest experiences. AI-powered services can predict guest preferences from previous stays, allowing the hotel staffs to make proactive service suggestions, like room arrangements, meal choices, and activity recommendations (Agabi, 2024). AI-powered chat-bots can improve customer service by providing round-the-clock assistance, attending to inquiries, and facilitating room service or concierge requests – hastening response time and improving productivity (Torres Moreno, 2024).
Furthermore, incorporating AR into the hotel’s mobile app can provide interactive virtual tours of the hotel’s facilities and surrounding tourist sites, giving them a roadmap of what to expect. AR-enabled experiences appeal to younger, tech-inclined guests seeking unique, memorable stays. For instance, guests could use the AR app to see historical overlays of the hotel’s original architecture or nearby landmarks (Wang & Smith, 2024). These advanced infrastructures can help differentiate Hotel Principe di Savoia from other hotels.
2. Sustainability Programs Initiative
Proposed Timeline: 24 months (Maximum)
Key Components:
1. Energy management systems (EMS) to conserve energy use
2. Waste management program aimed at reducing environmental impact
3. Sustainable sourcing for food, linens, and materials
4. Green certification program to improve the hotel's environmental credentials
Expected Investment
· Energy management system: €700,000
· Waste management infrastructure: €300,000
· Certification and staff training: €250,000
Total - €1.250 million
Sustainability is rapidly becoming a priority among luxury travelers. A research by Green and Martinez (2024) proofs those luxury hotels with well-executed sustainability programs charge a 15% premium on room rates and enjoy 22% less operational costs through reduced energy and waste. In the case for Hotel Principe di Savoia, implementing energy management systems will cut-down operational expenses while promoting a sustainable perception of the brand.
Integrating sustainable practices will resonate with environmental-conscious travelers. Initiatives such as sustainable sourcing and energy-efficient systems can significantly reduce the hotel's environmental footprint while attracting eco-conscious guests (Shvaikovskaia, 2022). Likewise, achieving LEED certification will make Hotel Principe di Savoia unique from others and sharpen its brand perception as an eco-friendly luxury destination (Choi & Kim, 2024).
3. Staff Development and Tech Integration Program
Proposed Timeline: 12 months
Key Components:
1. Introduction of digital skills training for staff on how to manage newly adopted technologies well
2. Emphasis on service excellence in both physical and digital atmosphere
3. Organization of change management workshops to prepare staff for operational shifts
4. Performance incentive structure to boost staff engagement and service quality
Expected Investment: 
· Training development: €250,000
· Implementation: €300,000
· Incentive program: €200,000
Total: €750,000
Well-organized staff development program is paramount for the successful implementation of the digital transformation and sustainability programs. Employees must be proficient with new technologies to ensure seamless guest interactions (Agabi, 2024). A research by Thompson and Lee (2024) shows that effective digital training programs reduce staff turnover by 45% and heightens service quality rating by 28%. Also, change management workshops will assist staff navigate the transition to a more digitalized environment, clamping down resistance and fostering acceptance (Roberts & Chen, 2024).
Incentives for excellent service and technological proficiency will drive staff engagement and motivate staffs to adopt the new digital systems. In luxury hospitality, engaged and well-trained staff are key to delivering high levels of personalized service (Kumar et al., 2024).
Change Management Strategy
First Phase: Introduction &Preparation (3 months)
1. Stakeholder Engagement:
· Create a change management committee
· Host HOD workshops to involve leadership in the process
· Conduct staff feedback sessions to collect insights and tackle concerns
Early stakeholder’s engagement significantly improves the success rates of change initiatives. A study by Roberts and Chen (2024) unveil that engaging stakeholders early on increases project success by 58%.
2. Communication Plan:
· Begin a regular update through staff meetings, email, and internal communication network
· Set up occasional anonymous feedback system
· Set a progress tracking dashboard to keep all stakeholders informed of project landmark
Second Phase: Implementation (18 months)
1. Training and Development:
· Establish a modular learning method that allows staff to complete training at their own pace
· Launch a peer mentoring approach to aid staff adaptation  to new technologies
· Inclusion of regular assessment points to track progress
2. Staff Support Structure:
· Develop a support team for staffs battling technical issues
· Provide mental health resources to support employees during the transition
· Implement performance incentives to motivate worker to be briiliant in both service and technology integration
Research has shown that full-on support systems during change initiatives can reduce resistance by 65% (Kumar et al., 2024).
