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Executive Summary
Problem or issue at stake: The Biltmore hotel is one of the top historically significant hotels in Coral Gables, Florida, US that is facing major operational challenges in recent years. The primary issues have been aging infrastructure and resistance to renovation from regulatory authorities and local residents due to risks of damage to the historical significance. The renovation proposal to change the floor tiles or designs have resulted in major conflicts as the authorities think that it can affect the historical values and overall traditional mediterranean infrastructure can get affected. Along with that, there have been several negative reviews by guests regarding damaged infrastructure, outdated electrical and plumbing systems. It has not only affected the reputation of the hotel but has resulted in poor occupancy rate that can provide an edge to its competitors such as the Marriott group or the Ritz-Carlton hotel. Lack of technology integration in terms of automated services or concierge services with room automation have affected customer experiences as well. Excessive emphasis on historical preservation laws and regulations, the renovations opportunities have been compromised that can cause major issues in terms of safety of the guests and their overall experiences. Rapid growth in the hospitality and tourism business along with introduction of quality hospitality services in the Florida, US, can be problematic for Biltmore to sustain in the market and reduced guest satisfaction can result in business loss in the future.
Key findings: Currently, the aging issues faced by Biltmore hotels has resulted in poor HVAC system and outdated electrical and plumbing systems that causes breakdown and overall repeat maintenance costs have increased that has affected the profitability of the hotel. Except for that, in online travel booking platforms and official websites, there have been several negative customer reviews regarding lack of modern infrastructure, amenities, proper Wi-Fi and digital check in systems. For that reason, occupancy rate has been reduced by nearly 10% in the last year. On the other hand, resistance from local authorities regarding the renovation has been another factor where these authorities and local residents think that these renovations can damage the historical significance of the hotel and modernization can affect the traditional Mediterranean infrastructure. It has been observed that the delay in renovation due to permit issues have impacted consumer satisfaction and overall, nearly $1.5 million is invested in maintenance and damage recovery costs. For that reason, these issues need to be resolved and permission has to be gathered from the regulatory authorities to start renovations by preserving the historically significant elements and original design. Along with that, sustainability initiatives in terms of energy efficient lighting or water reservation systems can be introduced to attract new age environment conscious customers from across the globe. Thus, effective renovation and historical preservation with technology integration and sustainability initiatives can help Biltmore hotel to improve their market reputation and achieve an edge over rival brands in the future.
Analysis of the findings: By analysing the key findings, it is observed that the Biltmore hotel is observing issues primarily rooted into their lack of efficiency in modernizing the infrastructure while protecting the historical authenticity Outdated infrastructure, ineffective electrical and plumbing systems have resulted in increased operating expenses and overall consumer satisfaction has also been impacted. Strict restrictions from the regulatory bodies and local residents related to the preservation laws has resulted in lack of flexibility for the Biltmore to renovate the infrastructure. Lack of effective sustainability initiative can also impact the reputation of Biltmore hotel among the environment-conscious audiences. For that reason, without effective strategic intervention or consultancy, Biltmore hotel can face major risks in terms of poor customer satisfaction, damaged infrastructure, reduced brand reputation and financial loss due to lower occupancy rate.
Recommendations to the client: As a consultancy suggests, selective infrastructure renovation and modernization can be recommended to Biltmore hotel for upgrading their existing electrical, plumbing, HVAC and damaged infrastructures. Along with that partnering with the historical heritage preservation committee can be beneficial to get regulatory and legal permits to renovate the infrastructure keeping the historically significant parts and traditional mediterranean designs unchanged. Effective smart technology integration such as mobile application-based check-ins, AI based concierge services, automated room services and keyless entry can be integrated to improve overall guest experiences. On the other hand, energy efficient lighting, quality housekeeping and sustainable waste management strategies along with water reservation systems can be useful to improve market reputation and attract new-age environment-conscious customers for achieving a competitive edge in the hospitality market in the future.
Conclusion: The Biltmore hotel is currently facing an urgent need to maintain and renovate their infrastructures that are experiencing aging issues. In order to overcome accidents and improve guest experiences, renovation and modernization are necessary for the hotel. However, resistance from the local residents and legal bodies have restricted Biltmore to start renovation as they have been informed that the renovation can damage the traditional and historical significance of the hotel. In order to overcome such challenges, it can be consulted and recommended to the Biltmore hotel that investing in renovation while keeping the historical landmarks safe and unchanged, can play a vital role in achieving an edge over rival brands. Selective renovation, modernization of outdated HVAC, plumbing as well as electrical systems are necessary to improve guest satisfaction. The Biltmore hotel can start the renovation and focus on digital technology integration for seamless customer experiences and can invest in sustainability practices to sustain in the competitive market while enhancing guest loyalty, repeat and occupancy rate to improve financial performance in the future.
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[bookmark: _Toc189260173]1. Introduction
