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Executive Summary
The Langham, Chicago, is an ultra-luxurious hotel that is known to make guests experience excellence with polished service and panache. On the other hand, in the highly competitive landscape of Chicago's luxury hospitality market, this hotel has a number of challenges affecting both operational efficiencies and guest satisfaction. Its major issues include limited digital services that are way behind the changing realities of digitally smart guests and high turnover of service staff leading to inconsistency. Addressing these issues is paramount in Langham, Chicago's quest to ensure it is at the top regarding competitive positioning and can thus get to serve the modern luxury travelers who increasingly seek convenience, personalization, and smooth digital experiences (Adekuajo et al., 2023).
This consultancy report by Prestige Hospitality Advisors identifies and examines the challenges through strong analytical frameworks: namely, PESTEL, SWOT, and TOWS matrices to derive insights into internal and external factors affecting the performance of the hotel. The PESTEL analysis indicates that in social and technological trends, changes are happening at a fast pace, with changing perceptions of luxury hospitality by guests, who now expect improvements in digital amenities and sustainability measures to be improved by hotels. While inflation and staffing constraints are pulling operational budgets and recruitment downwards, the TOWS matrix gives strategic directions which will amend these weaknesses by using the brand strength and location advantage of this hotel (Bilgihan et al., 2016; Ghani et al., 2022).
According to the SWOT analysis, brandsgths of The Langham, Chicago are its prestigious location and established luxury brand, while the weaknesses include outdated digital services and high turnover. Other proposed key initiatives involve the adoption of a guest mobile app and in-room digital amenities, along with a major employee retention program to reduce turnover and increase consistency in service delivery. According to (Ingram & Wallace 2023 and Lv et al. 2024) , the report also integrates a formal change management process through Kotter' s 8-Step Model to ensure effective execution . It is also about new digital tools' training that should be provided by the hotel in order to better support the staff in these changes, increasing operational efficiency and pleasing guests .
Examples of the key performance indicators that will be used as success measurement are improved guest satisfaction scores, reduced staff turnover, and increased repeat bookings. The investment in digital upgrades and retention programs thus leads to sustainable growth, reinforcing the position of The Langham, Chicago, in the realm of luxury hospitality . This consultancy report will give a roadmap toward future proofing the guest experience and strengthening its competitive advantage.



Introduction 
Hotel Background
The Langham, Chicago, is an iconic property nestled along the banks of the Chicago River, opened in 2013 in the landmarked former IBM Building, designed by famous architect Ludwig Mies van der Rohe. Its prime location offers easy access to Chicago's cultural, shopping, and business districts, attracting both leisure and business travellers. Sleek and sophisticated, The Langham, Chicago has 316 luxurious rooms and suites that point to refined decor, personalized service, and first-class facilities, including the award-winning Chuan Spa (The Langham, Chicago, n.d.).  It boasts a stellar reputation within the US luxury market, placing it among the top-ranked hotels in the country. However, the competitive forces in the Chicago market, together with the rapidly changing expectations of the guests, make it burly for the hotel to maintain its reputation and meet the expectations of new, technology-savvy customers (Shahid & Paul, 2022).
Identified Problem and Rationale for Importance
For all its renown, however, The Langham, Chicago is at a critical disadvantage regarding many aspects—technological and operational—that define true luxury hospitality today. A first big problem: the decidedly limited digital infrastructure in the hotel, which increasingly is viewed as outdated compared to competitor hotels offering mobile check-ins, digital concierge services, and in-room technology like smart controls. This limitation appears to affect the guest experience, given that today's luxury traveller is accustomed to enjoying digital conveniences through high-tech amenities and a personal choice of service options (Bilgihan et al., 2016).  Indeed, in an era when seamless digital experiences have become routine for consumers in the luxury hospitality vertical, failure to meet such basic expectations promises to cede clientele to competitors better leveraged with technology (Bardhi & Eckhardt, 2017).
The Langham, Chicago, is also faced with high labour mobility within the pool of workers in frontline service jobs, which translates to inconsistency in relations with guests and costs more in recruitment and training. This practice may go further to jeopardize flightless, bespoke services that characterize encounters in the luxury hospitality service. This in turn puts added pressure on remaining staff, leading to the possibilities of burnout and further attrition—a vicious circle of disrupted services that will undoubtedly undermine guest satisfaction and loyalty (Ghani et al., 2022). For this reason, it is very important to undertake those issues, as operational inefficiencies and reduced guest satisfaction level contribute directly to the brand reputation of the hotel and competitiveness within the luxury hospitality market of Chicago (Bharwani & Mathews, 2021).
About Prestige Hospitality Advisors
Prestige Hospitality Advisors is a consulting firm dealing in operational efficiency and guest experience improvement in the upscale hospitality business. With an industry expert team and deep understanding of market trends, Prestige focuses on strategic guidance toward meeting individual needs at luxury hotels. The firm specializes in areas such as service optimization, staff management, and digital transformation—all salient factors needed to create competitive advantage in the high-end hospitality sector (Mogaji, 2021). Prestige applies its know-how in helping The Langham, Chicago adapt to the present challenges; hence, it is able to keep offering an excellent experience for its guests through the changeable market demands.
Analytical Frameworks Utilised
This report shall utilize three main analytical tools, namely PESTEL, SWOT, and TOWS, each one being a base for the identification and solution to the problems experienced by The Langham, Chicago.
• PESTEL Analysis: This is used in analysing the external macro-environment in which the hotel operates, such as technological changes, social changes, and economic situations which affect consumer demand and its ability to supply (Bain & Company, 2023; Adekuajo et al., 2023).
• SWOT Analysis : SWOT analysis provides an internal analysis that locates certain strengths of the hotel, such as brand reputation, and weaknesses, such as limited digital offerings, and locates external opportunities and threats in the market landscape. This is noted in works by various authors (Bilgihan et al., 2016; Ghani et al., 2022).
• TOWS Matrix: In continuation of the SWOT insight, the TOWS matrix helps formulate actionable strategies by leveraging strengths to exploit opportunities and reducing the internal weaknesses and associated external threats. This integrative approach helps the hotel transform internal weaknesses into competitive advantages .

