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EXECUTIVE SUMMARY   

PROJECT OVERVIEW
The London-based Savoy Hotel, a famous luxury establishment with a long history, has come to our company to bridge a significant gap between its standard service model and changing post-pandemic guest expectations. In particular, the hotel is having trouble with digitalisation, sustainability, and flexibility—three important factors that influence modern luxury travellers' enjoyment and loyalty. The Savoy aims to modify its products to keep its respected reputation and improve visitor experiences as competition increases and guest expectations change (Savoy, 2021a).

KEY FINDINGS
· Digitisation Gaps
According to research, 76% of travellers expect digital check-in/check-out choices, with 60% preferring contactless services in luxury hotels (Statista, 2021). However, The Savoy's attachment to traditional service practices limits its capacity to accommodate these kinds of requests.   Guest input indicated a need for streamlined, app-based service alternatives, resulting in lower satisfaction scores for convenience when compared to other hotels in the same market. From online reservations to contactless services, guests are expecting a smoother digital experience.
· Sustainability Concerns
The hotel's existing operations do not include obvious sustainable development efforts that meet the growing demands of environmentally concerned travellers. According to studies, 68% of luxury travellers prioritise eco-friendly measures, and 57% choose a hotel based on its environmental initiatives (Deloitte, 2021), Sustainable practices are now a top priority for many elite tourists;  therefore, the hotel may need to modify its supply chains and operational procedures. The Savoy currently lacks programs addressing major issues such as waste reduction, water conservation, and sustainable sourcing.
· Demand for flexible offerings
Guest behaviour has changed towards greater flexibility in booking and on-site services, with 45% of respondents to industry studies preferring adaptable packages and services (Booking.com, 2021). With evolving travel patterns, guests want more flexible policies and booking alternatives that can accommodate changing plans. The Savoy's inflexible booking and service procedures have restricted its attractiveness to this group of people, with customers expressing a lack of personalised experiences and customisable packages.  

Analysis
Despite its historical attraction, our investigation shows that The Savoy's conventional service approach no longer completely satisfies modern standards for luxury. Due to this imbalance, marketplace has decreased, especially among younger tourists and corporate visitors. According to major industry trends, guests today view digital convenience, sustainability, and flexibility as crucial components of their luxury stay. Reduced loyalty and satisfaction are the results of the Savoy's inadequate incorporation of these factors (Savoy, 2021b).

Recommendations
· Implement Digital Solutions
Design a mobile app that combines digital room keys, concierge services, in-room food options, and easy check-in and check-out. Invest in contactless payment and service technology to appeal to post-pandemic sensibilities while improving ease and safety (Oracle, 2023).
· Enhance Sustainability Practices
Start a thorough sustainability program with objectives for reducing waste, conserving energy and water, and using locally produced goods. According to World Travel Tourism Council (2022), since environmentally conscious visitors are more inclined to stick with firms that are clearly sustainable and use to emphasizing economic benefits of fulfilling modern visitor needs, it is essential to make these initiatives widely known through marketing materials and in-room amenities (WTTC, 2022).
· Introduce Flexible Booking and Services Options
Provide flexible booking choices, like refundable reservations and customised stay packages based on the preferences of each visitor. To draw in experience-driven visitors, create new customised services including complimentary wellness programs, in-room activities, and partnerships for local excursions (STR Global, 2022).

Conclusion
In conclusion, although the Savoy Hotel's existing service concept is the basis of its upscale image, it needs to be modified to satisfy the changing demands of today's wealthy tourists.   Through the use of digital capabilities, sustainability commitments, and improved service flexibility, The Savoy can effectively redefine itself as a forward-thinking, guest-focused luxury resort. By taking these steps, it will strengthen its competitive advantage and win the enduring loyalty of both new and returning customers.





















INTRODUCTION 

The Savoy Hotel, a famous luxury hotel in the centre of London, requested this consulting report to discuss the significant difficulties it is facing in adjusting to shifting visitor expectations in the wake of the pandemic. In order to close the gap between The Savoy's historic service style and the changing needs of contemporary luxury travellers, this report analyses the hotel's present operational model and offers strategic recommendations. In a highly competitive market, The Savoy's competitive standing and brand loyalty could be threatened if these issues are not addressed.

Background of The Savoy Hotel
The Savoy Hotel, which opened its doors in 1889, is known for being one of the most lavish and legendary hotels in London. Located on the Strand with a view of the Thames, it has long been a popular spot for celebrities, royalty, and wealthy tourists.   The Savoy, which has 267 rooms and 67 suites that are all thoughtfully designed to give an extravagant yet comfortable stay, combines unmatched grandeur with traditional British charm. The hotel's suites, which include the luxurious Royal Suite and several rooms with Art Deco accents, vary in size and atmosphere. The Savoy is well-known not only for its accommodation but also for its famous eateries, bars and services, such as the legendary American Bar and the Savoy Grill, which draw both domestic and foreign visitors (Historic Hotels of the World, 2024).