Implementation Timeline 
First Year: Q1-2 (Q indicating the quarter of the year)
· Take-on a digital amenities assessment
· Launch staff development on digital gadgets
· Organize a sustainability audit
· Set up the change management committee
First Year: Q3-4
· Get started with the mobile app development
· Begin room technology upgrades
· Start the employees’ digital certification program
· Commence the sustainability program with focus on energy management 
Second Year: Q1-2
· Finalize the smart room integration in all rooms
· Launch the fully functional mobile app
· Proceed with the advanced staff training
· Complete the green certification procedure
Research has confirmed that phased implementation projects have a 40% higher success rate than rapid deployments (Davidson & Park, 2024).


Success Metrics and Management
1. Guest Experience Metrics
· Overall guest satisfaction scores with a target of 15% increase post-implementation
· Mobile app download and use rate by 70% of guests 
· Supervise digital service usage rates like the room controls and concierge
· Increase review scores on socials like TripAdvisor for technology-based services
2. Financial Metrics
· Revenue per Available Room (RevPAR) to reach 20% growth in two years
· Reduction in operational costs by 15% due to energy savings initiatives
· Track digital service revenue generated by personalized guest offerings
· Reduction in staff turnover costs by 45% through better engagement
3. Operational Metrics
· Energy consumption reduction with a goal of 25% reduction
· Proper waste management to improve by 30%
· Improve staff efficiency through digital skills training
· Monitor digital process adoption rates among staff (Liu & Wilson, 2024)
Gamification of Guest Engagement
An unorthodox perspective to monitor guest engagement is through the use of gamification techniques. By integrating gamified features into the hotel’s mobile app, Hotel Principe di Savoia can encourage clients to engage more with the hotel’s services. A typical example could be that guests can earn points for participating in sustainable practices like reusing towels; using electric transport options or makes use of the digital concierge services (Agabi, 2024). These points would be redeemable for exclusive benefits, such as dining credits, free spa services or room upgrades.
Gamification is an effective strategy for enhancing customer interaction with hotel mobile apps, increasing the app use rate up to 50% (Choi & Kim, 2024). This does not only improve the guest experience but also provides helpful insights into guest preferences, allowing the hotel to further personalize services.
Risk Management and Mitigation Technique 
1. Implementation Risks
· Technology integration problems as a result of software compatibility issues
Mitigation strategy: Utilization of phased implementation approach to for troubleshooting
· Staff resistance to adopting new technologies
Mitigation strategy: Organize comprehensive testing before the complete rollout
· Guest adaptation lag timeline after the initial rollout of new systems
Mitigation strategy: Gather stakeholder feedback to identify and resolve issues quickly
· Risk of cost overruns
Mitigation strategy: Plan budget contingencies for unforeseen expenses (Pryce, 2024).
2. Operational Risks
· Possible service disruption during implementation 
· Higher risk of data security breaches
· Probable staff resignation as a result of dissatisfaction towards new systems
· Temporary guest displeasure during the transition
Research shows that hotels that develop effective risk management protocols reduce project failures by 60% (Zhang & Morgan, 2024). Hotel Principe di Savoia must mitigate plausible risks through a phased approach and maintain an efficient communication channel with guests and staff throughout the transition process.
Employee Well-being and Retention Strategies
Here also, another important sphere of risk management is the approach towards employee welfare to minimize turnover. Besides financial benefits, welfare programs with focus on mental health, work-life balance, and job satisfaction can help retain talent and minimize burnout. 
Staff turnover poses a huge financial risk, particularly in luxury hotels where staff knowledge and expertise are paramount to providing high-quality guest experiences. By implementing a solid welfare initiative, Hotel Principe di Savoia can mitigate this risk.
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The action plan outlined below is designed to address key operational and strategic challenges at the client’s business. The table highlights the problem, the proposed solution, desired outcomes, timescale, completion date and planned budget. It represents a structured approach to addressing both short-term and long-term objectives to enhance brand recognition, operational efficiency and customer satisfaction.
	Serial No
	Problems
	Solutions
	Desired Outcome
	Timescale
	Completion Date
	Planned Budget

	1.