Problem Identification 
The Langham stands out as the epitome of class and excellence in luxury hospitality. On the contrary, two core challenges threaten the competitive service standards and the guest satisfaction ratio mainly based on lagging digital transformation and high employee turnover. Given that technology and personalized service in the industry are ever-increasingly integral to guest expectations, it becomes of prime importance that addressing these challenges is part of protecting The Langham, Chicago's reputation and positioning in such a competitive landscape.
1. Lagging Digital Transformation: The Langham's existing digital offering falls short of current luxury hospitality standards; thus, it creates an experience gap between operational efficiency and guest satisfaction. The modern traveller, especially the ones moving in the luxury segment, regards such convenience and personalisation as integral to his or her stay. Digital amenities such as mobile check-in/check-out, controls within one's room, and digital concierge services are fast becoming par for the course across high-end hotels. Indeed, 68% of the world's luxury guests consider such features critical to their experience (Lv et al., 2024).Unfortunately, up until now, in many ways, The Langham, Chicago has been dependent on more traditional models of service provision. And it is these that cannot allow an immediacy and personalisation enabled from technology itself (Bilgihan et al., 2016).
Guests engage with brands through mobile applications and have been habituated to expect digital solutions for seamless control of room temperature and lighting, or order amenities without needing to go about doing things manually. This expectation has also taken over in luxury hotels, where smooth digital interfaces add to a better degree of comfort and satisfaction. As Jain et al. state, this is expected in each hotel chain and facility, setting up the bar gradually for different chains offering their amenities (Jain et al., 2023). The absence of digital services at the current hotel creates not only the lack of convenience for technologically savvy guests but also dampens the operations in the hotel. For instance, not allowing mobile check-in for guests sometimes leads to delays with check-in at busy periods, thereby dampening the experience. By contrast, direct competitors in the same city, like the Four Seasons and Ritz-Carlton in Chicago, have already implemented concierge services via digital means, placing even more pressure on The Langham for digital transformation (Bardhi & Eckhardt, 2017).
2. High Employee Turnover: Complementing these digital gaps, The Langham, Chicago also faces the issue of high employee turnover, particularly in its frontline service functions. According to the observations by Ghani et al. (2022), the problem of turnover besets the U.S. hospitality industry, averaging 74%. This is, however, an issue for luxury hotels, since consistent and quality service is at the very heart of and base for brand loyalty and repeat customers. Every time a replacement is needed, this occasion calls into play a raft of costs related to recruitment, training, and onboarding, reflected by Jain et al. (2023) at $5,000 per new hire in the realm of luxury hospitality. For The Langham, these are further compounded by the cost on service delivery of regular service disruptions from transient workers—so aside from impacting guest experience.
High turnover rates erode staff morale as the remaining employees are burdened with more work, leading to burnout and further attrition. This self-reinforcing cycle diminishes the ability to provide personalized, attentive service—hallmarks of true luxury hospitality. Moreover, luxury hotels have to retain their experienced staff since long-serving staff know the brand and the clients well due to which they tend to provide excellent services (Bharwani & Mathews, 2021). Thus, inability to retain employees can result in The Langham, Chicago losing that edge that makes the hotel different in the luxury market.