Even though The Savoy is still popular, there are a lot of difficulties because of recent changes in the high-end travel sector. The Savoy must update without losing its rich history as visitor expectations change, especially with regard to digital service integration, sustainability, and flexibility. The Savoy can improve its offers in these areas to be relevant and appealing. Today's luxury travellers need efficient digital services, open environmental policies, and customisable options (TripAdvisor, 2023).

Background of Zed Consultancy Firm
Zed Consultancy Firm is an organisational consultancy with headquarters in London that focusses on the luxury service and hospitality sectors. Having worked as consultants for upscale hotels, resorts, and travel companies for more than ten years, we offer a strategic knowledge of the dynamics and difficulties of the premium hospitality industry (Deloitte, 2021). Our consultation focusses on assisting clients in improving customer experience, streamlining operations, and adjusting to changes in the industry. We provide practical suggestions that complement customer objectives by utilising data-driven insights and industry best practices (PwC, 2022). We are in a unique position to advise The Savoy on how to modify its services and maintain its iconic standing in the contemporary luxury scene because of our demonstrated expertise in assisting upscale hotels and premium brands in achieving sustainable growth.

Issue at stake
The Savoy Hotel's primary problem is the disconnect between its high-touch, traditional service model and the changing demands of modern luxury tourists. Important difficulties include:

· Digitalisation: In recent years, visitors have become more demanding for digital services, expecting contactless and app-based alternatives for room service, check-in, and other conveniences.
· Sustainability: More and more high-end travellers are choosing hotels that show a dedication to sustainability, such as eco-friendly operations, waste minimisation, and energy saving (Energy.gov, 2021).
· Flexibility: As travel trends change, more people are expecting flexible booking options, customisable stays, and flexible on-site experiences.
· This study will examine these problems, evaluating how they affect The Savoy's positioning in the market and suggesting solutions.

Analytical Frameworks
The following recognised frameworks will be used in this research to offer a thorough analysis and strategic a plan:  

PESTLE Analysis: The macroenvironmental elements influencing The Savoy will be examined with the use of this framework. Examining the political, economic, social, technological, legal, and environmental aspects helps us comprehend how outside forces affect the hotel's operational choices (GOV.UK, n.d).
SWOT Analysis: The Savoy's internal and external environments can be assessed using the SWOT (Strengths, Weaknesses, Opportunities, and Threats) framework. In relation to the demands of the market today, this framework will show the hotel's strengths and areas that require attention (Investopedia, 2024).

TOWS Analysis: The TOWS matrix assists in the development of strategic choices by drawing on insights from SWOT analysis. By matching threats with weaknesses and strengths with opportunities, TOWS is especially helpful in generating workable strategies that produce practical and significant answers (Bitesize Learning, 2024).

When combined, these frameworks will offer a comprehensive knowledge of The Savoy's present position and the most practical modernisation routes.

The Report's Objective
This report's main goal is to give The Savoy Hotel practical suggestions that will help it adjust to a rapidly shifting luxury market. This report's results and analysis are intended to provide ideas that uphold The Savoy's legacy while meeting modern standards, thereby solidifying its standing as a top destination for affluent tourists. The Savoy will be able to combine innovation and tradition thanks to the ideas and solutions put forth here, guaranteeing that it will continue to satisfy the exacting requirements of contemporary luxury (CPP-Luxury, 2021).













ANALYSIS 

Introduction to Identified Issues.
The Savoy Hotel is currently dealing with three major concerns that have arisen as critical in the post-pandemic hospitality landscape: the need for increased digitalisation, the desire for sustainability, and the expectation of flexibility in services and products. Each of these issues has consequences for tourist satisfaction, income stability, and market placement, requiring a deeper investigation into both their origins and alternatives. Although The Savoy has upheld its outstanding track record and high standards for more than a century, the hotel must change in these areas to remain competitive and attract new generations of affluent tourists.  According to Hassanien and Dale (2020), hotels are required to lead the digital revolution to sustain and expand their market value. This could be accomplished by working with tech-savvy businesses that can identify and define the key technological problems that can and should be resolved.  

