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CONSULTANCY REPORT FOR HOTEL AZUR – ADDRESSING THE CHALLENGES OF EMPLOYEE RETENTION AND GUEST SATISFACTION

ORGANISATIONAL CONSULTANCY- BMIH6005

Executive Summary
As a four-star beachfront hotel in Miami, Hotel Azur is going through some challenges in high employee turnover and declining guest satisfaction. The cause of these issues is poor staff training, old service processes, and a lack of usage of technology. If these problems are not solved, they will continue to affect the hotel’s occupancy rates, revenue and competitive positioning.
Specifically, the reason for this is that there is insufficient training, poor career growth opportunities and uncompetitive wages. A high turnover undermines production, raises recruitment costs and makes the service quality too uncertain. So this impacts guest satisfaction; either they do not have the experience or the number of people, so it directly impacts guest satisfaction.
Also, guest satisfaction has gone down due to poor check-in/check-out processes, outdated facilities and poor room conditions. Today, however, inefficiencies plague the industry because there is no modern technology that includes mobile check-ins, self-service kiosks, and the like. Apart from this, the interiors of the resorts are outdated, and the amenities do not fulfil the expectations of modern travellers, especially the younger demographic who want personalized and technologically advanced experiences.
STEELAD, SOAR, and TOWS frameworks have been used to carry out a strategic analysis of the key areas for improvement. We found that 57% of modern travellers would like to be provided with personalized service, 60% would like to have mobile check-in service, and economic pressures place greater demands on hotels to offer greater value and flexible service options to be competitive. Additionally, 62 percent of travellers prefer eco-friendly accommodations.
The competitive strengths of the hotel are the SOAR analysis identified it as being at the prime beach front and strong brand value, with loyal customer. However, technology upgrades, service innovation and better engagement among the employees are given opportunities. Hotel Azur can capitalize on its strengths to provide a better guest experience, stand out from the competition in the market and increase profitability.
The TOWS framework recommends employees to invest in employee training as well as to invest in incentives and reducing turnover to increase service efficiency by technology. These strategies will help with operation stability, guest satisfaction and financial performance.
It is, therefore, necessary for Hotel Azur to come up with some targeted employee retention strategies to address these challenges. This will increase the retention rate to 20-30% by investing in staff training programs, career development initiatives and competitive salary structures. This will result in higher job satisfaction and quality service delivery.
The other key recommendation is to upgrade hotel technology. The solution would involve mobile check-ins, self-service kiosks, and AI-enabled customer service attempts that will cut down on wait times and enhance the guest experience. The hotels that bring in mobile check-ins typically reduce front desk congestion by 25 per cent, which results in higher front desk satisfaction scores.
The renovation projects will modernise the interior design, improve in-room technology, and include eco-friendly features. Research has proven that if a hotel is in the process of renovating, guest satisfaction ratings increase 15 to 20 percent, and that leads to higher occupancies. Further, to be in line with the hotel’s sustainability trend, there will be more integrations of energy-efficient systems while involving the use of eco-friendly materials.
Launching the guest loyalty program will increase the brand’s repeat business and retention. Hotel Azur can increase retention rates up to 30% by offering personalized rewards, discounts, and VIP experiences.
The implementation is successful only when a structured change management approach is adopted. It is vital yet difficult to get employee buy, and to get employee buy, you have to have clear communication and training going up till an employee feels comfortable with the transition. Such a phased implementation plan will keep operations at the hotel running while minimizing the disruption and will ensure that the hotel can slowly implement new technologies, service enhancements, facility upgrades, etc.
The key performance indicators (KPIs) would be defined by which success would be measured by guest satisfaction scores, employee turnover rates and other financial performance metrics. Continuous insights of refining strategies will be based on customer surveys, staff feedback and operational data.
Hotel Azur can greatly enhance employee retention, customer satisfaction, and market competitiveness by carrying out staff training, facility renovation, technological upgrading and set up of a guest loyalty program. The sustained success of the hotel can be achieved with a structured action plan and continuous planning to evaluate the respective performance.
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Hotel Overview
