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[bookmark: _Hlk150102293][bookmark: _Toc150615941][bookmark: _Toc150622096]Executive Summary
The Grand Hotel de Paris is an iconic luxurious establishment located at the heart of Paris and offers hospitality services to a wide range of customers. The hotel has established a stellar reputation for offering outstanding guest experiences. However, according to TripAdvisor (2023), there has been a significant rise in client complaints at the Grand Hotel de Paris and a decline in guest satisfaction ratings for the front desk and guest services department. The negative reviews on the hotel's website have consequently resulted in a decline in the hotel's reputation on the internet and have also led to a decline in the number of guests visiting the establishment. As a result, the hotel has been rated three stars in most online hospitality reviews, including TripAdvisor and Booking.com. According to Booking.com (2023), most services, such as sanitation and cleanliness, are rated 3 out of five. To mitigate these arising issues, Excellence Hospitality Solutions conducted a thorough review and analysis of the operations at the hotel's front desk and the guest department. The analysis contained in this consultancy report offers an in-depth scrutiny of the problem at hand. It provides recommendations for the Grand Hotel de Paris to ensure the hotel regains its reputation and attracts more guests to enable it to compete favourably in the hospitality sector. 
The impact of the concerns on the hotel's reputation, financial health, operational efficiency, and guest pleasure has all been carefully examined, and the report highlights significant findings. Key findings from the research conducted by Excellence Hospitality Solutions include the following:
a) Decline in Guest Satisfaction Scores and Damage to Hotel Reputation: The analysis reveals a notable decrease in guest satisfaction scores, primarily focused on the Front Desk and Guest Services Department. The hotel ratings on TripAdvisor and Booking.com are three out of five, indicating a decline in guest satisfaction. This has been primarily attributed to other rising issues, such as a lack of real-time feedback from the Grand Hotel de Paris, inadequate qualified and experienced staff at the front desk department, and outdated and analogue operational procedures (Grand Hotel de Paris, 2023).
b) Decline in Revenue Collection: Due to the decrease in positive reviews and, consequently, damage to the hotel's reputation, Grand Hotel de Paris has witnessed a drop in revenue collection since there has been a decline in the number of visitors visiting the establishment ( Grand Hotel de Paris, 2023). The hotel is currently staring at losses due to the low revenue generation. This calls for an urgent action plan to mitigate the surge in guest complaints to increase the clientele base, which has been severely impacted.
c) Staffing challenges: Upon careful evaluation of the problem plaguing Grand Hotel de Paris, our team of experts found out that there were staffing challenges, especially at the Front desk and guest department. Some of the identified issues include inadequate staffing, which led to delayed client services, thus causing client dissatisfaction. Other issues include inexperienced staff and a lack of strategies to improve employee satisfaction in the department.
This report utilises various frameworks to analyse the findings of the research conducted. The frameworks used include The PESTEL, SWOT, and the TWOS analysis matrix. The PESTEL analysis reveals that the hotel's operations are further affected by regulation factors such as government restrictions, leading to a decline in the number of visitors, thus decreasing revenue generation. Moreover, the PESTEL analysis tool addresses technological, environmental, economic, and socio-cultural effects (Heubel, 2023). The SWOT analysis provides an overview of the hotel's strengths, weaknesses, and the opportunities and threats that the hotel faces (Peterdy, 2023). For instance, the SWOT analysis highlights that the hotel can maximise its rich history to attract more clients interested in the historical heritage of Parisian culture. The TWOS tool provides a lever that links the issues the hotel is facing and its strengths to come up with a solution for the hotel, according to MasterClass (2022). For instance, the hotel can integrate technological advancements to facilitate on-time feedback and regain guest satisfaction.
To address the issues affecting Grand Hotel de Paris, the report provides comprehensive recommendations and change management strategies to fortify the Front Desk and Guest Services Department, boost online reputation management, increase operational efficiency, and elevate the guest experience. Some recommendations include staff training, technology advancements to facilitate real-time client feedback, and employee satisfaction strategies to motivate them to provide outstanding services. These recommendations incorporate change management techniques to guarantee a smooth hotel personnel and operations transition (Burnes, 2014). Moreover, the action plan provides an organised method for successfully implementing the strategies.
[bookmark: _Toc150615943][bookmark: _Toc150622098]This report serves as a road map for the Grand Hotel de Paris as it works to reclaim its operational niche in the hospitality sector. Guest satisfaction at the front desk and guest services department is expected to improve significantly by improving employee satisfaction and hiring experienced staff to offer clients high-quality services. Consequently, the hotel will experience a boom in revenue generation to sustain its operations. These strategies will be implemented in phases in order of urgency and priority. In the long run, the Grand Hotel de Paris' future is promising, and it will establish itself as a brand to reckon with in the competitive hospitality sector. 