Digitisation
· Impact on The Savoy: In the months that follow of the epidemic, guests increasingly expected more technologically advanced, convenient experiences at high-end hotels, such as contactless services, smartphone check-ins, and app-based amenities. The Savoy's primarily conventional business strategy hasn't yet completely adjusted to new digital demands, either. Particularly among younger populations that place a higher value on convenience and digital integration, this digital divide has an impact on visitor pleasure and loyalty (Melián-González et al., 2020).
· Causes: The Savoy's slower willingness to embrace digital technology can be linked to its historical traditions and emphasis on traditional premium service. The perceived hazards and expenses of adopting new technologies aggravate this reluctance to modernisation.
· Consequences: Data indicates that luxury hotels with integrated digital services report improved booking retention rates and positive reviews, but customer feedback points to increased unhappiness. Competition like The Four Seasons and The Ritz London have benefited from digitisation by providing virtual tours, digital concierge services, and app-based room controls (Four Seasons, 2024). The Savoy now runs the risk of losing market share to younger tourists who value speed and convenience. Reduced repeat business due to dissatisfied guests might affect revenue stability and reputation. The Savoy's lack of digitalisation has an indirect effect on revenue because prospective customers can pick rivals that provide a more smooth online experience (Google Reviews, 2023). 

Sustainability
· Impact on The Savoy: Hotels must show ethical practices such as waste minimisation, the use of renewable energy, and locally produced items as visitors' concerns about sustainability grow. Sustainability has emerged as an important factor for wealthy tourists, particularly among luxury buyers who care about the environment. 68% of international travellers would be more inclined to select lodgings that visibly display eco-friendly practices, per Booking.com's (2021) sustainable travel research. Given the growing expectation that luxury hotels set the example for responsible tourism, the Savoy's lack of visibility in this area may act as a discouragement for these visitors.
· Causes: The Savoy's long-standing supply chains and traditional service standards, which do not naturally incorporate eco-friendly techniques, may be the cause of its current lack of attention on sustainability. For example, existing buying processes and vendor relationships might not be compatible with waste reduction or sustainable production techniques (Deloitte, 2024b).
· Consequences: The Savoy is at a competitive disadvantage since it lacks obvious sustainability initiatives. By establishing sustainability as an essential concept, well-known establishments like 1 Hotels and Six Senses have significantly increased market loyalty and attracted wealthy tourists who appreciate luxury and environmental responsibility (1 Hotels, 2023 and Six Senses Hotel, 2022). Additionally, operational expenses can be directly impacted by sustainability; for instance, waste reduction and energy-efficient systems can lower overhead. In a market where sustainable options are becoming more and more valued, The Savoy runs the danger of losing out on possible revenue and damaging its reputation as a brand if it doesn't take advantage of these trends.

Flexibility in Offerings
· Impact on The Savoy: With visitors demanding individualised booking options, stay packages, and amenities that cater to a range of tastes, flexibility has become a top focus. According to a Deloitte survey (2024a), 55% of tourists appreciated hotels that provide flexibility and individualised alternatives, like in-room modification, package add-ons, and late check-out. These flexible choices are absent from The Savoy's strict service framework, which is based on established norms and may turn off customers looking for more individualised and flexible experiences.
· Causes: The Savoy's service concept places a high importance on formality and uniformity, which may not be in line with today's move towards flexibility. Being a historic luxury hotel, its business model is less suited to quickly adapt to feedback from visitors or to offer a wide range of customised alternatives without compromising its essential service ethic (Erkman and Hancer, 2019).
· Consequences: Customers who anticipate highly customised services may become irritated if there is a lack of flexibility. Versatile competitors like Mandarin Oriental (2024) and The Rosewood (2023) provide a range of experience add-ons and adaptable packages. The Savoy's commercial appeal is limited by its failure to satisfy these expectations, especially among younger luxury tourists. Because guests are less likely to upgrade or add services if they do not believe that these options meet their specific tastes, this gap diminishes potential for additional revenue streams.

Positive Performance Areas
Considering these difficulties, The Savoy's competitiveness in the marketplace is maintained by its fundamental strengths:
· Strength in Heritage and Brand Reputation: Guests looking for traditional, upscale experiences are drawn to The Savoy because of its historical prestige and standing as a legendary luxury hotel. The hotel's history is still a strong accordingly, and reports show that visitors are pleased with its distinct personality and customary services.
· Renowned Dining and Bar Offerings: The Savoy's dining options, such as the American Bar and Savoy Grill, have consistently received great reviews and attract both residents and visitors. These features continue to be focal points of the visitor experience and are assets that separate The Savoy apart from other upscale hotels (The World’s 50 Best Restaurants, 2023).