Hotel Azur is one of the great 4-star beachfront hotels situated in Miami, Florida, which is widely recognized as a world tourist spot. Opened in 2000, the hotel has gained a solid reputation as a place providing a luxurious but friendly stay to leisure and business travellers from all around the globe. Of these, there are 120 elegantly designed rooms, including a suite and the standard, equipped with a spa, several fine dining restaurants, and an outdoor swimming pool with appropriate conference facilities. Located along Miami’s coastal area, Hotel Azur presents its spectacular ocean view, availability of outstanding places and background that attracts people who want to relax and have fun. Hotel Azur possesses an advantageous location and is a high-quality hotel, but it faces marketing challenges of its own under operational challenges of staff retention and satisfaction (Ghani et al. 2022). While employee turnover has increased significantly in recent years, resulting in workforce instability, operational inefficiencies and poor service quality, the edibility of peanuts that were over-roasted and returned for a second batch of peanuts in the bag did not reflect well on the brand promise of limited and uninspired varieties. Plus, guest satisfaction scores have seen ups and downs, and the hotel is concerned about keeping its competitive position in Miami’s notoriously crowded hospitality sector. To keep Hotel Azur’s reputation, operate efficiently, and maintain long-term profitability, they need to address these challenges.
Consultancy Firm
Global Insight Consulting is a world-renowned consultancy in the field of the hospitality industry. Our firm brings extensive experience in hotel operations, strategic management and development of guest experience to a wide range of luxury and boutique hotels operating in various global markets. Our solutions are tailored solutions that help our clients be efficient, raise service standards and facilitate long-term growth. We are a data-driven, industry-focused consulting approach that has the research base supplemented by practical, actionable strategies. We match hotels and leverage our expertise in helping hotels fix such issues as staff engagement, revenue optimization, guest satisfaction and brand positioning (Chawla and Singla, 2021). Our aim for Hotel Azur is to identify the source cause of its retention issues towards staff and issues of guest satisfaction rates, and to provide means for them to achieve workforce stability and better service quality that is sustainable.
Theories and Frameworks
For a thorough analysis of the challenges faced by Hotel Azur, this report will use the following strategic frameworks.
STEEPLED Analysis: STEEPLED Analysis is this analysis based on the Social, Technological, Economic, Environmental, Political, Legal, Ethical and Demographic factors that affect the hospitality industry. With Miami having such a dynamic tourism landscape, many factors go external to Hotel Azur that affect its operating level of efficiency, workforce stability, and guest expectations (Islam et al. 2024). The analysis of STEEPLED will present a macro environment overview for the hotel that will outline important trends and external forces affecting it.
SOAR Analysis: Competitive advantage and growth potential areas will be highlighted using strengths, opportunities, aspirations, and results (SOAR) analysis of Hotel Azur. This analysis aims to use internal strengths and to deploy them to opportunities in said markets, thereby improving the performance and brand reputation of the hotel.
TOWS Analysis: The Threats, Opportunities, Weaknesses, and Strengths matrix to convert challenges into actionable strategies (Jarkovská and Jarkovská, 2022). This analysis will help guide the development of suitable recommendations for remedying staff retention and guest satisfaction issues by cross-referencing internal weaknesses with external threats and opportunities.
[bookmark: _3jjvlyobke0m][bookmark: _Toc192026728]2. Analysis
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Employee Retention
Hotel Azur, which faces a huge challenge to keep its ranks of front-line staff, already abuts the boundary of service quality and operational efficiency. Inadequate training, uncompetitive compensation and few life-long career advancement opportunities are all responsible for the high rate of turnover. In most cases, employees are undervalued and lack motivation because the professional development programs are scarce and lack clear growth tracks around the organization (Akpa et al. 2022). The team morale is affected, and the recruitment and training costs escalate, too, which leads to a burden on the hotel’s resources.
Guest Satisfaction
Recent reviews from fellow guests have not been favourable of Hotel Azur’s standards of service. Most of the common complaints include issues with room cleanliness, old equipment and a slow check-in process. Custodial services are not constituted, making the housekeeping services inconsistent and the hotel’s infrastructure old and affected the hotel’s reputation and rate of repeat bookings. Long wait times at check-in also create a poor first impression on guests and reduce satisfaction (Kumar, 2021). It is necessary to handle these matters to keep Hotel Azur top of the line and achieve sustained success in the Miami hospitality market.
[bookmark: _r4t6zam8pg55][bookmark: _Toc192026730]2.2 Impact of Issues
The inability of Hotel Azur to retain its employees and maintain guest satisfaction has had negative consequences. Reviews of the hotel on online travel platforms and poor guest experiences have been causing little issues in the hotel’s reputation and occupancy rates. The lower booking rate directly hurts revenue and other aspects of competitiveness in the Miami hospitality market. Moreover, employee turnover is high, which imposes additional stress on the company’s financial resources by increasing recruitment and training costs (Chhetri and Thapa, 2025). Hiring and training new staff is necessary but discontinues service at a quality level, spurring a cycle of satisfaction of employees and customers. This is important in addressing these issues for long life stability and growth.
[bookmark: _eq5upwke9qfd][bookmark: _Toc192026731]2.3 STEEPLED Analysis
	Factor
	Description
	Statistic