Analysis

Problem Identification and Detailed Description
Digital infrastructure and employee turnover are two operational critical challenges being faced by The Langham, Chicago. Both issues bear a significant impact on guest satisfaction and overall operational efficiency .
The first challenge is that of limited digital service—one quite afar from the expectations in today's competitive luxury hotel market . Nowadays, guests expect seamless and technology-enabled experiences, starting from mobile check-in to in-room digital amenities such as smart controls for lighting and temperature. A recent study reported by Bilgihan et al. (2016) investigates the widely held belief that digital convenience has become a basic condition for meeting guest expectations. In this current context, in-room technology and personalized digital services are considered an expectation, rather than a choice. Four Seasons and Ritz-Carlton, among others, have opened their mobile applications and digital concierge options for guests to communicate with services rather seamlessly and independently (Bardhi & Eckhardt, 2017). On the other hand, The Langham, Chicago relies too much on traditional service models and thus can't serve technology-savvy clients who seek personalization and digital accessibility (Adekuajo et al., 2023).
A second problem is high employee turnover, mainly at the operational level of employees, which further aggravates the delivery of service. High turnover itself disrupts the continuity of service—that is, a key attribute of luxury hospitality. Staff turnover affects team morale and increases costs related to recruitment and training. It often leads to suboptimal interactions with guests, probably because inexperienced or temporary workers may lack the potential to give high levels of service in a luxury environment.
According to Bharwani and Mathews (2021), employee retention is crucial in the case of luxury hotels as long-term employees gain immense knowledge about the service philosophy of the service brand as well as the expectations of the guests of the hotel, which enables them to provide quality service. Moreover, the cyclic pressure on the rest of the team due to turnover leads to burnout, hence lowering the standards of service, according to Jain et al. (2023).
The reason these issues should be addressed is that, according to Shahid & Paul (2022), the digital capabilities of services and staff touches are fundamental drivers of guest satisfaction—one of the main drivers of brand loyalty and market competitiveness. If unresolved, such challenges may undermine the positioning of The Langham as a leading luxury hotel in Chicago and erode its reputation among high-end travellers.


PESTEL Analysis
The PESTEL framework analyses the following external macro-environmental factors that are likely to influence The Langham, Chicago: Political, Economic, Social, Technological, Environmental, and Legal.
1. Political: Immigration policy in the United States affects labour supply in the hospitality industry, especially in luxury hotels, which require talent from around the world. Restrictions on work visas have made skilled labour scarce, challenging recruitment and retention in service-oriented positions (Waller & Abbasian, 2022).  These restrictions increase turnover rates, making recruitment costly and complicating workforce stability in an industry heavily reliant on quality staff interactions.
2. Economic: The U.S. hospitality sector is navigating post-pandemic recovery, with renewed demand for luxury travel services. However, inflationary pressures raise operational costs, meaning that hotels like The Langham, Chicago, must balance quality with costs in their budgets (Bain & Company, 2023). With rising labour costs, retention strategies are crucial to prevent frequent rehiring, which further strains limited resources.
3. Social: Changing guest demographics and preferences present both challenges and opportunities. Today’s luxury guests expect digital-first, personalized experiences that prioritize convenience and flexibility (Adekuajo et al., 2023). As a result, luxury hotels are adopting technology-driven guest services to meet these expectations. Failing to align with these trends risks alienating a growing number of tech-savvy guests.
4. Technological: The rapid pace of digital and AI advancements has transformed guest expectations within the luxury hospitality industry. Features like mobile apps, AI-driven concierge services, and in-room smart technology are reshaping guest experiences (Al-Hyari et al., 2023). Implementing these technologies presents an opportunity for The Langham, Chicago to enhance guest personalization, though it requires significant investment and staff training.
5. Environmental: Growing consumer awareness of sustainability impacts luxury hotels, with an increasing number of guests preferring environmentally friendly and socially responsible establishments (Acampora et al., 2022). Promoting sustainable practices, such as energy-efficient lighting and eco-friendly room amenities, positions The Langham as a responsible luxury brand in a market increasingly valuing environmental stewardship.
6. Legal: U.S. data privacy regulations, including the California Consumer Privacy Act (CCPA), place strict guidelines on how hotels handle and protect guest data (Marques & Marques, 2023).As The Langham, Chicago considers digital enhancements like a guest app and digital concierge, compliance with data protection laws will be essential to maintain guest trust and avoid legal complications.
Through this PESTEL analysis, it becomes evident that social and technological changes are critical drivers for shaping The Langham’s operational and strategic needs.