                                               Introduction
The Grand Hotel de Paris is a hospitable establishment situated conveniently near the East Station of Paris, at a distance of 100 meters. It features a front station that is staffed around the clock and provides rooms inclusive of satellite television to offer the best experience to the guests. Some guest rooms are furnished with private balconies and are uniquely appointed (Grand Hotel de Paris, 2023). The hotel is also equipped with Wi-Fi in all areas, and every room is accessible via an elevator. The hotel contains 49 rooms in the six-storeyed building on which it is situated. According to Schermerhorn et al.. (2020), keeping up this impeccable image is essential, especially given how competitive the hospitality sector is. However, a critical problem that needs to be addressed has surfaced. There has been a significant decline in guest satisfaction ratings and an unsettling increase in complaints, most of which are directed towards the front desk and guest services department. 
To mitigate the challenge at the Front Desk and Guest Services Department, Excellence Hospitality Solutions consultancy firm is dedicated to providing cutting-edge solutions to the problems hotels and resorts face globally. Excellence Hospitality Solutions has built a solid reputation for promoting operational efficiency, improving visitor experiences, and fostering sustainable growth within the hospitality industry. The firm is well-equipped to handle the particular challenges faced by upscale hotels like the Grand Hotel de Paris because of the depth of expertise and knowledge offered by the team of experts. Underlying the fundamental belief that hospitality should be provided to outstanding standards, we are dedicated to supporting our clients in protecting their brand and guaranteeing Guest satisfaction.
Analytical frameworks, including PESTEL, SWOT, and the TOWS matrix, will be utilised to address and provide recommendations on how to mitigate the decline in consumer satisfaction and the significant increase in guest complaints in the front desk department of the Grand Hotel de Paris. The PESTEL analysis framework is a strategic tool that will aid in comprehending the macroenvironmental factors influencing the hotel (Kiesha, 2019). The report will closely examine the hotel's impacts from the perspectives of politics, economy, society, technology, environment, and law. By carefully exploring and analysing these dimensions, recommendations will be informed by this study, which highlights potential opportunities and threats arising from the macroenvironment.
The SWOT analysis tool, a systematic method for examining the internal and external factors of the Grand Hotel de Paris, will also be utilised. The report will examine the hotel's strengths and weaknesses and investigate external opportunities and threats that might impact the hotel. By focusing on internal and external factors, Heubel (2023) suggests that the current state of the hotel will be well understood, and recommendations on how to improve the services will be forged. Furthermore, the TOWS (Threats, Opportunities, Weaknesses, and Strengths) matrix analysis tool extends the SWOT analysis to help formulate practical solutions, as highlighted by MasterClass (2022). Insightful recommendations will be proposed by contrasting external opportunities and threats with internal strengths and shortcomings. This strategy ensures the hotel focuses on its strengths, minimises weaknesses, capitalises on opportunities, and cushions against threats in a strategic manner (Peterdy, 2023). These frameworks will provide the analytical foundation for the consultancy report, enabling a methodical examination of the intricacies of the problem plaguing the Grand Hotel' de Paris' front desk and guest services department. They will assist in formulating a comprehensive and well-informed set of recommendations, guaranteeing that the suggested frameworks align with the hotel's objectives and market dynamics.
[bookmark: _Toc150615944][bookmark: _Toc150622099]Analysis
[bookmark: _Toc150615945][bookmark: _Toc150622100]This section focuses on an analysis of the causes and effects of the issues encountered by the Grand Hotel de Paris in their front desk and guest department, which have resulted in guest dissatisfaction. This section helps to recognize the improvement areas that the Hotel can focus on to enhance their guest satisfaction and achieve a competitive edge in the hospitality industry. Some of the issues identified include staffing issues, reputational damage, delayed responses, and poor operational efficiency. Additionally, various evaluation frameworks, including SWOT, PESTEL, and TOWS approaches, will be utilised to elaborate more information on the hotel's front desk and guest department issues.
Reputation Damage
Brand image is always a crucial matter when determining a company's success. Hotel de Paris' image has been affected by the negative responses received on the digital review sites, which seem to be adverse. Moreover, the hotel has experienced a significant decline in positive reviews from guests who have received their services. Currently, the hotel holds the 1,698th rank among the 1,898 hotels in Paris. Other customer ratings indicate that the value is 3, cleanliness is 3, and service is 3; the location is rated three, according to Booking.com. (2023). The rating for the hotel on Booking.com is 7 out of 10. The hotel has been rated 4,68 times on TripAdvisor and 2,498 times on Booking.com. Concerns regarding the room's condition, personnel engagements, charges and tariffs, and service quality are frequently raised in negative feedback (Nast, 2019). 
[bookmark: _Toc150615946][bookmark: _Toc150622101]Revenue and Income
Guest satisfaction has greatly influenced the revenue collected at Grand Hotel de Paris. A study by Gallup found that companies with high employee engagement levels had 22% greater profitability and 21% greater productivity than those with low employee engagement levels (Cloud, 2022). They are also less likely to quit if they feel valued. Grand Hotel de Paris stares at a crisis of losing most of its clients and therefore incurring losses as a potential revenue decline is already experienced. According to a study published in the Harvard Business Review, companies that prioritise employee satisfaction experienced a 1.2-fold increase in revenue growth and a 20% improvement in stock market performance (Edmans, 2016). 
[bookmark: _Toc150615947][bookmark: _Toc150622102]Operational Efficiency
Poor operational efficacy of the Front Desk and Guest Services Department has substantially contributed to an escalation in guest complaints. There has been an enhanced Workload in the department where the additional responsibility of attending to guest complaints contributes to the workload of the front desk and guest services personnel (Nast, 2019). This has resulted in extended waiting periods by guests, exacerbating their discontent. Moreover, the hotel is experiencing revenue loss due to inadequate management of guest complaints. For instance, according to Baron and Armstrong (2007), ineffective communication between the front desk and housekeeping has resulted in unprepared rooms for visitors upon their arrival. Faulty communication by the front desk regarding the specifics of meal packages incorporated into a guest's reservation has resulted in conflicts within the hotel's dining establishments. Furthermore, repair delays have resulted in visitors reporting maintenance issues that the front desk fails to address effectively. 
[bookmark: _Toc150615948][bookmark: _Toc150622103]Staffing Challenges
Staffing shortages have led to extended wait times and affected service delivery, negatively affecting Grand Hotel de Paris visitor satisfaction. High employee turnover rates have been caused by inexperienced staff who have not provided excellent services, which in turn has negatively impacted guest satisfaction. Moreover, a study by Edmans et al. (2014)  suggests that elevated attrition rates caused by departing experienced personnel have led to augmented training expenditures and depletion of knowledge and skills, adversely impacting operational efficiency. Additionally, staffing shortages have increased work demands and tension among existing personnel, deteriorating service quality at Grand Hotel de Paris (Hospitalitynet, 2023). 
[bookmark: _Toc150615949][bookmark: _Toc150622104]Insufficient Feedback Mechanisms
Outdated systems for receiving and acting on client feedback have impaired Grand Hotel de Paris' ability to meet contemporary guest expectations. For example, an observation made by Hospitality net (2023) reveals that excessive check-in waits due to manual operations have led to discontent with visitors. Similarly, Dey et al. (2020) highlight that visitors increasingly demand alternatives for online payment and smart room keys for ease and safety. The lack of real-time feedback channels has significantly damaged Grand Hotel de Paris' capacity to handle concerns before they escalate. 