[bookmark: _Toc189260174]1.1 Overview of the report 
Business consultancy plays a pivotal role in keeping the business owners aware of the potential business issues, changing market trends and strategic changes required to sustain in the competitive market while satisfying customer needs (Gabbianelli and Pencarelli, 2020). The Miami Biltmore Hotel, also known as the Biltmore hotel is one of the top luxury hotels in Florida, United States, that is currently facing major operational issues due to aging infrastructure and growing resistance from stakeholders regarding historical preservation concerns (Miami Biltmore Hotel, 2025). In this consultancy report, current operations of the Biltmore hotel are analysed to understand the major external and internal influences on the business. By following a structured approach, this report is going to utilize strategic frameworks such as STEEPLED and followed by SOAR frameworks to assess external factors and business strengths or opportunities simultaneously. The strategic decision-making and executive management team of the Biltmore hotel is currently trying to resolve the ongoing issues to improve their market positioning and to attain competitive edge with higher consumer satisfaction in the future. Along with that, TOWS matrix and change management model by Kotter’s are also to be integrated for deriving actionable strategies and areas for change or improvements to minimize the historical preservation related issues and improve aging infrastructures while keeping the historical values intact to attain higher consumer satisfaction. The aim of this report is to analyze root causes of the recent aging infrastructures and historical preservation issues of the Biltmore hotel to recommend strategic changes required to overcome the situation and regain past glory effectively in the future.
[bookmark: _Toc189260175]1.2 Background of the hotel 
The Miami Biltmore Hotel is popularly known as the Biltmore hotel is a luxury hotel that is headquartered in Coral Gables, Florida within the United States (Miami Biltmore Hotel, 2025). In 1926, the Biltmore Hotel was built by George Merrick and John Bowman following elegant Mediterranean architecture, excellent landscape and sophisticated luxury designs (The Biltmore, 2025). In the operational period of more than 90 years, Biltmore hotel is providing high quality luxury accommodations, private transportation of the guests, car rentals, dining and wellness and golf course facilities (The Biltmore, 2025). In order to attract affluent customers, international tourists, and popular personalities from different parts of the world, Biltmore hotel has followed state-of-the-art fitness centers and modified public spaces and rooms to improve overall consumer experiences (The Biltmore, 2025). Currently, Biltmore hotel is operating with more than 250 rooms within different price ranges including suites, presidential, amenities and others to cater wider audiences (The Biltmore, 2024). The hotel market industry is growing in the US after the pandemic got over and it has been able to generate a revenue of nearly $110.6 billion in 2024 (Statista, 2024). Therefore, with quality services, hotels such as Biltmore can improve their market share and profitability.
[image: ]
Figure 1: Hotel industry revenue in the United States
(Source: Statista, 2024)
[bookmark: _Toc189260176]1.3 Description of the issue and consultancy needs 
Aging infrastructure has been a major issue that the Biltmore hotel is facing due to the old historical designs, environmental impacts, climate change and growing human interventions in the hotel (Gorchow, 2024). It not only negatively influences tourist experiences but can also cause safety concerns if the damaged parts are not renovated properly. In recent years, local Coral Gables residents and some stakeholders have resisted the renovations where they argue that new-age renovations and design changes can dilute the historical significance of the hotel and cultural or historical preservations can get affected (Gorchow, 2024). On the other hand, competitors such as the Ritz-Carlton hotel, Four Seasons hotel and popular chains such as the Marriot are continuously changing their design patterns by standardization of service quality to attract global customers (Barreto and Mayya, 2022). For that reason, the resistance from renovations of the aging infrastructure can minimize the competitive edge of Biltmore hotel. However, any renovations such as changing traditional dark floor tiles with shiny elements can result in conflicts from stakeholders and local residents that can harm brand image as well (Ngan and Minh, 2021). In order to sustain within this challenging environment, Biltmore hotel has reached out to our consultancy firm that provides specialized and personalized strategic hotel management guidelines to maintain competitive edge. As this consultancy firm has worked with varying heritage hotel chains, premium, luxury and historical hotels, the long-term experience can be beneficial for Biltmore to modernize their hotel with aging infrastructure by balancing historical significance and customer preferences. This consultancy firm will help the Biltmore hotel to research the market effectively and change the existing infrastructure with personalized modernization to keep the historical and cultural significance intact and overcome existing changes to achieve an edge over top hotel brands.
[bookmark: _Toc189260177]2. Analysis
[bookmark: _Toc189260178]2.1 Current issues faced by the Biltmore
Aging infrastructure issues: The Biltmore hotel in Florida, US, has been operating since 1926 for which the Mediterranean infrastructure and internal design along with external building is facing an aging issue that leads to outdated electrical systems, plumbing systems and overall structural degradation (Gorchow, 2024). According to Sukhu and Bilgihan (2023), consumer satisfaction in the hotel industry is highly important as any sorts of dissatisfaction can lead to poor reviews and word-of-mouth that can negatively impact the brand image. However, in the case of the Biltmore hotel, several customers have provided reviews in the official website of the company along with travel guidance platforms regarding significant maintenance issues and outdated rooms, electrical system issues and infrastructure damage problems (Glassdoor, 2025). On the other hand, due to the hurricane Irma in 2017, the hotel industry along with the Biltmore hotel, has observed a hit as infrastructural damage was massive and in the aftermath of the catastrophe, tourist visit was reduced that impacted the hotel profitability (Luscombe, 2017). Therefore, this particular issue has to be prioritized and Biltmore needs to engage stakeholders and investors to start the renovations to improve the service quality.