SWOT Analysis
The SWOT analysis simply presents internal strengths and weaknesses, together with external opportunities and threats for The Langham, Chicago, based upon which a strategic decision can be drawn.
1. Strengths:
· Prestigious Brand and Prime Location: The Langham, Chicago has both an esteemed brand and prime location along the Chicago River; these factors are key to drawing a very select customer base and underpin its position in the premium market segment (The Langham, Chicago, n.d.).
· Service Quality and Guest Loyalty: Recognized for high standards of service, the hotel has managed through time to build up a loyal client base, which constitutes a source of competitive advantage in the luxury segment. It remains one of the best-rated hotels in town, with high standards of service assuring loyalty on the part of its guests (Guan et al., 2021).
2. Weaknesses:
· Limited Digital Infrastructure: The absence of digital amenities, such as a guest app and in-room smart technology, limits the hotel’s ability to provide the digital convenience that guests expect (Jain et al., 2023).
· High Employee Turnover: Frequent employee turnover leads to discontinuation of service quality and consistency, thereby hampering the overall guest satisfaction and increasing the cost of operation due to recruitment and training (Ghani et al., 2022).
3. Opportunities:
· Increased Demand for Digital Services: In the context of growing demand for technology-driven services, The Langham, Chicago can adopt digital enhancements at every touch point—from mobile check-in to in-room tablets—to offer a differentiated experience to guests (Adekuajo et al., 2023).
· Sustainability Trends: Eco-friendly innovations align with emerging customer needs for responsible luxury, providing a differential advantage in attracting environmentally conscious travellers (Acampora et al., 2022).
4. Threats:
· Intense Competition: Competition in the luxury hotel segment in Chicago is very high as established brands like Four Seasons and Ritz-Carlton raise the bar significantly in digital and personalized guest service (Bilgihan et al., 2016).
· Economic Pressures: With increasing operational expenses and inflation, luxury hotels are under pressure to manage budgets without compromising the quality of service (Bain & Company, 2023).
This SWOT analysis emphasizes The Langham, Chicago's strong brand recognition and service standards but also highlights considerable threats from technology-enabled competitors and internal weaknesses concerning staff retention and digital infrastructure. Addressing these will no doubt help fortify its market position.