[bookmark: _Toc150615950][bookmark: _Toc150622105]PESTLE Analysis
The PESTLE analysis evaluates how various external factors can impact the performance of the Front Desk and Guest Services Department at the Grand Hotel de Paris, affecting guest satisfaction and the hotel's overall rating. These factors include political, economic, socio-cultural, technological, environmental, and legal factors (MasterClass, 2022). By comprehensively addressing these factors, the Grand Hotel de Paris can better navigate the external influences impacting its operations and guest satisfaction. The table below summarises the PESTEL analysis for the Grand Hotel de Paris Resort. 



	Political Factors:
· Changes in government policies, such as visa regulations or tourism promotion initiatives, have influenced the number of hotel guests.
· Political instability can also deter tourists, leading to declining guest satisfaction.
	Economic factors
· Economic conditions affect people's ability to travel. In a downturn, fewer people can afford hotel stays, leading to lower occupancy rates. 
· Fluctuations in exchange rates also influence international travel patterns and impact the hotel's international clientele.


	Sociocultural Factors
· Changing Guest Preferences: Evolving societal preferences, such as a shift toward eco-friendly practices, demand for personalised experiences
· Cultural Sensitivity: Understanding diverse guest cultures and expectations is crucial for providing an exceptional experience. 

	Technological Factors
· Outdated systems can lead to inefficiencies at the front desk, while a lack of investment in technology could mean missing out on opportunities to enhance guest satisfaction.
· Integrating advanced technologies, including mobile apps, smart rooms, and AI-driven services, has become a fundamental aspect of the modern guest experience.

	Environmental Factors
· Sustainability and Eco-Friendliness: Increasingly, guests favour hotels that demonstrate commitment to sustainable and eco-friendly practices. The Grand Hotel de Paris must consider energy efficiency, waste reduction, and other environmental initiatives to appeal to eco-conscious travellers.

	Legal Factors
· Labor laws, including minimum wage regulations and working conditions, impact staffing and operational costs.
· Ensuring compliance with health and safety standards is paramount for guest confidence and regulatory compliance.




[bookmark: _Toc150615951][bookmark: _Toc150622106]SWOT Analysis
SWOT analysis tool offers a general overview of the hotel's internal factors that affect its operations. The analysis explores the strengths and weaknesses of the hotel. Also, it identifies the opportunities available for the hotel to improve while identifying the potential threats that can hinder its growth. Incorporating the SWOT analysis into the consultancy report offers a comprehensive understanding of the Grand Hotel de Paris's current position. The table below summarises the SWOT analysis for the hotel.

	Strengths
· Location: The hotel is centrally located in Paris. This makes it convenient for guests to explore the city.
· Amenities: The hotel offers a variety of amenities, such as free Wi-Fi, family rooms, non-smoking rooms, and a 24-hour front desk.
· Historical Prestige: The Grand Hotel de Paris boasts a rich history and heritage, offering a unique and iconic guest experience 
· Commitment to Service Excellence: The hotel is committed to offering impeccable service 

	Weaknesses
· Staffing Challenges: Understaffing and high employee turnover have negatively impacted the guest experience.
· Training Gaps: Inadequate training and development opportunities for department staff have resulted in service lapses.
· Outdated Procedures: Some operational procedures need to be updated.
· Lack of Real-time Feedback Mechanisms: The hotel needs an effective system for gathering and acting on guest feedback


	Opportunities
· Technological Advancements: Embracing emerging technologies like mobile apps can enhance the guest experience.
· Sustainability Initiatives: Implementing eco-friendly practices can meet the growing demand for sustainable and responsible tourism.
· International Expansion: Leveraging the brand's global appeal to expand into new markets or partnerships.

	Threats
· Economic Downturns: Economic recessions can reduce travel and leisure spending, affecting revenue.
· Online Reputation Damage: Negative online reviews and social media comments can tarnish the hotel's image.
· Intense Competition: The luxury hotel sector in Paris is highly competitive, and other establishments continuously seek to raise the bar.




[bookmark: _Toc150615952][bookmark: _Toc150622107] TOWS analysis
The TOWS analysis matrix tool enables the Grand Hotel de Paris to proactively address its challenges while capitalising on its strengths and opportunities. This approach allows the hotel to strategically convert problems into solutions, reinforcing its position as a distinguished and competitive hospitality establishment in the hospitality industry. The table below is a summary of the TOWS analysis matrix.


	[bookmark: _Hlk149355138]
	Strengths
1. Historical Prestige: The Grand Hotel de Paris boasts a rich history and heritage elegance.
2. Commitment to Service Excellence: The hotel is committed to offering impeccable service.
	Weaknesses
1. Understaffing and high employee turnover impact the guest experience.
2. Inadequate training and development opportunities for department staff
3. Outdated Procedures
4. Lack of Real-time Feedback Mechanisms.

	Opportunities
1. Technological Advancement: Embracing emerging technologies like mobile apps can enhance the guest experience.
2. Sustainability Initiatives: Implementing eco-friendly practices can align with eco-conscious clients
3. International Expansion: Leveraging the brand's international appeal to expand into new markets or partnerships.