	Social
	Increasing demand for personalized guest experiences.
	57% of guests prefer personalized experiences (McCartney et al. 2022).

	Technological
	Lack of modern technology in guest services, such as mobile check-ins.
	60% of travellers are more likely to choose hotels offering mobile check-in/out services (Antony et al. 2023).

	Economic
	Economic downturns affect discretionary spending on vacations.
	The hospitality industry often experiences reduced occupancy rates during economic downturns (Dogru et al. 2023).

	Environmental
	Growing guest demand for eco-friendly practices.
	62% of travellers prefer accommodations with eco-friendly practices (Liu-Lastres et al. 2023).

	Political
	Regulatory changes affecting tourism in the region.
	Political stability and favourable government policies can boost tourism (Zámečník and Kožíšek, 2021).

	Legal
	Changes in labour laws and employee rights impacting operational costs.
	Enhanced employee rights can affect staffing structures in the hospitality industry (Seqhobane and Kokt, 2021).

	Ethical
	Importance of corporate social responsibility and ethical practices.
	Guests increasingly evaluate hotels based on their ethical practices (Adeyefa et al. 2023).

	Demographic
	Shifting demographics with younger clientele seeking modern amenities and unique experiences.
	Millennials and Gen Z travellers prioritize technology integration and personalized services (King et al. 2021).


Table 1: STEEPLED Analysis
The adapted analysis table for the STEEPLED of Hotel Azur gives caps to the external factors that influence the operations of Hotel Azur.
Social Factors
Guest personalization has become a differentiation issue within the hospitality sector. According to 57% of travellers, this is the most preferred option of personalized services, therefore, hotels should use data-driven insights and technology to provide tailored guest interaction (Arici et al. 2023). If you do not achieve these expectations, you could also lower your customer satisfaction and cause your customers to leave.
Technological Factors
The lack of modern technology, such as mobile check-ins, impacts operational efficiency and guest convenience. For 60% of travellers that prefer mobile check-in/out solutions, you can integrate such solutions to improve the customer experience while reducing front desk workload and wait times (Edeh et al. 2022).
Economic Factors
Lower occupancy rates are directly affected by the economic downturn, and as a result, spend on discretionary vanishing. In times when there is financial slowdown, people generally prefer to spend on the necessities rather than travel for fun. In times when the economy is either growing or declining, hotels must pursue flexible pricing strategies and improved targeted marketing efforts if they hope to maintain revenue (Davern, 2021).
Environmental Factors
As part of travellers’ top preference in eco-friendly accommodation, sustainability like energy efficient lighting, water conservation and waste reduction must be there. Also, implementing green practices ‘sucks up’ the environmentally conscious guests, and fits into a global sustainability agenda (Ruel and Njoku, 2021).
Political & Legal Factors
There are many factors which are out of our control, and two of the factors are political stability and government regulations, which impact tourism a lot. Policies that encourage travel, such as visa relaxations and other policies that favour travel, while restrictive measures are also discouraging the visitors (Al-Hyari et al. 2023). Furthermore, operational costs must be managed if additional labour laws are imposed by an increase in the minimum wage or improvement in employee benefits.
Ethical Factors
Guest decision-making is increasingly based on corporate social responsibility (CSR). Those hotels which focus on ethical labour practices, community engagement and sustainability will improve their ability to leverage their brand reputation and market to the socially responsible traveller (Moreno-Perdigon et al. 2021).
Demographic Factors
The majority of travellers under the age of 50 want to experience things differently and be served differently, making modernization imperative. Smart room technologies, digital concierge services and immersive experiences have become needs of the time which has to be fulfilled by hotels (Aakash and Gupta Aggarwal, 2022).
[bookmark: _tugm3x7uxfis][bookmark: _Toc192026732]2.4 SOAR Analysis
	Factor
	Description
	Statistic