Resistance to renovations and modernization: The Biltmore hotel in Florida, US is designated as a national holistic landmark and heritage building that holds up long history, cultural significance and emotions of the local residents and customers (The Biltmore, 2025). For that reason, the hotel has faced major resistance from the Coral Gables authorities, residents and some stakeholders regarding modernization of the infrastructure (Gorchow, 2024). The renovations are planned to be initiated by changing existing dark tile traditional floors with new age shiny marble materials and altering existing rooms, ceilings and building beams with elegant white color, mirrored glass and lighting to make it modern and aesthetic (Taylor, 2024a). Against this renovation idea, local authorities and some regulatory bodies have shown resilience by arguing that these renovations can detract the hotel from traditional heritage look and Mediterranean charm (Taylor, 2024a). Though the renovation committee has mentioned that the historical trademarks and traditionally significant designs are kept unchanged but still the growing pressure from regulatory bodies have mentioned that the changes cannot be made without permission of the historical preservation committee (Government of the USA, 2024). Therefore, currently it has been an issue for Biltmore hotel to attract new-age consumers by modernizing the hotel while keeping the historical significance intact.
Lack of customer satisfaction and growing competition: Due to hurricane Irma, the overall hotel industry in Florida has been negatively impacted and that has also influenced the operations of Biltmore hotel negatively (Luscombe, 2017; James et al., 2021). The infrastructural damage, aging issues and lack of renovations or modernizations have hindered customer experiences who expect to have luxury, convenient and elegant service from such heritage and historically significant hotels (Choo, 2019). Due to the hurricane and late recovery from the catastrophe, the overall hotel industry of Florida has observed a decline in business where in 2022, overall revenue was nearly $18.3 billion compared to $21.9 billion in 2019 (Statista, 2023). On the other hand, in official websites and trip consultancy websites, customers of Biltmore hotel have provided negative reviews regarding their dissatisfaction from outdated infrastructure, damaged rooms, ineffective electrical and plumbing system and poor services (Glassdoor, 2025). On the other hand, rival hotels such as Four Seasons hotel, Ritz-Carlton and groups including Marriot are continuously improving their luxury services that has resulted in poor customer retention for hotels such as the Biltmore in Florida, US (Iyengar and Venkatesh, 2024). Such customer dissatisfaction has to be prioritized and strategic changes have to be integrated to sustain in the market in the future.
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Figure 2: Revenue of hotel business in Florida
(Source: Statista, 2023)
[bookmark: _Toc189260179]2.2 Impacts of the issues on the hotel
Increased operational and maintenance costs: In recent years, Biltmore hotel has observed the need of maintenance and infrastructural development to ensure that the damaged areas are maintained and modernization is performed. According to Ozdemir et al., (2021), the hospitality industry is highly dependent on consumer satisfaction and hotels need to prioritize customer requirements and change their hotel services and designs based on market trends to attract new consumers. In case of the Biltmore hotel, the hotel infrastructures have not been renovated frequently and the hurricane Irma in Florida has damaged the infrastructure significantly for that reason; by keeping aligned with the market trends, Biltmore needs to renovate the hotel, rooms and repair damaged parts along with setting up effective electrical and quality plumbing systems (Prakash et al., 2022). For that reason, overall operational cost can increase where hotel management requires to communicate with investors and other stakeholders to get permission from regulatory bodies in Florida to start renovation by avoiding conflicts related to historical significance concerns. It can result in high operational and maintenance costs that can affect business profitability initially but with time, quality services can be beneficial to attract new audiences in the future (Khalil et al., 2022).
Reduced consumer repeat rate and lack of engagement: Guest satisfaction in the Biltmore hotel has recently observed a hit due to aging infrastructure and lack of satisfaction due to poor maintenance. As an example, due to the conflicts with local residents and regulatory bodies, the renovation process is not stated as the committees have mentioned that the modernization can lead to damaged historical significance and minimal restoration that can affect the cultural and historical significance of the hotel (Liu, Wu and Li, 2022). For that reason, damaged infrastructure, poor electrical and plumbing systems, poor room services and damaged ceiling related issues have been mentioned in the customer reviews. Along with that, due to the conflict regarding historical significance restoration, and lack of modernization, most of the customers have not been engaged with the hotel, which has led to poor financial performances in recent years (Piga and Melis, 2021).
Loss of competitive edge: Growing competition from Ritz-Carlton, Four Season hotel and top brands such as the Hyatt hotels group or the Marriott group have enforced major pressure on the Biltmore to improve their services and provide unique experiences to their consumers (Liu et al., 2021). After the hurricane Irma, the infrastructure damage recovery has been slower and due to the historical conservation conflicts, renovation of the buildings, floors, ceiling and others have also been negatively impacted. For that reason, customer retention and repeat rate have been hindered. Along with that, poor renovation, ineffective quality of services, change in the golf course or other amenities such as pool and public spaces have not been up to the mark that has impacted the competitive edge of the Biltmore hotel.
[bookmark: _Toc189260180]2.3 STEEPLED analysis to understand external environment
	Factor
	Description
	Opportunity/Threat

