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Executive summary
Hotel Victoria Paris, a historic budget hotel in the heart of the 9th arrondissement, faces significant challenges that jeopardise its financial viability and market competitiveness. Despite its prime location near central attractions like Opéra Garnier, the hotel has experienced declining occupancy rates, negative online reviews, and operational inefficiencies. Poor service quality, cleanliness, antiquated facilities, and security issues primarily cause guest dissatisfaction. These issues have resulted in a deteriorating reputation, lower revenue, and a weaker market position.
Our consulting firm, Hospitality Solutions Group (HSG), thoroughly analysed the hotel's external and internal factors using the STEEPLED, SOAR, and TOWS frameworks. Guest feedback raises serious concerns, including complaints about rude and unhelpful staff, unsanitary conditions, broken amenities, and safety hazards. Research confirms poor customer service and cleanliness directly impact occupancy rates and revenue. According to studies, a one-star drop in online ratings can reduce revenue by up to 9%, exacerbating the hotel's financial problems. Negative word-of-mouth and low ratings on TripAdvisor and Booking.com further discourage potential guests, raising the cost of customer acquisition and lowering profitability.
Key findings from the analysis show that management and staffing issues, a lack of facility investment, and inadequate security measures all contribute significantly to guest dissatisfaction. Inadequately trained staff struggle with multilingual communication and problem-solving, alienating international visitors. Hotel Victoria falls behind its competitors due to a lack of modern amenities such as digital check-in and security improvements. Furthermore, the economic downturn following COVID-19 has put additional financial strain on budget hotels, making it critical for management to implement cost-effective yet impactful solutions.
To address these challenges, our consultancy created a strategic action plan centred on four key areas: customer service improvement, facility upgrades, security and operational efficiency. Immediate interventions include a comprehensive customer service training program to improve staff professionalism, responsiveness, and language proficiency. Research shows that well-trained employees contribute to a 40% increase in guest satisfaction. Concurrently, deep cleaning protocols and minor room renovations, such as fixing showers, upgrading bedding, and ensuring ventilation, will significantly increase comfort. A structured feedback mechanism will allow guests to report issues in real-time, allowing management to respond more proactively.
Security concerns will be addressed by installing keycard access to rooms, upgrading surveillance cameras, and implementing night security patrols. Studies show that strong security measures increase guest trust and retention. Hiring bilingual staff or integrating translation technology at the front desk will also help to overcome language barriers, resulting in better international guest experiences. Digital transformation initiatives, such as automated check-ins and streamlined reservation systems, will improve operational efficiency and reduce employee workload.
To ensure long-term success, a phased implementation timeline has been developed, with short-term (0-3 months), mid-term (3-6 months), and long-term (6-12 months) objectives. The estimated cost of these improvements ranges from £180,000 to £250,000. While this is a significant financial commitment, research shows that strategic investments in service quality and facility improvements produce substantial returns. Case studies show that hotels that invest in customer service training, digital marketing, and security upgrades see revenue growth in two to three years. Improved guest satisfaction, higher occupancy rates, and more direct bookings will help to ensure financial stability and long-term profitability.
Measuring success will be critical for assessing the impact of these initiatives. Increased guest satisfaction, improved online ratings, higher occupancy rates, and increased revenue per available room (RevPAR) are among the key performance indicators (KPIs). Weekly and monthly performance evaluations will ensure continuous improvement, with adjustments based on guest feedback and financial performance data.
To summarise, Hotel Victoria Paris has the potential to transform its market position through a strategic, research-based approach. Addressing core operational deficiencies while capitalising on its prime location and affordability will allow the hotel to compete effectively in the Parisian hospitality market. By implementing these recommendations, Hotel Victoria can rebuild its reputation, attract a more extensive customer base, and achieve long-term financial growth. When combined with a structured change management strategy, the proposed improvements will result in a more welcoming, secure, and efficient hotel environment, ensuring long-term success.
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Introduction
[image: ]Hotel Victoria Paris, built in 1870, is a low-cost establishment with 103 rooms, conveniently located in Paris's 9th arrondissement, near the Opéra Garnier and other major attractions. Despite its historical significance and prime location, the hotel has consistently experienced guest dissatisfaction due to outdated facilities, poor service, and operational inefficiencies. Our consultancy, Hospitality Solutions Group (HSG), specialises in reviving struggling hotels through strategic operational improvements, service training, and marketing optimisation. With expertise in hospitality management, customer experience improvement, and digital transformation, we have successfully increased profitability and guest satisfaction in several European hotels.
The main issue at Hotel Victoria Paris is poor guest experiences, which leads to declining occupancy rates and financial instability. Customer feedback cites significant issues of unclean rooms, a lack of security, unresponsive staff, and outdated facilities. The hotel requires a well-thought-out strategy to address these issues, improve guest satisfaction, and regain market share. This report will use the STEEPLED, SOAR, and TOWS frameworks to conduct a thorough analysis. The STEEPLED Analysis investigates external factors influencing the hotel, including social trends, technological advancements, economic conditions, and security concerns. The SOAR Analysis identifies the hotel's strengths, opportunities, aspirations, and results, laying the groundwork for future development. The TOWS Matrix transforms weaknesses into actionable strategies for improving operations, customer experiences, and financial performance.
This report will evaluate Hotel Victoria's key challenges, propose practical solutions, and outline an implementation strategy. The emphasis is on improving service quality, upgrading facilities, strengthening security, and increasing operational efficiency. By implementing the proposed methods, Hotel Victoria Paris can boost guest satisfaction, improve financial health, and position itself as a competitive budget hotel in Paris.
Identification of the Key Issue
[image: ] is in the heart of the 9th arrondissement, close to major attractions such as the Opéra Garnier and the Musée Grévin. However, despite its prime location and low prices, the hotel faces significant operational challenges that affect both the guest experience and overall business performance.
[image: ]The hotel's main issues are poor service quality and subpar guest experiences, which are reflected in low customer ratings and negative online reviews. Guests frequently complain about rude and unhelpful staff, poor cleanliness, outdated facilities, and security issues (TripAdvisor, 2024). The receptionists' attitude has been flagged as hostile several times, with guests reporting that they were unwilling to assist with basic enquiries, creating a frustrating and unwelcoming environment. Furthermore, hygiene issues, broken amenities, and a lack of essential services such as fans, toilet paper, and functional showers have all negatively impacted guest satisfaction (Booking, 2024).
From a business standpoint, these issues directly impact the hotel's reputation, leading to lower occupancy rates and revenue. Poor service quality has consistently been linked to lower customer retention and negative word-of-mouth, which can be more damaging than price increases (Shah, Jan, and Baloch, 2018). Hotels with low guest satisfaction have lower profitability due to higher customer acquisition costs (Rahimi & Kozak, 2017). If these problems continue, Hotel Victoria risks overshadowing rivals in Paris' competitive hospitality market. Addressing these issues is critical to business sustainability and long-term success.