	S-O Strategies
· Leverage Historical Prestige by building on the hotel's rich history to create unique heritage packages. 
· Enhanced Training: Invest in extensive training programs for staff to enhance service quality.
· Technology Integration: Embrace technological advancements to offer a personalised guest experience.
· Sustainability Initiatives: Capitalise on the growing demand for eco-friendly practices and position the Grand Hotel De Paris as an eco-conscious luxury establishment.


	W-O Strategies
· Staff Training and Retention: Develop robust training programs to address weaknesses in the Front Desk and Guest Services Department while offering career growth opportunities to retain skilled employees.
· Update Procedures: Modernise outdated operational procedures, aligning them with current best practices to meet evolving guest expectations.
· Real-time Feedback Mechanisms: Implement a real-time feedback system to address issues and enhance guest satisfaction proactively.


	Threats
1.  Economic Downturns: Economic recessions can reduce travel and leisure. Online Reputation Damage: Negative online reviews and social media comments can tarnish the hotel's image.
2. Intense Competition: The luxury hotel sector in Paris is highly competitive
	S-T Strategies

· Historical Prestige: Use the hotel's prestigious history to withstand economic downturns, as it can continue to attract guests seeking a unique, timeless experience.
· Loyal Customer Base: Leverage the existing loyal customer base to counteract intense competition and potentially expand into new markets or partnerships.

	W-T Strategies

· Staff Training and Retention: Address staffing challenges by offering competitive employment packages, improving working conditions, and reducing staff turnover.
· Operational Efficiency: Develop strategies to mitigate the impact of intense competition, such as cost optimisation measures and collaboration with local businesses.