	Social
	· New-edge travellers and tourists mostly demand high quality luxury and tech-dependent amenities (Korbin, 2022)
· Social values regarding historical value preservation can affect consumer preferences to avail Biltmore hotel services
	Opportunity

	Technological
	· Smart mobile application for online booking, check ins and payments to make the service convenient (Mustafa et al., 2024)
· Complex training camps and higher investment to spread awareness
	Opportunity

	Economic
	· Hotel industry in Florida is growing rapidly in the post-pandemic period and generated revenue of nearly $23.95 billion in 2024 (Statista, 2024)
· Growing inflation in the US by 2.9% is affecting purchasing power of customers in 2024 (Mutikani, 2025)
	Opportunity

	Environmental
	· Aging infrastructure of Biltmore can cause accidents and poor waste management can impact environmental well-being
· Eco-friendly initiatives and sustainable hotel services are required (Khatter, 2023)
	Threat

	Political
	· Growing political instability and political restrictions affected tourism and hospitality business (Korbin, 2022)
· The Biltmore hotel is a national historic landmark and preservation of history has been regulated, and renovations have been slower due to permit issues
	Threat

	Legal
	· Historical infrastructure preservation law has been enforced (ACHP, 2024)
· Complex legal and regulatory landscapes to get the renovation permits
	Opportunity

	Ethical
	· Preserving the historical integrity and values are necessary for the Biltmore hotel
· All the regulatory guidelines and legal documentations have to be maintained to renovate the hotel (ACHP, 2024)
	Opportunity

	Demographic
	· Millennial and new-age Gen-z audiences are current target market along with international travellers
· 0Focus on keeping the historical significance intake is necessary to offer traditional heritage experiences to the guests
	Opportunity


Table 1: STEEPLED analysis
(Source: Developed by author)
[bookmark: _Toc189260181]2.4 SOAR evaluation of the hotel
	Strength
	Opportunities

	· Historical relevance of the Biltmore hotel is very high (The Biltmore, 2024)
· Unique heritage destination
· Unique mediterranean design and infrastructure (The Biltmore, 2024)
· Establishment in the prime area of Coral Gables in Florida
	· Technological integration and selective modernization
· Adoption of sustainable practices to cater environment-conscious audiences (The Biltmore, 2024)
· Cautious renovation to preserve historical significance (Khatter, 2023)

	Aspirations
	Results

	· Improved guest engagement and experience (The Biltmore, 2024)
· Attracting new age audience towards the historically significant hotel
· Combine historical and cultural values with modernized hotel services 
	· Higher guest visits (The Biltmore, 2024)
· Improved occupancy rate
· Improved brand reputation


Table 2: SOAR analysis
(Source: Developed by author)
[bookmark: _Toc189260182]2.5 TOWS analysis
	Strength-Opportunities (SO)
	Strength-Threats (ST)