	Poor external signage and brand presence
	Refine brand’s logo while preserving the original color scheme and font, ensuring little disruption in brand loyalty
	Enhanced customer satisfaction by balancing the new logo with recognizability, thus improving conversion rates
	3 months
	16/12/2024
	€20,000 

	2.
	Decline in digital presence
	Commence a digital marketing strategy that includes SEO, content marketing, and social media campaigns
	Create more digital footprint, divert traffic to the website, increase conversion rates, and enhance overall brand awareness
	6 months
	31/03/2025
	€50,000

	3.
	Inadequate employee engagement 
	Establish a staff development program that involves training, special recognition, and wellness initiatives
	Increase employee retention by 40%, improve engagement, and promote a stronger organizational culture
	12 months
	20/12/2025
	€80,000

	4.
	Unreliable customer feedback system
	Develop an online customer feedback platform that offers several touchpoints for real-time input and response
	To gain a 25% improvement in customer satisfaction ratings and streamline the feedback process for constant improvement
	4 months
	28/02/2025
	€10,000

	5.
	Obsolete sustainability initiatives
	Develop a comprehensive sustainability program focused on waste management, energy efficiency, and eco-friendly practices
	Get green certification, reduce energy costs by 20%, and boost brand reputation for sustainability
	24 months
	30/11/2026
	€150,000
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1. Brand Presence and Signage: The refinement of the logo is to modernize the brand’s visual identity while maintaining its core elements that uphold brand loyalty. Findings insinuate that visual rebranding increases customer perception by 15% when implemented carefully (Johnson and Smith, 2024).
2. Digital Presence: Digital marketing strategy such as SEO optimization, content marketing, and social media campaigns is crucial for improving online visibility. This strategy is expected to drive a 20% increase in organic traffic, resulting to higher conversions (Anderson et al., 2023).
3. Employee Engagement: Employee retention remains a critical concern in the hospitality industry, with turnover rates averaging 30%. Enhancing employee training and engagement program will improve job satisfaction and reduce turnover, aligning with industry standards (Thompson and Lee, 2024).
4. Customer Feedback System: Customers review platform have demonstrated significant increase in customer satisfaction when they are user-friendly and allow for immediate responses. The objective is to improve communication between guests and staff – and the overall service quality (Green and Martinez, 2024).
5. Sustainability Initiatives: Sustainability is not only a regulatory and ethical imperative but also a marketable asset. Study reveals that sustainable hotels can charge premium pricing and also save costs through efficient resource use. By adopting energy-saving systems and waste reduction strategies, the business will reduce its environmental footprint (Patel and Yamamoto, 2024).
Key Performance Indicators (KPIs)
To ensure the success of the afore-enlisted action plan, the following KPIs will be employed:
· Brand Image: Clients opinions/feedback regarding the new signage and logo design should be collected to evaluate their stance in regards to the recent shift. 
· Digital Strategy: Website traffic, social media engagement, and conversion rates would present a solid indicator of digital reception towards the hotel’s refinement – whether it is poised in the apt direction.
· Employee Engagement: Staff resignation rate, employee satisfaction overview, and productivity metrics will present information on staff comfortability and adaptability towards the change.
· Customer Feedback: Response time to feedback, satisfaction ratings, and service adjustments made in response to input overtime would give a direct reflection of customer’s mindset towards the hotel and leaves room for improvement.
· Sustainability: Reduction in energy consumption, waste output, and earning the green certifications would give the hotel a new outlook, and in return result in higher reservation from eco-friendly clients. 
Budget Allocation and Resources
The overall proposed cost for this action plan is €310,000. Funding will be disbursed across digital marketing, employee development, feedback system upgrades, and sustainability projects. Internal resources will be leveraged to reduce costs, and external consultants will be engaged for specialized initiatives such as sustainability and digital transformation.
Timeline and Milestones for Project Completion
The action plan in expected to be completed in 24 months, with quarterly reviews to ensure alignment with the brand’s objectives and budgetary constraints. Milestones include the successful launch of the rebranded signage within 3 months, a fully operational digital marketing strategy by mid-2024, and the attainment of green certification by 2026.