PESTLE Analysis
The external factors affecting The Savoy Hotel, especially those related to the hospitality sector, are looked at in the PESTLE study that follows:

	Factors
	Impact on The Savoy Hotel

	Political
	Travel to Europe has decreased as a result of political tensions (such as Brexit) in the UK. However, London continues to be a major tourism destination, drawing both leisure and business tourists from around the world.

	Economical
	The post-pandemic resurfaces, and inflation have had an impact on disposable income, especially for international guests. Economic downturns have an influence on business travel spending, including high-end hotels.

	Social 
	The Savoy is under pressure to implement obvious ecological efforts as a result of guests' growing eco-consciousness and desire for sustainable operations. Travellers who are tech-savvy anticipate further online integration.

	Technological
	As competitors use these technologies to satisfy guest expectations, The Savoy's digital gap is highlighted by advancements in hospitality technology, like as app-based check-ins.

	Legal
	Evolving data protection rules (e.g., GDPR – General Data Protection regulation) demand full information management, particularly as The Savoy considers digital transformation.

	Environmental 
	The Savoy's growing commitment on decreasing environmental effect forces it to incorporate sustainable methods such as energy efficiency, waste reduction, and responsible purchasing.




SWOT Analysis
We offer the following SWOT analysis to evaluate The Savoy's present positioning:

	Strengths
	Weaknesses

	· Recognised heritage and status 
· High awareness of the brand
· Great experiences in bars and restaurants
· Prominent landmark in the heart of London
	· Insufficient attempts to digitise
· Absence of obvious sustainability projects
· Unchangeable and strict service model

	Threats
	Opportunities

	· Expanding market for eco-friendly travel
· Growth into services enabled by technology
· Encouragement of sustainable practices
	· Competition from high-end, technologically sophisticated hotels
· Growing demands for personalisation from visitors
· The impact of economic uncertainty on luxury travel




TOWS Analysis
The TOWS (Threats, Opportunities, Weaknesses and Strengths) analysis transforms The Savoy's strengths and weaknesses into practical strategies, allowing a SWOT model to be used and expanding on it. It enables you to consider both internal and external strategies.


	
	Opportunities
	Threats

	Strengths 
	Make use of brand history to market eco-friendly luxury experiences.
	Make use of the hotel's brand to enhance its digital offerings and form alliances with tech companies.

	
	In order to appeal to today's eco-conscious tourists, expand iconic eating to offer eco-friendly options.
	

	Weaknesses
	Invest in digitalisation, particularly through app-based services, to draw in tech-savvy tourists.
	Fill in the gaps in digital and flexible services to stay competitive with other luxury hotels.

	
	Create sustainable projects to satisfy the demands of travellers for clarity while also keeping up with eco-trends.
	In order to stay relevant in the face of evolving guest expectations, packages must highlight flexibility.




Research Methodology and Data Sources
We used a range of current sources to create this analysis, including:
· Industry Reports: Information about luxury hotel trends was obtained from sources such as STR Global (2022), PwC's (2022) UK hotel forecast, and JLL's (2022) hospitality research.
· Market Studies: Statista and Deloitte (2018)  studies give statistics on traveller preferences for technology integration and environmental friendliness, both of which impact  high-end hotel need.
· Analysis of Competitors: Comparing rivals (like The Ritz and Rosewood) reveals excellent practices in sustainability and digitisation.
· Guest feedback: TripAdvisor and Google reviews get direct feedback from visitors, highlighting areas for improvement as well as trends in satisfaction.

Overall analysis
The Savoy's traditional hospitality and historical image are still important advantages, but it will be essential to adjust to the changing needs of current visitors if it is to stay ahead of the competition. Meeting these needs while preserving the hotel's legacy will be made easier by addressing digitisation, sustainability, and flexibility. The results of this analysis indicate that The Savoy can maintain its success in the upscale hotel market by strategically improving its services (Forbes, 2024).



















RECOMMENDATIONS AND CHANGE MANAGEMENT


The Savoy Hotel is currently dealing with three major concerns that have arisen as critical in the post-pandemic hospitality landscape: 
· the need for increased digitalisation of services to improve customer satisfaction and streamline front-desk operations
· the desire for sustainability, with initiatives to reduce waste, increase energy efficiency, and improve brand reputation among environmentally sensitive guests
· the expectation of flexibility in services and products by providing adaptable guest services and packages, complying with the modern need for customisation.

Each of these issues has consequences for customer satisfaction, income stability, and market placement, necessitating a deeper investigation into both their origins and potential solutions (Savoy, 2021b).

Digitalisation

The simplicity and value of Lewin's model, which consists of the stages Unfreeze, Change, and Refreeze, make it useful in this situation. Establishing the need and advantages of change is the first step in unfreezing the hotel workforce. Refreezing solidifies these cultural shifts within the hotel, guaranteeing sustainability, while the Change phase entails implementing new procedures and instruments. Lewin’s Model stages will be applied to this section (Mindtools, 2023).