	Strengths
	It has an excellent beachfront location, an established brand, and loyal, repeat guests.
	76% of travellers prioritize hotel location (Yu et al. 2022). Repeat customers spend 67% more than new guests (Mouzaek et al. 2021).

	Opportunities
	Expansion of services, implementation of digital guest services (mobile check-in, AI concierge).
	60% of travellers prefer mobile check-in (Nwokorie, 2021). Global hospitality market growth is projected at 8.5% annually (Ezeh et al. 2022).

	Aspirations
	To become a leading hotel with a strong focus on guest experience and sustainability.
	81% of travellers prioritize high-quality service in hotel selection (Shin and Jeong, 2022).

	Results
	Improve operational efficiency, enhance guest satisfaction scores, and increase occupancy.
	Hotels implementing digital solutions see a 20% efficiency gain and a 15% rise in satisfaction (Ervina et al. 2021).


Table 2: SOAR Analysis
The SOAR analysis table identifies key areas in which Hotel Azur can leverage its strengths, take advantage of opportunities, work towards its aspiration and achieve results.
Strengths
It has a competitive advantage of being a hotel with a prime beachfront location and an established brand name. Natural demand flows to the hotel thanks to 76% of travellers considering location to be the most important (Zarezadeh et al. 2022). Additionally, the 67% higher spending rate of repeat customers underscores the importance of guest retention. The hotel will have to keep its high service standards in place to continue to maintain its loyal customer base.
Opportunities
Right now, the hospitality industry is changing, and 60% of travellers prefer a Mobile check-in behind them. Hotel Azur can enable modern travellers to reach the hotel in easier ways through implementing digital services like mobile check-in, keyless entry, and AI-powered concierge systems. Additionally, the industry projection for the hospitality industry of 8.5% growth means that there is huge potential for revenue growth if the hotel exploits trends in the market (Park et al. 2024).
Aspirations
In line with today’s industry trends, Hotel Azur strives to be a leader in the guest experience and sustainability, and, hence, the hotel accomplishes this, as 81% of traveller respondents prioritize high-quality service (Veloso and Gomez-Suarez, 2023). That is, it can differentiate itself from the competitors in terms of the way it works to personalize customers’ experiences and as far as it offers improved amenities and sustainability initiatives. Nevertheless, it is only possible to realize this aspiration by investing in staff training, technology and infrastructure.
Results
Optimizing balance with decreased occupancy rates leads to a decline in profitability and increases hotel inefficiency and negative guest satisfaction. Integrating digital solutions leads to a 20 percent reduction in hotels’ operational efficiency and a 15 percent improvement in guest satisfaction compared to those who have not (Rana et al. 2025). If these strategies are implemented successfully by Hotel Azur, the Hotel can enhance online reviews, enhance the brand image and certainly create a path to long-term success in the competitive Miami hospitality market.
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	Factor
	Strategy
	Statistic

	Strengths/Opportunities (SO)
	Invest in guest experience technology (mobile check-ins, AI-powered services, and eco-friendly solutions).
	73% of travellers prefer digital self-service options (Bonfanti et al. 2021).

	
	Implement AI-driven personalization to increase direct bookings.
	AI-based personalization boosts direct bookings by 12% (Liu and Hung, 2022).

	
	Leverage sustainable technology to attract eco-conscious travellers.
	62% of guests prioritize eco-friendly accommodations (Amoako et al. 2023).

	Weaknesses/Threats (WT)
	Offer better incentives, career development, and wellness programs to retain employees.
	Hotels with structured training programs reduce turnover by 25% (Rahimian et al. 2021).

	
	Address high turnover by improving salary structures and engagement initiatives.
	The hospitality industry turnover rate is 73.8% (Bharwani and Mathews, 2021).