Impact on the Hotel 
[image: ][image: ]Hotel Victoria Paris is experiencing serious reputational and operational issues that directly impact its financial performance and long-term viability. The negative guest experiences reflected in online reviews, and complaints paint a troubling picture of declining service quality and mismanagement, making it difficult for the hotel to maintain its competitive position in the Parisian hospitality market. 
Reputation is essential to hotel success, and Victoria's low ratings on TripAdvisor, Booking.com, and other platforms indicate widespread guest dissatisfaction. Complaints frequently highlight rude staff, poor cleanliness, outdated rooms, and security concerns, all of which harm the hotel's public image (TripAdvisor, 2024). According to research, hotels with consistently negative online feedback have lower occupancy rates, as up to 90% of travellers check online reviews before booking (The Reputation Lab, 2025). Furthermore, poor guest experiences result in negative word-of-mouth, eroding brand trust (Anagnostopoulou et al., 2019). 
Financial performance is inextricably linked to reputation, and studies show that even a single star drop in online ratings can significantly reduce revenue (Tan, Zou, and Li, 2023). With mounting negative reviews, Hotel Victoria risks losing repeat customers, lowering its average daily rate (ADR), and struggling to attract new guests. Furthermore, the increased costs of damage control, refunds, and guest compensation placed additional strain on the hotel's finances (Xie & So, 2018). 
Operational challenges exacerbate the hotel's difficulties. A lack of adequately trained staff, language barriers, and a negative service culture contribute to inefficiency and guest dissatisfaction. Victoria falls behind comparable budget hotels in Paris regarding service quality, cleanliness, and security measures, making it a less appealing option for travellers (Cho et al., 2023). Addressing these issues is critical to avoiding additional revenue loss and reputational damage. 