Unfreeze:
The Savoy must raise staff knowledge and acceptance in order to begin the digitisation process. Many front-line employees who are used to traditional guest service procedures could be concerned about how technology might change their jobs. Clear communication of the advantages should be provided by leadership, who should show how the app and digital technologies would promote visitor interactions and empower employees by freeing up time for more individualised contact (Amadeus Hospitality, 2023).
· Employee Involvement: Hold experimental workshops where employees may give the developers input while testing the app in a controlled setting. Employees are introduced to new tools and issues are addressed early with this interactive method (Council of Hotel and Restaurant Trainers, 2023).
· Success Stories: Provide examples of hotels that have effectively adopted comparable technology, such as the Marriott chain's usage of Oracle's OPERA Cloud, which resulted in a notable decrease in check-in times (Oracle, 2023 and Melián-González et al., 2020).

Change:
The team's specified Digital Champions can help colleagues during the installation phase by offering prompt support and troubleshooting. Champions act as resources for everyday enquiries, facilitating the shift and boosting support.

· Targeted Training Programs: Role-specific training for staff members should emphasise real-world application. For example, housekeeping might handle smart room technologies, while front desk employees may handle the app's check-in functions (Coursera, 2023).

Refreeze:
Refreeze, the final stage, includes developing new standards and routines. In this case, it can be beneficial to reinforce the digital transition in performance evaluations and provide incentives to employees who successfully use the new tools (McKinsey, 2022).

· Frequent Feedback Loops: For the first six months after installation, check in with staff members once a month to make any necessary adjustments to procedures. Offering a forum for ongoing feedback makes employees feel their opinions are appreciated, which allows for the improvements.

These were the Lewin’s stages in regard to Digitalisation, however more steps can be followed in order to get actionable results.


Actions 
· Creation of a Guest Management App: Collaborate with a top tech company to develop a user-friendly app that allows visitors to check in and out, order room service and control the climate in their rooms. One such instance is Oracle Hospitality (OPERA Cloud), which offers a smooth experience while handling data securely (Melián-González et al., 2020). 
· Integration of Smart Rooms: App-controlled smart devices, such as lighting controls, blinds, and thermostats, can lower energy costs while improving comfort (HospitalityNet, 2023).

Change Management Procedure
· Staff Training: To introduce the front desk, housekeeping, and concierge employees with the app and offer troubleshooting instruction and hold workshops.
· Communication: Clearly explain to employees the advantages of the app, highlighting how it can improve staff productivity and facilitate guest interactions.
· Feedback Channels: Hold frequent staff feedback meetings to resolve issues and improve the app in response to their recommendations.

Division of Cost and Resources
· Development of Apps: Around £120,000 to £150,000.
· Setup for Smart Rooms: Installation costs about £300 per room, for a total of about £90,000 for 300 rooms (HospitalityNet, 2023).

Success Measurement
· Guest satisfaction surveys are conducted after installation, with an emphasis on the app's simplicity and user-friendliness.
· App Usage Metrics: Monitor how often customers use in-app services vs traditional front-desk enquiries.
· Employee Efficiency Metrics: By comparing the frequency of in-app check-ins to traditional check-ins, you may monitor the decrease in front-desk workload (World Sustainable Hospitality Alliance, 2024).
The Benefits  
· Enhanced operational effectiveness, less front desk effort, and increased levels of client satisfaction, especially among tech-savvy guests, freeing up staff time for more valuable, tailored experiences.

Sustainability

Kotter's 8-Step Process offers an organised method that involves creating urgency, establishing an influential coalition, developing a strategic vision, and anchoring cultural changes (Kotter, 1996). With Kotter's 8-Step Process, you can easily implement sustainable measures like cutting out single-use plastics and switching to energy-efficient practices.

Step 1: Create urgency:

Hotel management must promote a feeling of urgency about sustainability, highlighting its significance for guest satisfaction and complying with regulations, especially when visitors prefer eco-friendly places (Erkmen & Hancer, 2019).

Guest Feedback: Share results from visitor surveys indicating an interest in sustainable practices and environmental responsibility. Guests have claimed that visible sustainability measures increase their likelihood of returning to hotels by 40% (UNWTO, 2023).

Step 2: Form an Alliance:

Choose a diverse team of "Green Champions" from the areas of guest services, F&B (Food & Beverage), and cleaning. This alliance will set a good example and encourage their colleagues to support environmentally beneficial projects (Green Building Initiative, 2023).