External Factors

[bookmark: _Toc150615953][bookmark: _Toc150622108]Recommendations and Change Management
The success of Grand Hotel de Paris in the hospitality industry is directly linked to the level of contentment experienced by its customers (Bailey, 2021). The analysis of the hotel's issue reveals that it requires a paradigm shift in its mode of operations, especially at the front desk and guest department, to regain client satisfaction and confidence. Moreover, the management will have to make changes recommended in the report to ensure the hotel meets the customers' needs and thrives in revenue generation. This section of the report offers recommendations on how the Grand Hotel de Paris will mitigate the challenges affecting it. Due to the popularity of online platforms and social media in the tourism and hospitality industries, customers' online reviews have increased dramatically. Along with this development has come a corresponding increase in the influence of these reviews on the perspectives and decisions of customers and the businesses that provide services. The way that visitors view, evaluate, exchange, and look up information about the hotel directly impacts its success. 
[bookmark: _Toc150615954][bookmark: _Toc150622109]Promote Employee satisfaction at the Front Desk Department to regain Guest satisfaction.
Employee satisfaction is essential to regain client satisfaction by meeting their needs and consequently ensuring that they give positive reviews, restoring the damaged reputation of Grand Hotel de Paris (Whittington and Molloy, 2005). Moreover, the ratings on the TripAdvisor website are likely to improve through the services offered by the employees. This is only guaranteed if the employees are satisfied and happy. The hotel management should create a work environment where employees enjoy working together (Baron and Armstrong, 2007). The hotel should develop interpersonal connections and foster relationships among team members through activities like team meals, happy hours, and team-building exercises. This will help to rebuild the company culture and encourage employee satisfaction. Recent research shows satisfied workers are 37% more productive and three times more innovative. Additionally, Oswald et al.. (n.d.) add that favourable company cultures result in a notable 24% reduction in employee attrition and contribute to a 12% surge in a hotel's profitability.
According to a study conducted by Cornell University, annual revenue growth of $10 million was estimated for each one-point increase in visitor satisfaction (as measured on a scale of 0-100) ( Claar, 2021). Therefore, establishing a good reputation and attaining optimal service for visitors is intrinsically linked to employee satisfaction. Satisfied employees impact revenue maximisation through increased productivity and decreased attrition rates, contributing to a favourable impression on guests (Fisman and Sullivan, 2014). Increased employee satisfaction and recognition from management contribute to heightened productivity, reducing the time spent on breaks or seeking alternative employment opportunities. According to a study by Marriott International, a higher RevPAR (revenue per available room) and market share resulted from a positive correlation between passenger satisfaction and hotel employee satisfaction (Marriott, 2019).  
When employees feel appreciated, their self-worth grows, creating a more productive employee directly linked to the services offered to the visitors (Graßmann et al.., 2020). The management should develop a program to reward the employees and appreciate their efforts to boost their motivation and thus increase the output. Studies have shown that positive emotions energise individuals, and human happiness has substantial and positive causal effects on productivity (Kotter, 2012). The hotel management should strive to support employees at the front desk and the guest department to help them perform their duties effectively. Subramaniam et al.. (2011) suggest that this can be achieved by establishing an open-door policy that promotes open dialogue, feedback, and discussion about any subject. Employees should feel at ease approaching the management with inquiries, concerns, or recommendations. This relationship fosters confidence between employers and employees and facilitates the early resolution of problems to prevent them from escalating (Newton, 2010). Using an employee management application such as Connecteam, the staff at the front desk and the guest department can submit feedback anonymously through the virtual suggestion box (Cohen, 2023). Moreover, they will have immediate access to them, enabling them to share inquiries or suggestions without apprehension. This will, in turn, help deliver quality services to the clients and allows the organisation to achieve its objectives.
Grand Hotel de Paris should provide opportunities for career growth and development within the hotel to motivate the front desk and the guest department employees to offer quality services to clients, mitigate client dissatisfaction, and improve ratings on the hotel website. To minimise the issue of inadequate staffing at the hotel's front desk and guest department, the hotel should consider hiring more employees with the expertise to facilitate quality service delivery to the clients. The inexperienced staff should be enrolled in a program to boost and sharpen their skills to enable them to become competent. Moreover, ensure work schedules are readily available and considerate of employees' needs. An effectively planned schedule generates satisfied employees, increases productivity, and yields substantial cost savings (Burnes, 2014). Moreover, Cooke et al.. (2021) suggest that the hotel should create an employee schedule with a more modern application; Connecteam makes this a reality. Utilising a scheduling application increases revenue rather than revenue loss, improves employee retention and performance, and generates savings.
[bookmark: _Toc150615955][bookmark: _Toc150622110]Promoting Guest satisfaction to reclaim the reputation that has been damaged by negative reviews online