TOWS Analysis
The TOWS matrix develops practical strategies using the information from the SWOT that will enable The Langham, Chicago to convert its weaknesses into strengths and decrease possible threats.
1. Utilizing Strengths (S) to Capitalize on Opportunities (O):
· Adopt Digital Enhancements: With its strong brand reputation, The Langham, Chicago can introduce a guest app to enhance convenience via mobile check-in and digital concierge services. This move aligns with the increasing demand for digital amenities while cementing its brand as a luxury leader, as noted by Bilgihan et al. (2016) and Adekuajo et al. (2023).
2. Addressing Weaknesses (W) by Leveraging Opportunities (O):
· Introduce Sustainability Initiative: Eco-friendly operations like in-room recycling and energy-efficient systems would help increase guest satisfaction while meeting growing sustainability expectations. This initiative also differentiates the hotel in a market that increasingly prioritizes environmental accountability (Acampora et al., 2022).
· Employee Retention Program: Developing a structured employee retention program, including competitive pay, comprehensive training, and a supportive feedback system, could reduce turnover rates, fostering a more consistent and reliable guest service experience.
3. Using Strengths (S) to Counter Threats (T):
· Enrich Personalization through Local Partnerships: Leveraging its prime location, The Langham, Chicago can collaborate with high-end dining and cultural venues in Chicago to offer exclusive, personalized experiences. This approach helps the hotel stand out in a competitive market by providing unique, locally-inspired experiences that are hard to replicate (Ryu et al., 2018).
4. Minimizing Weaknesses (W) to Mitigate Threats (T):
· Invest in Technology Training for Staff: Training staff on digital tools like in-room tablets and guest apps could enhance the guest experience and reduce turnover by equipping employees with valuable, transferable skills.
· Resource Allocation to Key Service Touchpoints: By focusing resources on high-impact areas, such as personalized guest services and frontline operations, The Langham, Chicago can improve service efficiency, thereby counteracting the challenges posed by economic pressures.
The TOWS matrix, in conclusion, provides a strategic avenue for converting the identified digital constraints and high turnover rates into areas for further improvement. These approaches can enhance guest experiences and operational robustness, further strengthening the hotel's position in the competitive Chicago luxury market.
Market and Operational Metrics
Gaining insight into The Langham, Chicago's performance involves studying a variety of metrics with respect to guest preference trends, industry performance, and operational costs . These numbers are indicative of the pain points created by digital transformation and high employee attrition rates.
Digital Transformation in Luxury : By 2023, studies showed that 68% of the world's luxury hotel guests expected mobile-enabled services , including mobile check-in and digital concierge during their stay experience . This has grown by 20% from 2018, depicting rapid shifts toward digital dependency among guests in the high-end market. Expanding on this point, the adoption of digital services itself can increase guest satisfaction ratings by as much as 25%. This is critical for hotels interested in satisfying the Millennial and Gen Z demographics, since these groups comprise over 45% of all luxury travellers, particularly in urban hotel markets like Chicago .
Staff Turnover Costs and Impact: The U.S. hospitality sector faces very high levels of staff turnover, which accounts for one of the greatest operational budget items. Evidence from Ghani et al. (2022) shows that the average hotel turnover rate in the hospitality industry is about 74%, making recruitment and training costs higher in luxury hotels. For example, replacing a line-level employee at The Langham, Chicago costs approximately $5,000, covering recruitment, onboarding, and initial training. High labour turnover increases operational costs by about 15% annually (Jain et al., 2023), apart from lowering service consistency and general guest satisfaction.
Revenue Trends and Competitive Pressures: The luxury hotel segment in Chicago generated approximately $2.1 billion in revenue in 2022, with an expected growth rate of 6% in 2024 due to post-pandemic travel recovery. According to Bain & Company (2023), however, The Langham faces strong competition from rival brands, including Four Seasons, which has invested heavily in digital services, and Waldorf Astoria, known for its eco-friendly initiatives. These investments align with changing consumer preferences, placing greater pressure on The Langham to innovate to maintain brand equity and appeal to eco-conscious consumers, who now represent around 30% of the luxury hotel market .
These metrics explain why it is urgently necessary for The Langham, Chicago to implement digital upgrades and strengthen employee retention strategies to meet guest expectations and operate efficiently in a highly competitive market.

2. High Employee Turnover
Apart from the digital divide, high employee turnover is also part of the problem at The Langham, Chicago. Within the U.S. hospitality industry, turnover is a significant issue, averaging 74% (Ghani et al., 2022). This challenge is particularly pronounced in luxury hotels, where brand loyalty and repeat customers rely on consistency and quality of service. Each instance of turnover brings costs related to recruitment, training, and induction, estimated at $5,000 for every new employee hired into the luxury hospitality sector.
For The Langham, disrupted service further compounds these costs, as constant staff changes create inconsistencies in service delivery, which affects the guest experience. High turnover also undermines morale among remaining employees, who often bear increased workloads, potentially leading to burnout and further attrition. This cycle diminishes the ability to provide the personalized, attentive service that characterizes luxury hospitality (Bharwani & Mathews, 2021).
Furthermore, a strategy to retain experienced staff is essential in luxury hotels, as long-term employees develop a deeper understanding of the brand and clientele, thereby enhancing service quality. Thus, without an effective employee retention strategy, The Langham, Chicago risks compromising the unique qualities that set it apart in the luxury market.
Summary
To put it in a nutshell, The Langham, Chicago faces crucial tests of digital service capabilities and workforce stability. These problems not only affect guest satisfaction but reduce efficiency while increasing operational costs. With competition ever on the rise, these issues, combined with a world where guest expectations change with each new day, threaten the position of leading luxury hotels like The Langham. Both of these issues need to be addressed if the company is to sustain its brand reputation, attract repeat customers, and maintain profitability in this demanding market.
This report, then, will offer specific recommendations on digital transformation and employee retention to address these identified root causes and enhance The Langham, Chicago's competitive advantage.