Table 3: TOWS Analysis
The TOWS analysis grants a strategic framework for Hotel Azur to get the maximum advantages out of strengths, take the benefit of opportunities, weaken weaknesses and oppose threats. A proactive strategy can be developed by the hotel in addressing both internal and external factors to improve operations and to satisfy guests.
Strengths/Opportunities (SO) – Investing in Technology for Enhanced Guest Experience
[image: ]
Figure 1: AI adoption for customer experience uses in 2024
(Source: Statista, 2024)
Being close to the beach and already in the business of selling guest experiences, Hotel Azur offers a chance to implement contemporary technology into their service to improve the guest experience. In the studies, you will find that 73% of travellers would prefer hotels with digital self-service features like mobile check-ins and digital concierge (Nguyen et al. 2022). Such solutions can be applied to improve agency efficiency and guest satisfaction. Moreover, exactly 12 percent of hotels using AI-powered personalization saw a rise in direct bookings (Karim et al. 2022).
Moreover, engaging in such environmentally conscious measures as smart energy management systems accommodates the increasing travellers' favour for green stays, as three percent of guests would choose eco-friendly accommodations (Pugachov et al. 2022). Through this technological advancement, Hotel Azur has the opportunity to improve the guest experience and easily differentiate itself from competitive hotels in the Miami hospitality market.
Weaknesses/Threats (WT) – Addressing Employee Turnover Through Incentives and Staff Development
[image: ]
Figure 2: Engagement score of employees worldwide from 2011 to 2023
(Source: Statista, 2023)
High employee turnover is one of the major weaknesses of Hotel Azur, and this causes additional recruitment and training costs. As per Ramgade and Kumar, (2021), in the U.S. hospitality industry, the average employee turnover rate is 73.8%. This has a major negative influence on operational efficiency. To handle this, Hotel Azur should implement competitive pay structures, career development programs, and employee wellness programs to retain well-skilled staff.
It is proven that hotels with structured training programs have a 25% lower turnover than hotels without (Deri et al. 2023). Furthermore, employee engagement activities like award programs, wellness benefits, and all other employee engagement activities are capable to increase employee satisfaction and reduce attrition.
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Enhancing Employee Retention Through Competitive Compensation and Staff Development
One of the most pressing problems for Hotel Azur is employee turnover. Frontline staff attritions negatively influence operational efficiency and guest experience through high attrition rates. To tackle this immediate issue, the hotel has to bring a structured employee retention strategy with them, and this should escalate competitive compensation, career growth opportunities, and staff well-being. One key element of this strategy involves reviewing and amending salary structures in a way that matches what happens in Miami. Chon and Hao, (2025) report that hospitality workers in competitive markets have a 40% higher likelihood of working with their employers if employees’ wages and benefits are above average. Measures like a compensation benchmarking study should be taken by Hotel Azur to establish that its pay rates do not become less attractive over time. The career development program is also very important in supporting the long retention of an employee. A major component of a successful hospitality training and mentorship program will be the creation of a structured program that instils the necessary hospitality-centric skills into employees while at the same time improving job satisfaction and possibly lowering turnover. According to Hu et al. (2025), a 25% decrease in employee turnover can be the consequence if your hotel offers a good career development program to their employees. Leadership training, as well as clear pathways for internal promotions, may also encourage the staff to remain loyal to the organization. Additionally, it is important to implement employee wellness initiatives like mental health support, fitness and other flexible work arrangements to make staff happy in their workplace. Maškarin Ribarić et al. (2024) reveal that the companies reporting on strong wellness programs have seen a 30% increase in employee engagement and performance. Hotel Azur can organise such wellness programs by conducting stress management workshops and providing on-site relaxation areas. Hotel Azur can reduce turnover by providing compensation such as career growth opportunities, significantly enhancing employee well-being, and reducing turnover by improving compensation, career growth opportunities, and employee well-being.
Upgrading Hotel Technology to Improve Guest Experience