	· By focusing on maintaining historical significance and keeping the traditional touch, Biltmore hotel can attract new age consumers (The Biltmore, 2025)
· Focusing on sustainability strategies and including new-age eco-friendly lighting in the hotel can be beneficial to improve customer experiences (Biltmore sustainability, 2024)
	· Strengthening unique historical significance can provide an edge to Biltmore (The Biltmore, 2025)
· Being established in prime location can help Biltmore to reach wider customers to avoid poor occupancy rate (The Biltmore, 2025)

	Weakness-Opportunities (WO)
	Weakness-Threats (WT)

	· Seeking government funding to renovate by keeping historical significance intact
· Partnering with technology firms and construction companies to renovate while regulated tracking to avoid damage to historically significant infrastructures (Biltmore sustainability, 2024)
	· Lack of improvement in aging infrastructure can affect customer trust and experiences (The Biltmore, 2025)
· Preservation-focused renovation to integrate sustainability services without hampering historical regulations


Table 3: TOWS matrix
(Source: Developed by author)
[bookmark: _Toc189260183]3. Recommendations and change management
[bookmark: _Toc189260184]3.1 Recommendations for the hotel to overcome the issues
In recent years, Biltmore hotel has observed several changes in their operations due to the growing challenges in terms of aging infrastructure and resistance against renovation due to growing pressure regarding historical value preservation (The Biltmore, 2024). It has not only delayed the maintenance of the building and its damaged parts along with the electrical and plumbing system but has also resulted in declining competitive edge due to growing customer dissatisfaction (El-Sayed, Abdelkawi and Abed, 2023). For that reason, based on the consultancy, it is observed that the Biltmore hotel needs to understand the market trends and regulatory landscapes to overcome the issues to meet guests’ needs effectively while restoring the historical significance.
Selective renovation and modernization: The primary issue that the Biltmore hotel is recently facing is growing conflicts and resistance from the local residents of Coral Gables where they have argued that the renovation with new age designs and materials can affect the historical significance of the Biltmore hotel and its Mediterranean infrastructure (Taylor, 2024b). In order to mitigate that, selective infrastructure modernization can be recommended to Biltmore hotel were upgrading the HVAC (heating, ventilation and air conditioning) system, electrical linings and plumbing system can be beneficial. Using high quality historical restoration-friendly strategies can be undertaken to integrate historical preservation laws and modernize effectively to improve guests’ experiences. Along with that, investment in renewable and energy-efficient infrastructure can also be recommended including geothermal heating, cooling and solar panel-based systems (El-Sayed, Abdelkawi and Abed, 2023). Phase-wise renovations and regulatory approval from local authorities and historical preservation committees can be effective for Biltmore to prioritize high demand areas and modernize or renovate them to improve infrastructures and consumer experiences in the future.
Sustainability initiatives and consumer need identification: In order to improve consumer satisfaction and attract new-age environment conscious audiences, Biltmore hotel can focus on integrating sustainable LED lights and energy-efficient electronic appliances for minimizing electricity consumption and improving historical aesthetics as well (Dani, Tiwari and Negi, 2021). Low flow water fixture installation along with optimized housekeeping services with recycling options can be integrated to manage hospitality waste effectively and to avoid carbon emission or environmental degradation. LEED certification and regulatory approval to modernize while keeping the historical significance intact can be necessary to avoid resistance from stakeholders and to maintain compliance with sustainability standards (Dani, Tiwari and Negi, 2021). 
Digitized unique consumer experiences: Currently, most of the operation in the Biltmore hotel is traditionally performed and by integrating technological advancements, overall consumer experiences and convenience can be improved in the future (Suder et al., 2022). As an example, Biltmore hotel management can focus on implementing AI-powered services for effective concierge that can be accessible through mobile applications and improve customer experiences (Taylor, 2024b; Bagale et al., 2021). Along with that, integration of stable and faster Wi-Fi services and digital check in or check out options can also be beneficial to improve consumer interaction, safety and experiences. Partnerships programs with varying local cultural institutions to share historical and cultural values of the historical landmark with the guests can be effective to improve brand engagement (Kolobkova, Romanov and Frolova, 2021). Thus, these recommended strategies can be beneficial for the Biltmore hotel to improve their operations and attain an edge over rival brands in the future.
[bookmark: _Toc189260185]3.2 Change management practices to be implemented
[bookmark: _Toc189260186]3.2.1 Application of Kotter’s change management model 