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As the sole consultant for this project, I have identified several tactical areas that require utmost attention to improve the company’s overall operational performance. This report has provided a overarching breakdown of the existing drawbacks, proposed solutions, and expected outcomes, as well as a comprehensive action plans. The conclusions drawn from this report emphasize the essentiality of brand image enhancement, digital presence, employee engagement, customer feedback mechanisms, and sustainability initiatives. Addressing these challenges through well-structured and actionable plans will position the client to improve brand loyalty, operational efficiency, and customer satisfaction – despite maintaining competitive advantage in the marketplace.
Brand image remains an important aspect of any business's identity. As analyzed, the proposed logo revision, which retains key aspects of the current design inspite of modernization elements, will help alleviate concerns regarding obsolete branding. It is crucial that guests maintain a sense of familiarity with the brand while recognizing the shift. The impact of visual rebranding on customer perception cannot be understated. Researchers confirm that businesses with updated and recognizable logos see an increase in customer trust and loyalty (Nicolini, 2023). Besides, improving external signage will enhance the physical presence of the brand; ensuring guests can easily locate and engage with the business, particularly for walk-in clients (Turner and Mitchell, 2024).
Likewise, in modern day, online presence is the major way most customers engage with businesses. The proposed digital marketing strategy, which focuses on search engine optimization (SEO), content marketing, and social media campaigns, will accelerate the hotel’s visibility online and improve its engagement with clients. Research suggests that businesses that invest in digital marketing command a significant increase in customer acquisition; with SEO alone gathering up to 30% higher conversion rates for organizations in the hospitality sector (West et al., 2023). Social media marketing also allows businesses to build a direct channel of communication with its customers, fostering trust and loyalty over time. With the help of analytics, Hotel Principe di Savoia can measure guest interactions and adjust strategies accordingly, ensuring pure customer satisfaction.
On a different note, staff turnover is a costly challenge, particularly in industries like hospitality, where training and staff development can be resource-intensive. The proposed solution in this report suggests the introduction of a comprehensive staff development program. This includes but not limited to occasional training but also employee recognition schemes and wellness initiatives. Staff engagement and satisfaction directly correlate with guest experience, as motivated workers provide quality service (Miller and Jenkins, 2024). Establishing a positive work environment, encouraging continuous professional development, and recognizing employee efforts will significantly dissuade turnover rates. Studies has shown that business with strong employee engagement programs experience up to 41% less absenteeism and 17% higher productivity, which in turn improves overall profitability (Anderson and Robertson, 2024).
On another discussion, client’s feedback plays a vital role in any service-oriented business. Today, customers appreciate real-time responses and the ability to easily provide feedback through online channels. Creating a streamlined feedback system will enable the business to address customer concerns more effectively and quickly, improving the overall guest experience. Findings indicate that businesses that actively collect and act upon customer feedback see a 15-20% increase in customer satisfaction scores (Carson and Lee, 2023). This direct feedback channel is important for continuous improvement and helps establish a culture of customer-centric service. By regularly reviewing and acting on customer suggestions, the organization can build stronger relationships with its clientele, leading to loyalty and repeat visits.
On the last note, sustainability has become more than just a trend; it is a fundamental expectation from both consumers and regulators. The comprehensive sustainability plan highlighted in this report involves waste management, energy efficiency, and eco-friendly practices. Implementing these changes will not only reduce operational costs but also improve the business’s reputation as an environmentally responsible entity. Research reveals that businesses that prioritize sustainability attract more eco-conscious customers, with 67% of consumers reporting that they prefer to spend their money on brands aligned with sustainable practices (Patterson et al., 2024). Further, sustainable businesses often enjoy long-term cost savings due to reduced energy consumption and waste management costs. Getting green certification, as planned, will also differentiate the hotel from competitors and appeal to eco-conscious travelers.
[bookmark: _Toc181784316]Summary
Conclusively, this report establishes a detailed and workable road-map for the hotel management, with focus on enhancing key operational areas. By addressing digital presence, branding, employee engagement, customer feedback, and sustainability, the organization is positioned for long-term success. The presented resolutions are backed by data and strategically matched with the modern industry best practices, ensuring that the business stays afloat and appealing to its intended audience. In the same vein, regular supervision and the use of feedback circuit will ascertain the success of these initiatives. The management stands to see significant improvements in brand loyalty, employee retention, customer satisfaction, and operational efficiency - but ultimately, leading to increased profitability and growth for the brand.
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