Step 3: Form a Strategic Vision:

Create a comprehensive sustainability strategy that communicates your clear sustainability vision to employees and visitors, which should include cutting waste, boosting productivity, and building brand value. This goal is furthered by publishing sustainability measures (such as waste and energy reductions) on the employee portal.

Steps 4-6: Communicate, Empower, and Create Short-Term Wins:

Communication Channels: To reinforce the message, highlight minor sustainability achievements on posters in common places and in the employee newsletter.

Autonomy and Empowerment: Give departments the freedom to choose their own green objectives. For example, F&B might enhance local sourcing by 20%, while housekeeping might establish goals to reduce single-use plastics.

Identifying Milestones Celebrate small victories, including moving to sustainable suppliers, cutting waste by a specific percentage each month, or getting good feedback from visitors regarding the improvements (Urban Land Institute, 2019). 

Steps 7-8: Anchor Changes and Consolidate Gains:

Integrate sustainability into the hotel's brand culture to guarantee long-term success. This involves incorporating it into yearly goal setting and staff evaluations to make sure sustainable practices are a core value rather than a passing trend.

Again, this theory was used to provide information following a set guideline (Kotter's 8-Step Process) however, for better results more in-depth evaluation must also be carried out.

Actions
· Refillable facilities and biodegradable substitutes should be used in toilets and dining areas in place of single-use plastics (Rahman et al., 2022).
·  Install motion-sensor HVAC and lighting systems in low-use areas and replace old lighting with LEDs for energy-efficient lighting (Williams, 2017). 
· Food and Beverage (F&B) Sustainable Sourcing: Collaborate with regional and sustainable vendors, like organic food producers, and mark these products to attract environmentally conscious customers.

Change Management Procedure
· Employee Education and Engagement: Assign "Green Champions" to each department to support eco-friendly projects and sustainable practices (Kang and Hyun, 2020).
· Guest Communication: To establish an open and tempting eco-friendly brand image, emphasise sustainability initiatives in the app, common areas, and guest rooms.
· Incentivisation: Use incentives and recognition programs to motivate employees to take part in sustainability projects.

Division of Costs and Resources
· Facilities Replacement: £50,000 for environmentally friendly dispensers and refills around the property.
· Energy Efficiency Upgrades: An estimated £100,000, with energy cost reductions predicted to yield a return on investment in two to three years (Energy.gov, 2021).

Success Measurement
· Energy and Waste Reduction: Monthly energy bill savings of at least 15% with a 20% annual target. The Energy Savings Trust or other comparable organisations can further verify these savings (Energy.gov, 2021).
· Comments from Visitors on Sustainability: Take advantage of questionnaires after a visit to evaluate how well eco-friendly practices are received by visitors, these may be obtained on platforms like TripAdvisor and Google.
· Waste Audits: To monitor reductions and make required adjustments, conduct quarterly waste audits.

The Benefits
· Improved brand recognition as an environmentally mindful luxury hotel that appeals to contemporary tourists, long-term utility cost savings, and protecting the environment.

Flexible Services and Products

The hospitality industry is becoming more and more competitive, and customers want a lot of personalisation so they can tailor their stay. By providing unique service tiers, individualised amenities, and choices that satisfy both self-service and full-service preferences, The Savoy is able to meet the varied expectations of its guests thanks to the Flexible Service Model. By putting such a strategy into practice, the Savoy stays up to date with contemporary trends and attracts both new client segments that appreciate control and choice in their service experience and seasoned luxury travellers (Hospitality Insights by EHL, 2023).

Guests can select from a variety of service levels, including self-service features and full-service alternatives, thanks to a flexible service model. The adjustable aspect of this model appeals to a variety of populations, including families, business travellers, and tourists who are digital natives, all of whom may have varied service requirements. Similarly, service personalisation at luxury stores and airlines, the approach allows customers to choose the speed, level of involvement, and type of service they want (Condé Nast Traveler, 2023).

The Flexible Service Model's advantages:

The Savoy may benefit from the approach in a number of ways because it addresses both operational effectiveness and visitor happiness.
· Guest Empowerment and Satisfaction: Offering choices gives visitors a greater sense of control over their stay. Because patrons are more likely to return to a business that honours their individual preferences, this autonomy promotes satisfaction and can increase loyalty (Kim & Lee, 2019).
· Efficiency and Cost Savings: By eliminating the need for manual services in areas with low demand, such as offering visitors the choice to forgo daily housekeeping, this strategy enables the hotel to run more efficiently. The money saved by this operational efficiency can then be used to improve premium services or to invest in regions with more demand (Reid & Sandler, 2019).
· Employee Satisfaction and Retention: The Savoy can improve employee morale by letting staff concentrate on high-value interactions rather than mundane duties that not every guest may require. According to a study by Bujisic et al. (2020), flexible service options make the workplace more interesting and less repetitive while reducing employee fatigue by shifting effort in accordance with guest expectations.