Causes of the Issues 
Guest satisfaction at Hotel Victoria Paris is declining due to several operational failures in staffing, facility management, security, and customer service. These issues reduce customer retention and lead to negative word-of-mouth and poor financial performance.
Management and staffing issues are among the leading causes. The hotel appears understaffed, resulting in service delays, poor housekeeping, and a lack of guest support (Dogra, 2023). Multiple reviews report hostile receptionists, a shortage of English-speaking employees, and a general lack of training (TripAdvisor, 2024). According to research, poorly trained staff have a negative impact on service quality, as unresolved complaints and slow response times result in lower guest satisfaction (Komunda and Osarenkhoe, 2012).
[image: ][image: ]Another critical concern is facility upkeep and cleanliness. Guests frequently complain about dirty rooms, outdated bathrooms, non-functional showers, and insufficient ventilation (Booking, 2024). Poor upkeep not only raises health and hygiene concerns but it also harms the hotel's reputation. According to research, hotel guests value cleanliness and modern amenities highly.
Security concerns exacerbate the situation, with reports of unauthorised room access and insufficient safety measures (TripAdvisor, 2024). Weak security systems and a lack of staff vigilance can cause serious trust issues, discouraging future bookings (Chan and Lam, 2013).
Finally, poor customer service contributes significantly to guest dissatisfaction. Unresponsive staff, poor communication, and an unwelcoming environment reduce guests' likelihood of returning (Min, Lim, & Magini, 2015). A service quality gap is evident, with guest expectations exceeding the service (Torres, 2014). Addressing these issues is critical for re-establishing trust and improving business performance.

STEEPLED Analysis 
The STEEPLED framework is an effective tool for analysing the external factors that influence Hotel Victoria Paris. Each model element identifies an area where external pressures influence the hotel's challenges or opportunities.
	Category
	Issues

	Social
	Customer expectations in Paris are high due to the city's status as a global tourism hub. Many travellers expect personalised service, multilingual staff, and high hygiene standards, which the hotel fails to provide (Mariani et al., 2019). Negative online reviews show that staff rudeness, unclean rooms, and security concerns significantly impact guest satisfaction (TripAdvisor, 2024).


	Technological
	The absence of modern amenities and digitalisation reduces operational efficiency. Many hotels have automated check-ins, smart locks, and efficient reservation systems, which Hotel Victoria does not. This antiquated method increases the likelihood of double bookings, lengthy wait times, and guest dissatisfaction (Balasubramanian et al., 2022).

	Economic
	As a budget hotel, Victoria has limited funds to invest in staff training, infrastructure, and security changes. COVID-19 has exacerbated the economic downturn, making revenue recovery more challenging (Rodríguez-Antón and Alonso-Almeida, 2020).

	Environmental
	Sustainability is becoming a top priority in the hospitality industry. Many hotels implement eco-friendly practices like energy-efficient lighting and waste reduction programs, but Hotel Victoria does not (Abdou et al., 2022).

	Political
	The hotel must follow France's hospitality regulations, which include safety, accessibility, and labour standards. Failure to meet these standards can result in fines and reputational damage (AFA, 2020).