Recommendations and Change Management

1. Digital Experience Enhancement
A basic digital transformation strategy will help The Langham, Chicago meet contemporary guest expectations and further streamline operations. Key recommendations include a guest mobile app, in-room digital controls, and enhancements to the hotel's digital concierge services.
Guest Mobile App: A dedicated mobile app provides guests with a range of personalized amenities, including mobile check-in/check-out, digital concierge service, and room service ordering. This allows guests to manage in-room amenities and request services without direct contact, streamlining the experience. Mobile check-in can reduce wait times and ease congestion, especially during peak times—a common issue for luxury travellers (Bilgihan et al., 2016). For The Langham, an app enables customization notifications on exclusive events and promotions, reinforcing brand loyalty.
In-room Digital Controls: The installation of smart devices in guest rooms, such as tablets to control lighting, temperature, and room service, is standard in many luxury hotels. This addition would benefit The Langham, Chicago, as studies show that in-room digital amenities boost guest satisfaction by enabling guests to create their preferred environment with ease (Adekuajo et al., 2023). Smart controls can also incorporate energy-saving features, aligning with the growing demand for sustainable practices.
Digital Concierge Services: Integrating AI-driven concierge services into the app allows for quick responses to common guest inquiries, reservations, and requests. This reduces the pressure on front-line staff and provides a convenient solution for guests who prefer self-service. Additionally, an AI-powered concierge can offer personalized recommendations based on guests' previous preferences (Ryu et al., 2018).
Implementation Strategy: Rolling out these digital upgrades in phases is recommended. Initial app features could focus on high-demand functions like mobile check-in, with a gradual expansion to in-room controls and AI concierge capabilities. A phased approach minimizes operational disruption and allows staff and guests to adapt to the new systems incrementally (Jain et al., 2023).

2. Employee Retention Program
To reduce its high turnover rate and provide uninterrupted services, The Langham, Chicago should adopt a more systematic approach to staff retention. The cornerstones of this plan involve competitive compensation, ongoing training, and the implementation of a feedback mechanism.
Competitive Remuneration and Benefits: According to Ghani et al. (2022), luxury hotels with competitive remuneration experience lower turnover rates. For The Langham, offering salaries that match industry standards in Chicago’s luxury hospitality market would improve retention. Benefits like health insurance and retirement plans would further incentivize loyalty, while a reward system for long-serving employees could enhance job satisfaction and loyalty.
Training and Development for Employees: Regular training on luxury service standards and digital tools is essential to deliver an enhanced customer experience. Training should be structured and frequent, covering both customer service skills and new digital systems. Digital training enables staff to assist guests with new hotel technologies, bridging skill gaps and building better guest-provider interactions (Guerola-Navarro et al., 2021). Clear career development paths could also attract individuals eager to grow within the hospitality industry.
Staff Feedback System: Developing a structured feedback system allows employees to voice concerns and suggestions, fostering a supportive work environment. Regular feedback through surveys or one-on-one meetings enables management to address staff concerns proactively, improving morale and engagement. Studies show that open feedback channels reduce turnover rates by 20%, enhancing job satisfaction (Waqanimaravu & Arasanmi, 2020).
Implementation Strategy: These retention initiatives should be part of a broader employee engagement program. Starting with compensation reviews and a feedback system, the hotel can make immediate improvements, then gradually introduce structured training programs focused on service quality and digital skills (Jain et al., 2023). This approach ensures service continuity with minimal operational disruption.