To guarantee operational alignment, guest acceptance, and an effortless move for employees, a flexible service model must be implemented with careful planning. Key steps include market analysis, service design, technology adoption, and staff training.

Market Analysis: Find out which particular aspects of the services that visitors are most interested in personalising by doing an analysis. For example, some visitors would value an on-demand housekeeping service, while others might like self-check-in choices. To find these patterns, surveys and past visitor reviews are quite helpful.

Service Design: Service design is the process of organising the alternatives that are offered at various levels. Three levels of flexible service could be organised by The Savoy: Essential, Enhanced, and Premium.

· Essential: Reduces needless encounters by providing essentials like self-check-in, a simplified digital concierge, and room amenities upon request.
· Enhanced: Combines convenience with rare luxuries by adding semi-regular housekeeping, a variety of dining options, and priority access to on-site amenities.
· Premium: Offers customary high-touch services including personal concierge, in-room dining, and daily housekeeping.

Technology Integration: Self-service alternatives and smooth guest preference management depend on the use of technology. Guests can choose service levels, interact with workers, and submit requests whenever it's convenient for them using a centralised app or digital interface. Furthermore, The Savoy may be able to customise in-room amenities like lighting, temperature, and entertainment through mobile integration, making it more comfortable for visitors who have particular preferences (Scherer & Zeltmann, 2021).

Staff Education: In order for employees to learn about the flexible service strategy and effectively address different service demands, training is essential (SHRM, 2023). Employees must be ready to accommodate self-service-oriented guests' preferences while yet offering high-touch services when needed. Employee flexibility is also increased by cross-training them to perform numerous activities, which allows The Savoy to reallocate workers as needed at busy times like check-in and check-out.

More Flexible Service options may include:

Actions
· Flexible Check-in/Check-out Times: Use dynamic pricing to provide visitors with flexible scheduling options, enabling them to alter their plans for a small price. This can improve visitor convenience and generate additional revenue (Erkmen & Hancer, 2019).
· Offer customised room packages (such as "Spa & Wellness" or "Romantic Retreat") that visitors can customise with extras through the app.



Change Management Procedure
· Role-Specific Training: Designed specifically for positions interacting with tourists to make sure employees are at ease managing and describing flexible offerings. 
· Department heads' autonomy: Give managers the authority to modify service availability during busy periods to facilitate prompt guest needs replies and encourage a sense of ownership (JLL Hospitality Research, 2022).

Division of Costs and Resources
· Dynamic Pricing System Upgrade: About £20,000 for booking software modification.
· Package Marketing and Materials: Materials, app content production, and advertising are estimated to cost £10,000 (Energy.gov, 2021).

Success Measurement
· Metrics for guest bookings: Monitor the adoption of customised packages and flexible service options; within six months, aim for a 25% adoption rate.
· Ancillary Revenue Growth: Monitor the extra money made from these upsell services, with a minimum 10% incremental revenue gain in mind.

The Benefits
· Increased auxiliary revenue, a more varied client base with a range of service demands, and higher guest satisfaction due to tailored services.

The Savoy's flexible service concept is a calculated move that satisfies modern guests' demands for effective and individualised treatment. By giving guests, the ability to customise their stay, this model improves guest happiness while also boosting operational effectiveness. Effective change management, staff training, and technology use put The Savoy in a strong position to provide a remarkable, contemporary guest experience that accommodates a range of service preferences (TripAdvisor, 2023).


Change Management Framework

To ensure an easy transition, a comprehensive change management strategy will be applied to all recommendations:

Leadership Communication: Department heads should inform their teams of the goals and advantages of every change.
Phased Implementation: Before full implementation, pilot programs (for digital apps and flexible service alternatives) are launched to collect input and make necessary adjustments.
Programs for Employee Engagement: Constant seminars and one-on-one meetings to discuss issues and make sure employees are ready and comfortable utilising the new systems (Safety Culture, 2024).

Monitoring and Evaluating the Success of Change:

· Employee Feedback: To track how employees are adjusting to changes, conduct anonymous surveys and feedback sessions on a regular basis.
· Customer Metrics: Assess service usage rates and guest satisfaction.
· Financial Metrics: Monitor expenses and return on investment to evaluate how financially viable improvements are.