Change management is highly necessary in modern organizations to understand the areas of improvements and integrate change in a seamless manner to keep the stakeholders focused with the change and maintain similar productivity to attain organizational objectives. Kotter’s change management model supports organizational change initiatives and helps business managers to conceptualize the change and implement them effectively in the business process (Laig and Abocejo, 2021). Considering the Biltmore hotel, the primary reason behind seeking consultancy is to make some changes in their operations and strategic decision making to improve customer satisfaction. The Kotter’s 8 step change management model can be demonstrated in relation to the changes in the Biltmore hotel in the following manner:
Creating a sense of urgency: It is an important step for organizations where they need to understand the market changes and create urgency among the employees and other stakeholders to initiate and implement the change to get desired business outcomes (Laig and Abocejo, 2021). In the case of the Biltmore hotel, establishing the requirements of change can be important to prioritize potential risks in business and improve operations to initiate renovations and other infrastructural change to preserve the historical significance while modernizing to attain higher consumer satisfaction (Galvan, 2024). Effective market evaluation on guests’ needs, increasing competition from Four Season hotel or Ritz-Carlton hotel, decline in consumer satisfaction and maintenance cost increase can be important to identify potential threats and opportunities. In case of delayed renovation and modernization, overall customer satisfaction can get affected and Biltmore hotel can face major issues in sustaining in a competitive landscape (Todd, 2022). For that reason, keeping the stakeholders engaged and communicating regarding the change with investors, hotel management along with employees can be important to make the urgent changes to improve operational efficiency.
Developing guiding coalition: Transformational and diver leadership team can be effectively formed where senior executives, hotel manager, historical preservation authorities and infrastructure development teams can be present to identify, implement and track the changes (Galvan, 2024). It can be important to balance the historical significance with modernized infrastructure to keep the Mediterranean feel and historical or cultural values intact. Such a guided coalition can be important for situational decision-making and allocating resources effectively while keeping the employees engaged throughout the transformation of Biltmore hotel (Buzan and Whitehead, 2021).
Development of strategic vision: The Biltmore hotel management needs to develop a detailed strategy to outline the modernization and renovation of the hotel while keeping the historical values preserved (Gables Insider, 2024). For that reason, the vision needs to be focused towards preservation of the architectural, cultural and historical authenticity while renovating the hotel to upgrade quality of services, maintain damaged areas, improve electrical or plumbing systems while introducing technology-based services for consumers’ convenience (Gables Insider, 2024). This strategy and vision can be utilized in different phases of the renovation where sustainability initiatives can be incorporated to cater young environment conscious audiences.
Communicating the vision: While implementing change, communication plays an important role where the change initiatives must be shared transparently with all levels of employees and stakeholders to make them understand the change and to avoid resistance (Buzan and Whitehead, 2021). In the case of the Biltmore hotel, the primary challenge is resistance from regulatory bodies, local residents and stakeholders regarding the renovations as they think such modernizations can affect the historical and mediterranean aspect of the infrastructure (Gables Insider, 2024). For that reason, the strategies to selective personalization and keeping the historically significant parts unchanged align with the vision to modernize with proper historical preservation have to be communicated through staff meetings, email, online social media announcements and via press releases to keep the employees, stakeholders and regulatory committees aware of the change in a transparent manner (Kent et al., 2021).
Remove potential obstacles by empowering employees: In case of integrating change, managers need to improve employee strengths and performances to implement the change successfully and follow the new business processes effectively to generate better productivity in the future. For the Biltmore hotel, effective training programs to keep the employees aware of the digital transformation and eco-friendly practices (Sloan, Legrand and Chen, 2022). Along with that, effective knowledge about historical values of the building along with infrastructural preservation factors can be shared with employees. Effective feedback to refine the change implementation process can be beneficial for leaders to observe the suggestions and adopt changes that are most suitable (Vukotić, Čerović and Mastilović, 2024). Awareness campaigns and training programs can be beneficial to keep the employees engaged with the change.
Setting up short-term wins: In order to keep the employees engaged, the Biltmore hotel management can focus on setting up short-term goals and after completion of each goal, the employees can be incentivized based on their performances (Dogru et al., 2023). Along with that, employees can be divided into teams for completing technology integration, Wi-Fi installation, renovation and other change processes and after each successful implementation, they can be rewarded to keep them engaged and motivated in the whole process (Zhang and Dong, 2019).