	Legal
	French law requires strict safety precautions, guest rights protection, and labour law adherence. The reported security flaws at the hotel may result in legal ramifications if guests file complaints or lawsuits (Binns and Kempf, 2021).

	Ethical
	Misrepresentation of services, such as advertising clean and well-maintained rooms but failing to meet those standards, is an ethical concern that undermines customer trust (Hassan et al., 2024).

	Demographic
	Paris has a diverse international tourist base, but Hotel Victoria's lack of multilingual staff limits its ability to effectively serve non-French-speaking guests (Mariani et al., 2019).




SOAR Analysis – Positive Aspects of Hotel Victoria Paris 
Despite its current operational challenges, Hotel Victoria Paris has several strengths that can be used to drive future growth. By focusing on key opportunities, the hotel can reposition itself as a reliable and competitive budget accommodation option in Paris.
SOAR Factors Analysis
	SOAR Factors
	Analysis

	Strengths
	Hotel Victoria is in a prime location near the Opéra Garnier and the Musée Grévin, which makes it appealing to tourists. It is also one of the more reasonably priced hotels in central Paris, which may appeal to budget-conscious travellers. Furthermore, the building's historical significance improves its appeal and marketing potential (TripAdvisor, 2024).

	Opportunities
	The hotel can improve customer service through employee training programs. Investing in renovations, particularly cleanliness, security, and ventilation, could increase guest satisfaction. Furthermore, the hotel can improve its marketing strategy by emphasising its affordability and accessibility to attract more bookings (Biswas, 2023).

	Aspirations
	The hotel aspires to be a reputable, budget-friendly accommodation in Paris, with consistent guest satisfaction and higher service standards. The goal is to leverage its weaknesses into competitive advantages by addressing guest complaints and creating a more welcoming and secure environment (Mariani, 2019).

	Results
	The hotel must implement structured employee training programs, minor renovations, and customer engagement strategies to achieve these goals. Creating a guest feedback system to track progress will be critical. Improving online reputation management through responsive customer service can also help to increase bookings and ratings over time (Sparks et al., 2016).



TOWS Analysis – Converting Problems into Solutions 
The Hotel Victoria Paris has a mix of strengths and weaknesses, as well as external opportunities and threats, which affect its performance. The TOWS matrix offers a systematic approach to transforming these issues into workable solutions.
	Factors
	Analysis

	Strengths-Opportunities (SO)
	The hotel's prime location near popular attractions and reasonable prices are significant advantages. To capitalise on these, the hotel can launch a targeted marketing campaign emphasising its affordable yet conveniently located accommodations. Investing in guest experience improvements, such as minor room renovations and higher hygiene standards, will increase positive feedback and attract more budget-conscious visitors (Berezina et al., 2016).

	Strengths-Threats (ST)
	Competitor hotels in Paris outperform Hotel Victoria regarding service quality and guest experience. To address this, the hotel should analyse top-performing budget hotels and implement best practices such as self-check-in, multilingual staff, and upgraded room amenities. Competitive benchmarking will help to differentiate the hotel without requiring a significant financial investment (Tsai et al., 2009).

	Weaknesses-Opportunities (WO)
	Poor customer service has been a frequent complaint. The hotel can address this issue by implementing structured training programs emphasising hospitality etiquette, multilingual communication, and problem-solving skills. Furthermore, investing in basic guest amenities (such as improved bedding, bathroom ventilation, and dependable Wi-Fi) will help increase customer satisfaction and online ratings, making the hotel more competitive (Blal and Sturman, 2014).

	Weaknesses-Threats (WT)
	Security risks and staffing inefficiencies are serious threats to the hotel's reputation. To reduce these risks, the hotel should implement keycard access to rooms, improve front-desk surveillance, and institute nighttime security checks. Hiring multilingual receptionists will improve guests' experiences and reduce complaints about poor communication. Improving hiring and training processes can create a more professional and welcoming environment (Kasap, Samur & Yılmaz, 2024).