Projected Financial Impact and Benefits Summary

	Recommendation
	Estimated Cost
	Projected Benefits

	Digitalisation Strategy
	£190,000 - £240,000
	Reduced front desk workload, increased operational effectiveness, and enhanced customer satisfaction

	Sustainability Initiatives
	£150,000 - £160,000
	Long-term financial savings, enhanced brand recognition, and drawing in eco-aware customers

	Flexible Service
	£35,000 - £45,000
	Increased auxiliary revenue, a customised visitor experience, and improved retention and satisfaction



The staggered implementation approach allows for the gradual funding of the estimated £375,000 to £445,000 total investment. The investment is viable and strategically sound given The Savoy's yearly income, and profits are anticipated in two to four years.

RECOMMENDATIONS OUTCOME
Together, these tactics, supported by competent change management, put The Savoy in a position to improve its market position and to take advantage of contemporary visitor demands for individualised, technologically advanced, and environmentally friendly experiences (BU School of Hospitality Administration, 2023). The digitisation initiative will improve service efficiency, decrease worker workload, increase staff involvement, and make sure that every change is thoughtfully incorporated into the hotel's operations and brand culture by using Lewin's and Kotter's models. In addition to satisfying eco-aware visitor desires, sustainability measures will establish The Savoy as an expert in responsible luxury. Finally, the adaptable service model promotes individualised experiences that can spur revenue development and is in line with changing travel patterns (Forbes Travel Guide, 2023).








ACTION PLAN

	Problem
	Solution
	Desired Outcome
	Time Scale
	Estimated Cost

	Limited-Service Flexibility
	Put together a tiered service model that is flexible.
	Improved visitor pleasure with personalised experiences
	6–12 months
	£100,000 (technology and training)

	
	Create the Essential, Enhanced, and Premium service tiers.
	Better operational effectiveness via resource allocation based on demand
	
	

	
	Incorporate self-service alternatives into a mobile app.
	Enhanced loyalty and retention of guests
	
	

	
	Prior to complete installation, pilot and test service options.
	
	
	

	Low Employee Involvement in Change
	Using the Unfreeze, Change, Refreeze phase of Lewin's change management model.
	Easy adaptation of the new service framework with little opposition
	6 months (parallel to model implementation)
	£25,000 (training & workshops)

	
	Hold training sessions and workshops to increase employee buy-in.
	Enhanced employee satisfaction and flexibility
	
	

	
	Develop "Service Champions" to provide internal assistance.
	
	
	

	Need for Sustainable Practices
	Implement green efforts, such as cutting back on single-use plastics.
	Reduced environmental footprint
	12–18 months
	£75,000 (materials and supplier changes)

	
	Inform visitors and employees about sustainable initiatives.
	Better perception among guests and brand image
	
	

	Monitoring and Evaluation
	Set up KPIs (Key Performance Indicators) for energy use, operational savings, and guest satisfaction.
	Efficient evaluation of service model and eco-initiative performance
	Ongoing (quarterly review)
	£10,000 (analytics tools)

	
	Perform evaluations every three months and make necessary modifications.
	
	
	


									(Investopedia, 2024b).								
SUMMARY

The subtle method provided by this action plan guarantees that The Savoy can gradually implement and assess improvements. Increased visitor contentment, operational effectiveness, and sustainability—all of which are in line with contemporary luxury standards—are important results. With expected long-term savings and increased brand loyalty offsetting initial costs, the plan's estimated £210,000 cost is divided across several phases (Harvard Business Review, 2023 and Energy Star, 2023).












CONCLUSION

The Savoy appeals to a wide range of consumers who appreciate luxury and responsibility by improving operational efficiencies and laying the basis for long-term competitive advantage through a methodical, evidence-based approach. By weighing expenses and expected advantages, this strategic analysis gives The Savoy practical insights that will help it achieve its operational objectives and strengthen its luxury brand positioning in an increasingly competitive industry. This strategy not only enhances the hotel's standing as a flexible and superior service provider, but it also firmly establishes it as a leading force in the upscale hospitality industry, equipped to satisfy the evolving demands of modern tourists (Statista, 2023).

In conclusion, the action plan and suggested recommendations are intended to successfully solve The Savoy's present issues, improving sustainability, operational effectiveness, and guest happiness. In a quickly changing hospitality environment, The Savoy can not only meet but also surpass guest expectations by embracing the Flexible Service Model and putting in place a systematic change management approach.

We appreciate the chance to help The Savoy reach its objectives, and we're excited to see how these tactics improve both the overall performance of the hotel and the experiences of its guests. Our staff is still completely committed to offering continuous help whenever needed, and we hope that this successful partnership will open up new avenues for cooperation in the future. Thank you again!
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