Build on the overall change: Consolidation of gains and building on the change can be important for not declaring the success early as it can deviate the employees from the objectives. As an example, during the change regarding renovation, technology integration and other service improvement related changes in the Biltmore hotel, leaders need to keep the employees aligned and develop a culture of continuous improvement (Zhang et al., 2022). Resistance regarding the change can be prioritized and awareness must be generated to keep employees and regulatory committees aware of the financial benefits and consumer satisfaction to be gained after the change.
Anchoring changes in existing organizational culture: For ensuring long-term success, the current modernization of the Biltmore hotel has to be effective and leaders must be aware of the changes while keeping the historical heritage preserved. Sustainability initiatives and smart hospitality services can be introduced along with training programs for employees to maintain consumer-centricity (Nair and Tyagi, 2021). Continuous improvements and permissions from the regulatory committees and historical preservation committee can be important to ensure prioritization of renovations and implement changes to attain business goals effectively in the future.
[bookmark: _Toc189260187]3.3 Impacts of the changes and ways to measure the success of the recommended strategies 
Considering the proposed changes in the Biltmore hotel, Florida, it can be demonstrated that the successful integration of the changes can generate better outcomes by improved consumer satisfaction, operational efficacy, quality maintenance of the infrastructure and preservation of historical heritage with modernized renovations (Kamran, 2020). As an example, through quality renovations of the hotel, existing issues related to poor consumer reviews regarding electrical system, plumbing system issues in the hotel, damaged aging infrastructure and renovation resistance can be minimized. As a result, it can positively impact the hotel reputation, customer satisfaction and provide an edge in the competitive landscape (Abbas et al., 2024). While integrating the change, minimized conflicts from the regulatory bodies and local residents regarding the change can be achieved through preservation of the historical heritage and modernization by keeping mediterranean touch alive. Another key impact of the change can be improved consumer engagement where by introducing smart digital technologies such as Wi-Fi services, digital check-in and checkout along with modernized hotel infrastructure with historical significance, attracting new customers can be more effective (Khan et al., 2021). Operational improvements in the existing HVAC system, minimizing electrical and plumbing system issues and maintaining damaged infrastructure can be beneficial to improve customer retention by 20%. Revenue growth can be another key indicator of the successful change implementation where occupancy rate can improve to nearly 85% in next two years (Singh et al., 2024). Renovations by preserving the historical significance can play a pivotal role in attracting global tourists and sustainability initiatives with effective eco-friendly and energy efficient lighting can be vital for engaging environment conscious new age audiences. 
[bookmark: _Toc189260188]3.4 Potential benefits faced by the hotel 
After successful implementation of the changes, one of the strategic benefits for Biltmore hotel will be achieving a competitive edge because of the renovated modernized infrastructure while preserving the historically significant landmarks of the hotel (Dang and Wang, 2022). As an example, effect modernization in the infrastructure and renovation of the damaged parts can be done without changing the mediterranean influence on the hotel and the floor tiles, ceiling designs and room designs can be modified by keeping the traditional look alive (Orynycz and Tucki, 2021). Except for that, energy efficient lighting and introduction of water conservation systems along with quality waste management strategies can help Biltmore to improve their sustainability aspects and attract new-age Gen-z environment-conclusion guests from across the globe (Denysenko and Yurynets, 2021).
Another major benefit of the changes can be high consumer satisfaction while keeping the historical values unchanged, this hotel can be appreciated by local residents and regulatory bodies of Coral Gables. Therefore, it can be beneficial to keep the guests satisfied with new age odorized hotel experiences while experiencing the historical values altogether (Biltmore sustainability, 2024). Selective renovations can minimize operational costs and with specialized fitness services, wellness retreats and luxury golf course, Biltmore hotel can provide luxury services to the guests. Therefore, it can be demonstrated that the proposed changes can help Biltmore hotel in improving their aging infrastructure, renovate the building to satisfy customer needs, preserve historical significance to improve consumer experiences (Biltmore sustainability, 2024). Along with that, Biltmore can improve quality sustainability initiatives and introduce energy efficient technologies for providing unique experiences to the customers while achieving an edge over existing competitors.
[bookmark: _Toc189260189]3.5 Cost evaluation based on the recommended strategies 
	Areas of change
	Approximate budget (in $)