In today's digital world, clients demand rapid and efficient service, frequently facilitated by technology. The hotel should invest in providing real-time feedback to respond to any concerns visitors report quickly. Based on a study conducted by Deloitte, it is observed that there is a 40% higher likelihood for hotel visitors to advocate a favourable experience at a hotel when their concerns are promptly addressed (Reichheld, 2023). Revinate Ivy, an AI-driven text messaging system, can address regular inquiries from guests at any given time, regardless of whether it is during the day or night (Revinate, 2023). With an efficient method to receive and act on feedback, the hotel will be aware of all customers' concerns. Research suggests that just one out of every 26 consumers will likely share their problems. The other 25 consumers could take their business elsewhere without saying a thing. This might lead to a loss of business for the hotel.
Furthermore, with an efficient feedback loop, the hotel may improve and tailor the visitor experience. For instance, Schermerhorn et al.. (2020) suggest that if the hotel is aware of a couple celebrating their anniversary, one way to surprise and delightfully surprise and delight them is to propose the provision of chilled champagne and chocolate-covered strawberries as an arrival favour. Feedback is vital for understanding visitor preferences, enhancing services appropriately, rapidly fixing concerns, boosting guest happiness, and ultimately promoting company success.
Grand Hotel de Paris should simplify the booking process to make it fast and easy for guests to complete their reservations. The hotel should ensure communication with guests through their preferred channels. In addition, since most guests are inspired by images and posts on social media platforms such as Instagram and Facebook, Grand Hotel de Paris should utilise the social media arena to market its products (Lacalle, 2021). The hotel should also use platforms that enable seamless monitoring and connecting with guests over social media. Furthermore, according to Erichsen (2018), the hotel should reduce steps by directly linking the hotel's booking engine to the social media websites by including a prominent click-to-call (CTA) button to access the call centre. Grand Hotel de Paris must also update their payment protocols to accommodate the advent of contactless payment systems and digital wallets. 
Integrating technological advancements into hotel communication protocols is crucial for improving the quality of client engagements. Possible approaches to transmitting notifications and other types of communication involve implementing hotel applications or using text messages. Maintaining contact with them after their departure from the hotel is recommended. Grand Hotel de Paris should consider distributing Guest Satisfaction Score (GSS) forms through WhatsApp or e-mail as an initial post-stay activity (Customer Alliance, 2023). To provide this service, the hotel can program chatbots to do so. There may be specific guests whose environmental and privacy considerations hinder them from using the daily maintenance services. Due to this adaptability, Grand Hotel de Paris should modify their operational protocols. It is of the utmost importance to transcend ordinary technological implementation and employ it to enhance the visitor experience and fulfill their ever-changing needs.
Grand Hotel de Paris will be able to evaluate the success of the implementations and constantly customise the strategies to ensure the hotel reaps the desired results by utilising various strategies. The hotel will offer guest satisfaction score (GSS) forms to the guests to rate the quality of services offered and provide areas of improvement if they find any (Pashaj, 2023). This will reflect how the employees are satisfied since quality service delivery to the clients is directly associated with how satisfied and happy the employees feel. Moreover, the ratings on TripAdvisor and other online hotel reviews will show whether the implemented strategies yielded fruits (NimbleProperty, 2019). Furthermore, according to Hotelier Lifestyle (2020), the front desk and guest department employees should regularly meet with management to review the strategies and discuss any arising issues.
Grand Hotel de Paris is set to benefit by implementing the strategies discussed in its operation. For instance, the hotel is expected to raise revenue collection because of high guest turn-ups and good reviews on the hotel website and other platforms such as TripAdvisor (Cvent, 2020). The hotel will experience high employee output due to motivated teams that work together as a unit. Moreover, there will be ambassadors who advocate for the hotel and create awareness on the Internet via social media platforms, increasing the number of guests who visit the hotel (Kaushik and Walsh, 2019). The hotel will recover, reclaim its reputation, and compete in Paris's hospitality industry. Moreover, by leveraging outdated manual procedures with technology and automated processes, the hotel will improve the user experience of clients,  
[bookmark: _Toc150615956][bookmark: _Toc150622111]Expected management changes. 
Implementing strategies to improve service delivery and promote guest satisfaction will involve several management changes, and the hotel will have to incur some costs to ensure its success. However, Grand Hotel de Paris will reap more benefits that overshadow the cost implications. For instance, by hiring more staff and engaging in programs to upgrade the team's skills, the hotel will have to increase wages and salaries to cater to the increasing number of employees and better salaries to motivate them (Stein et al.., 2021). Some employees must be laid off to give room for the more experienced staff. However, it should be noted that in the long run, the hotel will benefit immensely. The table below shows some of the costs that the hotel will incur in the implementation phase of these strategies.