For Hotel Azur to satisfy guest needs, modern technology solutions must be adopted. The adoption of mobile check-ins and self-service kiosks for streamlining the guest arrival process is one of the major improvements. Ivančić et al. (2022) survey shows that a large percentage (73%) of travellers prefer digital check-in services as they help reduce waiting time and provide convenience. Combine your mobile check-ins and keyless room access with Hotel Azur, and you have a considerable amount of efficiency gain as well as help with front desk congestion. Another major technology investment to be made is the deployment of AI-based guest personalisation. Just as many luxury hotels are now using AI chatbots and digital concierges to offer personalized recommendations to in-house guests to dine at, spas and attractions within the area. Getting even 12% more direct bookings is what Bux and g, (2025) claim as it provides the outcomes of those over-dependent on hotels that use AI-based personalization. Hotel Azur can implement the deployment of AI-based customer service solutions in its website and app, providing immediate assistance and making the experience better. Upgrading in-room technology can also fit into the preferences of tech-savvy travelers. Some things are also required to be included like smart TV’s, voice activated controls as well as high speed internet to give full digital experience. Based on technology offerings (68%), especially for younger travelers like Millennials or Gen Z, 68% choose hotels depending on such amenities, concludes the findings by (Alanazi et al. 2025). Through the integration of modern technology solutions, Hotel Azur can handle guest expectations and run more efficiently, thus creating a more competitive presence in Miami’s luxury hotel market.
Introducing a Guest Loyalty Program to Drive Repeat Business
Retention of the customers is extremely important for their long term profitability and contacting the customers through the guest loyalty program can be of great help to increase their repeat business. Fauzi, (2023) research also suggests that loyal guests are 67% more per stay. Hotel Azur has the flexibility to build an incremental tiered loyalty program offering frequent guests incremental rewards like those units such as discounted rates, VIP upgrades and some personalized services. One significant feature of the loyalty program should be integration of the mobile app to enable the guests to watch the accumulation of points, receive unique offers and use rewards without problems. There is evidence that loyalty programs supported by an app increase engagement by 20% compared to traditional point systems, such as hotels (Lakshman and Faiz, 2021). Another important element of the program is personalization. To best reward guests based on their past preferences, Hotel Azur should apply guest data analytics. Say if a patron is regular at the restaurant of the hotel, he may get special vouchers for dining on his visit. Also, business travelers can be offered meeting room discounts and a late check out. In addition, the loyalty program can be further enhanced to attract visitors by partnering with local businesses and attractions. Discounted tickets to Miami's top attractions or even partnerships with local wellness spas can extend itself even further with these because it offers guests the same or maybe even more in value, leading to repeat visits. With a well-designed loyalty program, Hotel Azur will be able to create more long-term customer relationships, improve brand loyalty and increase revenue from repeat bookings.
Updating Hotel Facilities to Align with Modern Luxury Trends
The complete renovation of Hotel Azur’s facilities is necessary for its survival in Miami’s luxury hotel market. Reviews by guests have noted insecurities surrounding old ways in which the rooms are set up and their amenities, which can create a bad impression on guests’ minds and the online ratings. One of the most critical first steps is to completely refurbish guest rooms into modern luxury aesthetics. Taking into account key elements such as refurbishing interior décor and installing high-quality bedding and good lighting designs. Fook and Dastane, (2021) notes that hotels that underwent renovation of their rooms in a relatively recent time have 15% higher levels of guest satisfaction. Renovations and modernization of room interiors at Hotel Azur may also enhance the guest experience and hopefully justify higher pricing of their rooms. Another important area of focus should be to improve the public space, like the lobby, pool area and fitness centre. A good lobby with beautiful seating, ambient lighting, and excellent environment has a positive impact on first impression. Besides, modernizing the pool and fitness facility with high-tech equipment and cozy lounging areas help to appeal to both leisure and business travellers. Renovation strategy should also accommodate sustainability. Nowadays, more and more travellers put more importance on ecologically friendly hotels; 62% of them choose accommodations that implement sustainability initiatives (Elgarhy, 2023). One such program is implementing energy efficient lighting (or lighting at different levels), water saving fixtures, and recycling, all of which can help Hotel Azur increase their appeal to guests who are single conscious and environmentally friendly at the same time. Upgrading of its facilities also has the effect of improving Hotel Azur’s brand image, attracting high-value guests and overall gratification of the guests, to be sustained in the NATO hospitality industry.