Recommendations and Change Management 
Strategic Recommendations 
Significant strategic changes must be made to reposition Hotel Victoria Paris as a competitive, budget-friendly accommodation. These changes prioritise customer service, facility upgrades, security measures, and operational efficiency to provide a better guest experience, increase ratings, and drive revenue growth. 
A targeted action plan can address the main issues at Hotel Victoria, including poor customer service, a lack of amenities, security concerns, and operational inefficiencies. According to studies, hotels implementing customer-centric strategies, efficient service operations, and digital solutions have higher guest satisfaction and profitability (Jena, 2023). Hotel Victoria can regain its competitive advantage in Parisian hospitality by implementing modern service approaches.
Customer Service Improvement
One of the most common complaints from guests is rude and unhelpful staff. The hotel must implement structured training programs emphasising hospitality culture, multilingual communication, and problem-solving skills to address this. According to research, well-trained receptionists increase guest satisfaction by 40% through emotional intelligence, problem resolution, and proactive service (Haenraets, 2023). Furthermore, incentive-based performance models can encourage employees to provide better service and increase guest interactions.
Facility Upgrades
Many guests complain about room cleanliness, outdated bathrooms, and inadequate ventilation. The hotel should prioritise deep cleaning schedules, minor renovations, and critical facility improvements, such as repairing broken showers, providing fans, and replacing old bedding. Investing in modern amenities like high-speed Wi-Fi, upgraded bathrooms, and soundproofing can significantly improve the guest experience (Zemlina et al., 2023). These changes will reduce negative online reviews while increasing occupancy rates.
Security Measures
Guest safety concerns, such as reports of unauthorised room access and inadequate security, must be addressed immediately. Installing keycard access locks, more surveillance cameras and an on-site night security team will boost guest trust and security perception. Studies show that hotels with strong security systems have higher customer retention rates because guests prioritise safety when booking accommodations (Chan and Lam, 2013).
Operational Efficiency
The lack of multilingual staff, inconsistent service, and understaffing all have a negative impact on guest satisfaction. The hotel should implement a digital reservation system to streamline check-ins, reduce wait times, and avoid overbooking (Rei et al., 2022). Furthermore, hiring international staff or providing language training to current employees will improve communication with international visitors. Efficient workload management and shift planning will also help to prevent service delays and employee burnout.
By implementing these strategic recommendations, Hotel Victoria Paris can improve its reputation, attract more guests, and boost revenue, transforming it into a dependable, affordable, and secure hotel option in central Paris.
Implementation Plan 
A well-thought-out implementation strategy is required to transform Hotel Victoria Paris into a reputable low-cost accommodation. This plan will be implemented in stages to ensure immediate results while laying the groundwork for long-term success.
Short-Term Measures (Immediate Action – 3 months)
The most urgent issues concern customer service, cleanliness, and minor facility improvements. The hotel should immediately implement an intensive customer service training program for all front-line employees, focusing on hospitality etiquette, problem-solving, and multilingual communication (Järvi et al., 2020). This will improve guest interactions and address frequent complaints about rude and unhelpful staff.
To improve hygiene standards, the hotel should hire more cleaning staff and implement stricter cleanliness protocols, ensuring that rooms are consistently sanitised, well-maintained, and meet industry cleanliness standards (McDowell et al., 2007). Small but significant renovations, such as repairing broken fixtures, ensuring every room has a functional fan, and improving bedding quality, should be completed immediately to improve guest comfort and reduce negative reviews (Mmutle and Shonhe, 2017).