3. Change Management Strategy Using Kotter’s 8-Step Model
Digital enhancement and effective employee retention call for structured change management. The 8-Step Change Model by Kotter provides a step-by-step guide to implementing change, fostering employee buy-in for a smooth transition.
Step 1: Create Urgency
Clearly outline the relationship between digital transformation, employee retention, and guest satisfaction. Communicate the necessity of these changes by discussing turnover rates and guest feedback, emphasizing how improvements align with The Langham's commitment to luxury service (Shu et al., 2023).
Step 2: Form a Guiding Coalition
Establish a coalition of managers, key employees, and digital consultants. Engaging team members across departments promotes collaboration and ensures that staff input shapes the initiative, reflecting the views of Waller & Abbasian (2022).
Step 3: Create a Vision and Strategy
Develop a clear vision for digital upgrades and retention programs, illustrating their benefits to staff and guests. A cohesive vision helps align teams, making it easier for staff to see how their roles contribute to hotel goals.
Step 4: Communicate the Vision
Regularly communicate the vision through staff meetings, digital bulletins, and departmental briefings. Listen to staff concerns about digital changes and clarify the support available for adapting to these changes (Bain & Company, 2023).
Step 5: Empower Employees for Broad-Based Action
Equip employees with training to confidently use new digital tools and support them in addressing guest inquiries on these systems. Empowerment reduces resistance and builds employee confidence.
Step 6: Achieve Short-Term Wins
Set visible, achievable goals, like piloting mobile check-in. Early successes generate momentum, showing staff the benefits of the changes (Ingram & Wallace, 2023).
Step 7: Consolidate Gains and Produce More Change
Capitalize on early wins by rolling out additional digital features and strengthening employee programs, reinforcing the progress already made.
Step 8: Embed New Practices
Integrate these practices into the hotel’s culture by consistently reinforcing their benefits and acknowledging staff contributions.
This methodical approach ensures that The Langham, Chicago can act on recommended changes smoothly, fostering long-term buy-in and operational success.

4. Success Measurement and Expected Benefits
KPI assessment is essential to evaluate the success of these recommendations. For this purpose, The Langham, Chicago should establish key performance indicators focusing on both guest satisfaction and employee engagement.
Key Performance Indicators for Digital Transformation:
· Guest Satisfaction Scores: Track changes in scores from post-stay surveys and online reviews. An increase in scores would reflect the successful incorporation of digital services at the hotel (Shu et al., 2023).
· Guest Usage Rates: Monitor usage levels of the mobile app, in-room digital controls, and AI-powered concierge. High usage rates indicate acceptance and add value to the guest experience (Bilgihan et al., 2016).
· Service Delivery Efficiency: Measure service request fulfilment times before and after implementation. Reduced service times reflect improved operational efficiency.
Key Performance Indicators for Employee Retention Program:
· Turnover Rate: A reduction in turnover rates would imply that the employee retention programs are effective, indicating that employees prefer to stay in a well-compensated and supportive work environment (Ghani et al., 2022).
· Staff Engagement Scores: Gauge morale and engagement through periodic employee satisfaction surveys. Increased scores suggest a positive response to training, benefits, and feedback mechanisms (Waqanimaravu & Arasanmi, 2020).
These KPIs enable management to measure the effectiveness of digital upgrades and retention strategies, ensuring that both operational efficiency and guest satisfaction align with the hotel’s high standards.
Expected Benefits: These initiatives are anticipated to boost guest satisfaction, operational efficiency, and brand loyalty. In turn, reduced turnover will lower recruitment costs while enhancing service consistency, reinforcing The Langham's reputation as a premier luxury hospitality brand. This approach ultimately positions The Langham, Chicago to meet evolving market demands and maintain its competitive edge in Chicago’s luxury segment.

5. Cost Analysis
Specific projected costs for these initiatives include:
· Digital Transformation: Developing a guest mobile app, in-room tablets, and AI concierge services are estimated to cost about £50,000, as noted by Lv et al. (2024).
· Employee Retention Program: Expenses for salary adjustments, benefits, and training programs are projected at approximately £30,000 annually, based on Ghani et al. (2022).
· Change Management Implementation: Costs for training, coalition meetings, and initial communication efforts are estimated at £10,000.
Overall, this investment will promote long-term growth, with cost savings anticipated through improved efficiency and reduced turnover.


Action Plan
Below is the tabulated breakdown of the recommended action plan for The Langham, Chicago, detailing specific problems, solutions, desired outcomes, timeline, and budget for each initiative.
[image: A green and white table with text  Description automatically generated]

[image: A green and white chart with black text  Description automatically generated]
Total Budget: £90,000 (initial and annual costs combined).
This table summarises the recommended actions, with projected timelines and budgets, to address The Langham, Chicago’s primary challenges, ensuring sustained improvement in guest experience and operational efficiency.