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The change at Hotel Azur has to be implemented in a systematic and structured way with all employees on board while putting the change in phases and providing the necessary support. The elements in these areas will serve as an assurance of a successful transition in terms of readjusting high service standards and operational efficiency.
Employee Buy-In: Creating a Culture of Engagement
It is also essential that any change initiative gains staff support and participation. Employees have to understand the benefits that would be generated by the proposed improvements in the business, as well as themselves professionally. Lentz et al. (2021) showed that such companies are 21% more productive. For Hotel Azur to achieve this, staff meetings, internal newsletters, and discussions with department heads on one should be implemented via transparent communication strategies. Moreover, employees will show more acceptance of change through feedback sessions and pilot programs that allow them to participate in decision-making.
Phased Implementation: Minimizing Disruption
Whether it’s all at once or in phases, instead of changing operations all at once, Hotel Azur should transition smoothly. First, technology upgrades (Mobile check-ins and AI-driven guest personalization’s) should be constructed because those are directly impacting the guest satisfaction and operations. Bardukova, (2023) also reports that hotels that offer digital check-ins have satisfied customers who score 25% higher than when they do not offer such facilities. Facility renovations, employee wellness initiatives, training programs, and so on are subsequent phases, but each transformation is well-integrated before we proceed with the next.
Employee Support: Training and Development
According to them, employees will be trained in comprehensive programs so they can adjust to new technologies and service standards. Research by Suresh and Bhavadharani, (2021) showed that turnover was 30% lower in companies that provided continuous staff training. To successfully equip employees with the required skills in the end, Hotel Azur should have interactive training modules, workshops, and mentorship programs.
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Hotel Azur it is necessary to evaluate this change to see if kpis in three areas of great importance: guest satisfaction, retention by employees and financial performance. These will help quantify the effects of operational improvements by proving what will close the gap of the hotel’s strategic goals.
Guest Satisfaction: Direct Customer Feedback
A key inclusive is guest satisfaction, as it is an indicator of service quality and experience. Surveys given after the stay, analysis of online reviews and Net Promoter Scores (NPS) will be used to evaluate guest perception. Currently, 81 of travellers read hotel reviews before booking, and that’s why hotel has to improve and monitor online ratings, as Irina et al. (2022) states. The purpose behind this should be that higher guest ratings, more good reviews, and fewer complaints concerning a lack of cleanliness, the check-in processes, and amenities will put into effect.
Employee Retention: Measuring Turnover and Engagement
Employee retention rates and engagement levels must be monitored since high staff turnover in the past has been a problem that has been challenging to solve. Quarterly employee satisfaction surveys and annual turnover rates should be the hotel’s goals. As revealed in the research done by Latif, (2021), structured retention pays out a rate of 20 to 30 percent lower employee attrition. This improves staff morale, helps to bring work-life balance initiatives, and issues for career growth opportunities should yield longer tenure and motivated employees.
Financial Performance: Revenue and Occupancy Metrics
It also has to be reflected in financial performance. Metrics such as Occupancy rate, Average Daily Rate (ADR), and Revenue per Available Room (RevPAR) will tell whether increasing guest experience also means successful bookings and revenue. According to Lawrence and Muathe, (2022), hotels that invest in technology-based guest services ADR increase by 12 to 15 percent. Hotel Azur should hope for stable revenue growth and a better competitive position in the market.
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An important action plan is recommended for Hotel Azur to address the difficulties. This plan details problems, solutions, outcomes we want, the time frame where we want to have all of that, dates we want to deliver and a budget to it with a track of complete execution and measurable success.
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Employee turnover
	Employee retention program, staff training
	Reduced turnover, improved staff morale
	6 months
	01/09/2025
	$50,000