Mid-Term Measures (3-6 months)
The hotel should implement a formal feedback system that allows guests to report issues in real-time using digital forms, QR codes, or an online customer portal. This will assist in identifying recurring issues and tracking improvement progress (Rei et al., 2022). 
Multilingual receptionists should be hired to serve international guests better or use translation apps and AI-powered chatbots (Karagiannis, 2024). 
Keycard-access locks, more surveillance cameras, and a night security patrol should all be installed to improve security. According to research, upgraded security systems can increase guest trust while decreasing safety-related complaints (Araza, 2023). 
Long-Term Measures (6 months – 1 year)
Structural renovations are required to achieve a long-term transformation, particularly upgrading bathrooms, improving ventilation systems, and investing in high-quality bedding. These improvements will align Hotel Victoria Paris with guest expectations for comfort and hygiene (Zhu 2018). 
To rebuild its brand reputation, the hotel should implement a rebranding and marketing strategy emphasising higher service quality, affordability, and prime location. Collaboration with influencers, travel agencies, and online booking platforms can help attract new customers and shift public perception (Yuan et al., 2022). 
Finally, sustaining these gains necessitates long-term investment in employee training. The hotel should implement quarterly training programs covering hospitality trends, problem-solving techniques, and digital service innovations. Regular refresher training ensures employees remain engaged and provide excellent service (Sebola et al., 2019). 
By adhering to this structured timeline, Hotel Victoria Paris will recover from its current issues and establish itself as a dependable, well-managed budget hotel in Paris.
Change Management Strategy 
A structured change management strategy is required to ensure that the transformation at Hotel Victoria Paris is successful and sustainable. Change is frequently met with resistance; however, by prioritising stakeholder engagement, training, employee motivation, and continuous monitoring, the hotel can streamline improvements while maintaining a positive work environment.
Stakeholder Engagement
Effective communication is critical for obtaining buy-in from all stakeholders, including employees, management, and investors. The hotel must hold town hall meetings and distribute internal newsletters that clearly outline the reasons for change, expected outcomes, and employee roles during the transition (Shulga, 2020). 
The hotel should offer incentives such as performance-based bonuses, employee recognition programs, and career development opportunities to encourage employee participation. Research shows financial and non-financial incentives improve employee engagement and cooperation during change processes. 
Training and Development
Investing in employee training is critical to long-term success. The hotel should implement a Customer Service Excellence Program emphasising hospitality etiquette, conflict resolution, and multilingual communication. Furthermore, emergency response and security training will prepare employees for safety-related incidents (Sah & Nadda, 2018). 
Given Paris' diverse international visitor base, cross-cultural communication workshops should be implemented to improve staff adaptability and inclusivity. Studies have shown that hotels with multilingual and culturally competent staff have higher guest satisfaction and return rates (Mariani et al., 2019). 

Managing Employee Resistance
Change is often resisted, primarily in organisations that value routine and job security. To address staff concerns, the hotel should hold open forums where employees can express their views and provide feedback on proposed changes. 
A phased implementation strategy should be used to gradually roll out improvements rather than overwhelming staff with drastic operational shifts. Salary adjustments and role-based incentives can motivate employees to accept more responsibilities without feeling overworked. 
Monitoring and Adjustments
Maintaining change necessitates ongoing assessment and adjustments. The hotel should conduct weekly and monthly guest satisfaction evaluations to track improvements in service, cleanliness, and security (Ofondu, 2018). 
A real-time feedback mechanism, such as QR code-based guest surveys, will enable management to monitor customer concerns and take immediate corrective action. Furthermore, staff performance should be evaluated using key performance indicators (KPIs) corresponding to service improvements (Aithal, 2023). 
Hotel Victoria Paris can successfully implement and sustain improvements by engaging stakeholders, investing in employee development, managing resistance, and continuously monitoring progress, resulting in a higher level of service and a better overall guest experience.
Measuring Success and Performance Indicators 
To ensure the success of Hotel Victoria Paris' transformation strategy, key performance indicators (KPIs) will be used to track progress in guest satisfaction, operational efficiency, employee performance, and revenue growth.
Guest Satisfaction Scores
Improved online reviews and guest feedback are key indicators of success. Altın et al. (2018) will monitor TripAdvisor, Booking.com, and Google Reviews to track ratings, recurring complaints, and overall sentiment. According to research, a one-star increase in online ratings can boost revenue by up to 9% in the hospitality industry (Murray et al. 2018).
Operational Metrics
The hotel should track service response times, complaint resolution rates, and housekeeping turnaround times to assess efficiency. The goal is to decrease check-in times, improve room readiness, and reduce guest complaints about cleanliness and service delays (Nikolskaya et al., 2019).
Employee Feedback & Performance
Employee satisfaction and engagement are directly related to service quality. A staff performance review system will be implemented, with employees evaluated based on customer interactions, responsiveness, and adherence to training programs. Positive employee feedback on training effectiveness and work environment will also predict success (Sitzmann and Wainhardt, 2019).
Revenue Growth
Occupancy rates, return bookings, and the average daily rate (ADR) will determine financial success. Improved customer retention and direct bookings will signal a successful turnaround strategy, increasing revenue and profitability (Singh et al., 2020).
By tracking these KPIs, Hotel Victoria Paris can ensure that its transformation strategy is effective in the long term and continuously improves guest experiences and business performance.
Cost Analysis 
To ensure cost-effectiveness and long-term feasibility, the proposed improvements at Hotel Victoria Paris must be implemented within a well-planned budget. The estimated costs are based on industry research and feasibility studies.
Training Programs Cost
The hotel should invest in professional hospitality training to improve customer service quality. A structured three-month training program for all front-line staff, covering multilingual communication, problem-solving, and security protocols, is expected to cost between £15,000 and £20,000 (CBRE, 2022). Ongoing refresher training every six months will cost approximately £5,000 per year.