	Recommendation
	Estimated Cost 
	Rationale 

	Improving Front Desk and Guest Services Department

	Staffing Challenges and Turnover
	Recruitment costs: $15,000
	Estimated costs for hiring new employees.

	Training and Development
	Training program expenses: $10,000
	Estimated costs for training  employees

	Outdated Procedures
	Consultation fees: $5,000, IT investments: $10,000, Training: $5,000
	Estimated costs for modernising procedures and staff training.

	Real-time Feedback Mechanisms
	Software purchase: $3,000, Training: $2,000, Maintenance: $1,000
	Estimated costs for implementing a digital feedback system.

	Online Reputation Management

	Addressing Negative Online Reviews
	Team salaries: $40,000 annually, Training: $5,000, Software/tools: $2,000 annually
	Estimated annual costs for online reputation management

	Operational Excellence

	Optimisation Strategies
	Initial investments: $15,000, Collaborations: Varies, Monitoring: Varies
	Estimated initial technology investments and ongoing monitoring.

	Guest Experience Enhancement

	Technological Advancements
	Software/hardware purchase: $10,000, Training: $5,000
	Estimated costs for technology investments and staff training.



[bookmark: _Toc150615957][bookmark: _Toc150622112]Action Plan
Grand Hotel de Paris will implement strategies to reclaim its reputation in the hospitality market by following a systematic approach. The action plan provides the essential road map to be followed by the management to ensure all the strategies have been implemented and that every detail is considered. The plan of action provides the financial requirements and the timeline for the management to implement the resolutions. The time frame for each recommendation and the financial resources involved vary. For instance, the hotel will have to work on the areas with the highest priorities, such as staff hiring and training, to ensure quality service delivery before customizing mobile apps to enable clients to make online reservations. Each identified issue during the research has been keenly structured to ensure the hotel competes favorably within the market. The table below provides a summary of the plan of action that is to be used by the hotel to ensure it implements all the strategies to revive its position in the market dynamic.