	2
	Outdated guest services
	Implement mobile check-in/check-out
	Improved guest experience and reduced wait times
	3 months
	01/06/2025
	$30,000

	3
	Low guest satisfaction
	Renovate guest rooms and facilities
	Increased guest satisfaction, higher ratings
	9 months
	01/12/2025
	$200,000


Table 4: Action Plan
Reducing Employee Turnover
Higher turnover among hotel employees is a key problem at Hotel Azur and negatively affects the service offered and the recruitment costs. For this, the hotel will introduce an employee retention program that will offer competitive salaries, structured career growth opportunities and staff training programs. Zeng et al. (2022) report that the turnover rate in companies that invest in staff training and engagement programs is 25%. Training, incentives and wellness initiatives will cost $50,000 of the program’s budget, for which it will take six months to roll out, and the completion date is September 1, 2025. The aim is to reduce turnover and increase morale (i.e. staff), resulting in better guest experiences.
Modernizing Guest Services
This old check-in and check-out procedure at Hotel Azur has resulted in guests waiting forever to check in or out, making the employees’ jobs nearly impossible to do on time. To solve this, the hotel will use a mobile check-in and check-out system where a user can interact with the hotel from his smartphone. According to Veloso and Gomez-Suarez, (2023), 60% of travellers prefer hotels that offer a mobile check-in option. We will introduce the system over three months, with completion by 1 June 2025 and a budget of $5,000 for software and training staff. A reduction in front desk congestion, improved efficiency, and overall improved guest experience is what is expected as a result.
Enhancing Guest Satisfaction Through Renovations
Outdated rooms and facilities leave the guests disinterested in leaving a good online review. Taking into consideration the fact that to attract more visitors, the hotel needs to be upgraded to modernize rooms, add attractive interiors and enhance amenities, a comprehensive renovation plan will be executed to appeal more. According to studies, hotels going through renovations increase positive guest ratings by approximately 15 to 20 percent (Ervina et al. 2021). Renovations will require nine months and happen by December 1, 2025, for a cost of $200,000. The aim is to increase guest satisfaction, occupancy rate and hotel reputation.
[bookmark: _z1t1a2k8jxgi][bookmark: _Toc192026739]5. Conclusion
Hotel Azur's challenges in terms of retention of employees and guest satisfaction have been studied thoroughly in this report. We have analysed these challenges from the analytical perspectives of STEEPLED, SOAR and TOWS, and identified the root causes of them, along with proposed strategic solutions, to increase the overall performance. This analysis yields the insights that help hotels develop a clear roadmap to be more operationally efficient, provide better service to customers and be sustainable in the longer term. The issue of high employee turnover in Hotel Azur, which causes inconsistent, substandard, quality service; high recruitment cost and poor employee morale, is one of the most pressing concerns. According to the TOWS analysis outlined above, the high level of lack of career growth opportunities and lack of no pay packages majorly contributed to this. This is what we would suggest to address this, that is to say, we would recommend having a comprehensive strategy surrounding employee retention, the ones that include competitive salaries, structured training programs, and wellness programs. According to Yu et al. (2022), the companies investing in employee development have a 20 to 30 percent employee retention rate. Hotel Azur can do this by creating a more supportive and engaging work environment, which would, in turn, affect its employee satisfaction and, as a result, the guest experiences.
Second, guest dissatisfaction is primarily a result of old facilities, slow check-in processes and poor service quality. A leading result of our STEEPLED analysis was the shift in the guest experience and the change caused in the hospitality industry due to technological advancements of changing guest expectations. To remain competitive, Hotel Azur needs to adopt modern technology, including mobile check in/out, self-service kiosks and a digital concierge. According to research Edeh et al. (2022), when they start using mobile check-in services, they reduce the wait time at the front desk by 25%. Operation in these hotels will be easier, which will increase the occupancy rate. Further, the complaints about guestrooms and common areas lacking adequate furnishings and being outdated will be addressed through renovations of guestrooms and common areas. The proposed nine-month renovation plan will modernise rooms, enhancing the décor and culminating in the improvement of in-room technology in a way that matches the current luxury accommodation trends. According to Davern, (2021), hotels with renovations tend to increase guest ratings by 15–20%. The investment goes up Hotel Azur’s brand perception so that it can attract a wider clientele. Using these recommendations, Hotel Azur can enhance its competitive position within the hotel industry in Miami. The employee turnover, if addressed, will yield a more motivated workforce; technological advancements as well as upgrades in the facility will improve the guest experience. This improvement will not only contribute to revenue growth and long-term success but also create customer loyalty and positive reviews. Hotel Azur has been kind enough to give Global Insight Consulting a chance to help in identifying and solving these problems. The structured approach to change management and the focus on continuous improvement have made the hotel well-situated for its continued growth and true competitive position in the market.
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