Beyond digital upgrades and retention strategies, The Langham, Chicago will benefit from ongoing support and expertise provided by our consultancy, Prestige Hospitality Advisors. With an extensive understanding of current trends in luxury hospitality and operational challenges, our firm is well-positioned to effectively lead these changes. By partnering with The Langham, Prestige Hospitality Advisors can deliver continued oversight and precise guidance in both digital and workforce management to ensure that all initiatives meet current needs and adapt to future industry shifts.
Why Prestige Hospitality Advisors?
1. Proven Expertise in Digital Transformation for Hospitality
Our firm has successfully implemented digital transformations in luxury hotels, assisting high-profile clients in seamlessly integrating advanced technology into operations. Digital adoption in luxury hospitality requires strategic alignment with brand identity, guest expectations, and operational flow. Prestige Hospitality Advisors creates holistic digitalization strategies that put the guest experience at the forefront while emphasizing personalized service. Our experience with AI-driven concierge systems and mobile applications ensures sensitivity in deploying these tools within The Langham’s high-touch environment.
Additionally, our team can ensure compliance with U.S. data privacy regulations, such as the CCPA, which is crucial for luxury travellers who expect discretion and security from premium brands. This expertise minimizes potential regulatory risks while enhancing the guest experience.
2. Custom Employee Retention Solutions
Prestige Hospitality Advisors understands that luxury hotels rely on continuity and quality in customer interactions, highly influenced by employee attitude and tenure. With extensive experience in hospitality HR, we design retention plans tailored to luxury environments, where service excellence is essential. Our retention strategy focuses on competitive compensation, continuous training, and a supportive feedback system, helping The Langham, Chicago reduce turnover and foster a positive work culture that aligns with the brand’s standards.
Our firm uses data-driven insights to regularly assess program effectiveness, refining retention strategies over time. Through employee satisfaction and engagement metrics, we can address emerging needs and optimize incentives, training, and feedback mechanisms, ultimately enhancing service quality and operational continuity.
3. Full Change Management Support
Significant organizational changes require a structured approach to secure staff engagement and facilitate smooth adoption. Prestige Hospitality Advisors specializes in change management for luxury hospitality, using Kotter’s 8-Step Change Model to guide teams through transitions. Our consultants will work with The Langham’s management to establish a guiding coalition of leaders to communicate the vision for change and support employees in adjusting to new digital tools and retention programs.
In conclusion, Prestige Hospitality Advisors combines a strategic understanding of luxury brand positioning with the technical and operational expertise required for effective digital and HR solutions. This partnership will enable The Langham, Chicago to drive sustainable improvements, equipping the hotel to meet both current demands and future challenges in the evolving luxury hospitality landscape.



Conclusion
In this highly dynamic and competitive luxury hospitality market, The Langham, Chicago faces significant challenges that require adaptable strategies to preserve its reputation and meet evolving guest expectations. The digital transformation and retention initiatives proposed in this report are aimed at enhancing both operational efficiency and the quality of guest interactions, positioning The Langham competitively among Chicago’s luxury venues.
Through digital transformation—introducing mobile apps, in-room smart controls, and AI concierge services—the hotel can cater to modern, tech-savvy travelers. Upgraded conveniences and personalized guest experiences will set The Langham apart in an environment where digital amenities are becoming essential. This approach will streamline operations, reduce front-line pressures, and provide seamless, intuitive services that enhance guests’ enjoyment, fostering a more efficient hotel operation (Bilgihan et al., 2016; Adekuajo et al., 2023).
At the same time, addressing high employee turnover through competitive compensation, training, and a feedback-focused culture will ensure service consistency, a hallmark of luxury hospitality. Effective engagement and retention of a skilled workforce are crucial to upholding the high standards of The Langham brand. Empowering employees with skills and confidence to operate new digital tools will further reinforce efforts to create a supportive work environment where service excellence thrives.
By embracing these digital- and human-cantered approaches, The Langham, Chicago is not only well-positioned to tackle today’s challenges but also to future-proof its operations, securing its leadership in luxury hospitality for years to come. This strategy will drive guest loyalty, elevate brand reputation, and ensure long-term growth in an ever-evolving market.
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