	Number
	Problem 
Planned 

	Solution
	Desired outcome
	Time 
scale

	Completion 
Date

	Budget

	1.
	Staffing Challenges:
	Recruitment of new employees.
	Overcome understaffing reduces turnover.
	3 months (Varies by role).
	February 1st 2024
	$15,000

	2.
	Training Needs:				
	Implement comprehensive training programs.
	Staff are well-equipped to meet guest expectations.
	Ongoing (Varies by program).	
	December 30th 2023
	$10,000

	3.
	Outdated Procedures:			
	Review and modernise operational procedures.
	Streamlined processes aligned with guest expectations.
	6 months (Varies by process).
	March 30th 2024
	$5,000

	4.
	Real-time Feedback:		
	Implement a digital feedback system.
	Prompt issue resolution improved guest satisfaction.
	3 months.
	February 1st 2024
	$10,000

	5.
	Online Reputation:			
	Establish an online reputation management team.
	Improved online image and better guest perception.
	4 months.
	March 1st 2024
	$5,000

	6.
	Operational Efficiency:			
	Implement cost-saving measures and collaborations.
	Enhanced efficiency and reduced costs.
	12 months.
	October 1st 2024
	$15,000

	7.
	Guest Experience:			
	Invest in technology, and offer a more personalised experience.
	Streamlined and modernised guest services.
	6 months (Varies by tech).
	March 30th 2024
	$15,000

	8.
	Sustainability	
	Implement eco-friendly practices and sustainability initiatives.
	Align with eco-conscious guest preferences
	Ongoing.
	December 30th 2023
	$10,000

	9.
	Change Management			
	Develop and implement change management strategies.
	Smooth transition, staff engagement.
	Ongoing (Varies by strategy).
	December 30th 2023
	$5,000



This consultancy report has provided a comprehensive, detailed exploration and understanding of the issue facing the Grand Hotel de Paris. The consultancy report also offers a plan of action and several valuable recommendations for improving the customer and employee experience at the hotel. The report focused on online reputation management, operational excellence, improving the visitor experience, and improving the front desk and guest services department for the hotel to make strides and reclaim its position in the hospitality industry. 
In the Front Desk and Guest Services Department, staffing issues and turnover have been addressed with recommendations to engage employees in Training and hiring experienced employees to mitigate the staff shortage. These recommendations have been targeted to improve the hotel's reputation and client satisfaction review ratings. Outdated processes and lack of real-time feedback from the hotel have also impacted the Grand Hotel de Paris significantly, and the report has highlighted recommendations on how to modernise operations in the hotel, especially the front desk, to facilitate on-time feedback to the customers. Our team has also highlighted in the report about establishing a specialised online reputation management team to lessen the detrimental effects of online reviews on the hotel's image. The management will handle issues and proactively maintain the hotel's online reputation while actively interacting with visitors.
The research highlights the importance of operational excellence in the current competitive landscape and recommends pursuing local business partnerships and applying cost-cutting strategies. To sustain its financial stability and competitive advantage, the Grand Hotel De Paris must optimise its operations and incorporate modern technology to attract more customers and improve its revenue collection. Moreover, the report recommends Grand  Hotel de Paris' investment in sustainability projects to improve the guest experience in the modern hospitality industry. These adjustments will enhance the hotel's sustainable and environmentally friendly image while also satisfying the needs of contemporary guests concerned with eco-friendly hospitality services.
The report has also highlighted the change management practices necessary to execute these recommended strategies successfully. For a smooth transition, staff training, engagement initiatives, and open lines of communication will be essential. Together with suggested solutions and timelines for each endeavour, the action plan that is supplied provides an organised framework for tackling the problems that have been identified and implementing the strategies offered by the report.
Excellence Hospitality Solutions would like to thank the Grand Hotel de Paris for collaborating with them during the entire research period. Working with the established hotel has been an honour and a delight. To further elevate the excellence that the Grand Hotel de Paris symbolises in the hospitality business, Excellence Hospitality Solutions looks forward to the possibility of future collaborations and opportunities in the industry. Finally, focusing on operational excellence, enhanced guest happiness, and a more robust online reputation, this report serves as a roadmap for the Grand Hotel de Paris. By implementing the suggested actions, the Grand Hotel de Paris has a prosperous future in the highly competitive hospitality industry.
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