	Infrastructural renovation and historical preservation
	100000

	HVAC system upgrades, plumbing and electrical system improvement
	80000

	Sustainability initiatives with energy efficient lighting and water conservation
	60000

	Marketing and brand awareness campaigns
	20000

	Staff training programs
	8000

	Integrating technologies for digital consumer centric online booking services
	10000

	Total
	278000


Table 4: Approximate cost evaluation
(Source: Developed by author)
In order to implement the changes, Biltmore hotel can set up a budget of approximately $278000 that can be used to renovate the infrastructure while preserving the historical significance. HVAC system upgrades, electrical and plumbing system improvements are necessary and investment in sustainability initiatives can be useful to improve customer experiences. Effective marketing and branding on social media platforms along with staff training programs can be important to make the employees aware of the changes and technology integration. Thus, with effective resource allocation, Biltmore hotel can successfully implement the changes to improve guest satisfaction and sustain in the hotel industry.
[bookmark: _Toc189260190]4. Action plan
	No.
	Problem
	Solution
	Desired Outcomes
	Time scale (in months)
	Completion date
	Planned budget (in $)

	1
	Aging infrastructure and maintenance issues
	Implementation of phased renovation and system upgradation including HVAC, electrical and plumbing system
	Improve customer satisfaction, reduced maintenance expenses, better operational efficacy (Musiello-Neto et al., 2021)
	12
	10th March, 2026
	40000

	2
	Resistance to renovation due to historical concerns
	Partnerships with heritage building architects and setting up a committee to monitor the historical significance preservation during renovation (Musiello-Neto et al., 2021)
	Successful modernization, unique new age modernized customer experiences with historically significant landmarks and infrastructure (Singh et al., 2024)
	11
	10th February, 2026
	25000

	3
	Sustainability concerns
	Introduction of varying energy efficient lighting, water conservation system and sustainable eco-friendly waste management and housekeeping services (Singh et al., 2024)
	Reduced operational cost, improve brand image due to quality sustainability practices, engagement of new age environment-conscious audiences
	8 months
	8th November, 2025
	15000

	4
	Lack of guest satisfaction and competitive positioning
	Implementing employee training programs and consumer centric services with digitized check ins and AI-based concierge services to attain consumer satisfaction (Hossain, Kannan and Raman Nair, 2020)
	Improved brand loyalty, customer satisfaction, edge over rival brands
	9 months
	10th December, 2025
	10000


Table 5: Action plan
(Source: Developed by author)
[bookmark: _Toc189260191]5. Conclusion
[bookmark: _Toc189260192]5.1 Key findings of the report
In conclusion, it can be demonstrated that the Biltmore hotel in Florida, US is facing major challenges in terms of aging infrastructure and resistance from employees, local residents and stakeholders regarding renovations as it can affect historical significance of the hotel. In recent years, there have been several complaints from the customers and by analyzing their reviews in travel websites, it is observed that the damaged infrastructure, outdated designs and electrical or plumbing system failures have been major areas of concerns. For that reason, Biltmore hotel needs to renovate the designs and maintain the damaged parts to keep the guests safe and introduce modernized infrastructure to attain higher consumer-centricity. However, local residents and regulatory bodies in Coral Gables have argued against the renovation as they think that the modernization can negatively influence the historical designs, mediterranean style of the hotel and affect cultural and historical landmarks. Along with that, lack of digitalization and sustainability initiatives have also affected brand reputation across new-age environment conscious customers. By analyzing the external and internal market of the hotel, key consultants in terms of selective renovation, sustainability initiatives and digitalization can be provided for operational progression. Biltmore hotel leadership and management teams can spread awareness regarding the damaged infrastructure and financial benefits that can be achieved with modernization and preservation of historical significance. Along with that, energy efficient system integration and effective water conservation along with waste management services, this hotel can improve their reputation and achieve an edge over rival brands. With an approximate budget of nearly $278000, Biltmore hotel can perform selective renovation, energy efficient systems integration, sustainability initiatives and improve consumer-centric services with preservation of historical components. Thus, the ongoing regulatory issues can be minimized, and renovation can be started in the Biltmore hotel while introducing consumer-centric, technology driven services and sustainability initiatives to achieve an edge over existing competitors such as Marriott or Ritz-Carlton hotel in the future.
[bookmark: _Toc189260193]5.2 Recommendations for future operations
In order to sustain in the growing hotel industry for a much longer period, Biltmore hotel can focus on smart upgrades in their existing operations by implementing AI-powered consumer services and predictive recommendation tools to understand guest performances who visit the hotel multiple times (Hossain, Kannan and Raman Nair, 2020). Along with that, automated room services, personalized wellness services and cyber security infrastructures can be provided to the new-age customers to improve their engagement and loyalty towards the hotel. Another key consultancy or recommendation for Biltmore hotel is to focus on strategic brand positioning in the highly competitive hospitality industry whereby utilizing social media and digital marketing platforms, they can promote heritage historically significant luxury Biltmore hotel with modernized infrastructure and services (Pereira-Moliner et al., 2021). It can work in their favour as most of the other top hotels can provide luxury services, but the historical significance and Mediterranean infrastructure are key strengths of the hotel. High quality sustainability initiatives and focus on energy efficient lighting, water conservation and sustainable housekeeping services can also be introduced to improve consumer satisfaction (Kuo, Fang and LePage, 2021). Thus, Biltmore hotel can minimize challenges including resistance against renovation and introduce digital and consumer centric services to attain an edge over rival brands and improve guest satisfaction effectively in the future.
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