Facility Upgrades
Renovations will begin with minor repairs (fixtures, bedding, fans) and progress to significant structural improvements (bathroom upgrades, ventilation systems).

· Immediate fixes (cleaning protocols, minor room renovations): £10,000–£15,000.
· Major upgrades (bathroom renovations, new ventilation systems, modern bedding): £50,000–£70,000.
Security Improvements
The hotel must install keycard locks and more surveillance cameras and hire nighttime security personnel to improve guest safety. The estimated costs include:
· Keycard system installation: £10,000–£15,000.
· Additional surveillance cameras: £5,000–£7,000.
· Security personnel hiring (one full-time staff): £30,000 annually (Bodyguard, 2025).
Staffing Costs
The hotel should hire two additional front-desk staff and cleaning personnel to address service gaps.
· Additional staff salaries: £50,000–£60,000 annually.
· Multilingual hiring incentive: £5,000 per new bilingual employee.
Marketing & Rebranding
Improving the hotel’s online reputation will involve targeted digital marketing campaigns, website updates, and influencer partnerships.
· Social media advertising, online travel agency promotions: £10,000 annually.
· Website redesign and reputation management: £8,000 (Nilead, 2025).
The estimated investment for all improvements ranges from £180,000 to £250,000. These changes are expected to boost occupancy rates, guest satisfaction, and long-term profitability, keeping Hotel Victoria Paris competitive in the Parisian hospitality market.
Implementation Timeline
The implementation timeline for Hotel Victoria Paris is structured to ensure that necessary improvements are implemented feasibly and effectively. This action plan outlines the key challenges, proposed solutions, desired outcomes, projected costs, and timelines.
	Number

	Problem

	Solution

	Desired Outcome

	Time Scale

	Completion Date

	Planned Budget


	1
	Poor customer service due to untrained staff

	Implement customer service training, introduce language programs, and conduct security response training.

	Staff provide higher quality service and improve guest satisfaction.

	3 months

	Month 3

	£20,000


	2
	Lack of hygiene and outdated room conditions

	Hire additional cleaning staff, enforce stricter cleanliness protocols, repair damaged fixtures, and improve ventilation.

	Improved guest experience, reduction in complaints related to cleanliness and comfort

	2 months

	Month 2

	£15,000


	3
	Security concerns, unauthorised room access

	Install keycard access for guest rooms, upgrade CCTV surveillance, and introduce night security patrols.

	Improved guest safety, increased trust in hotel management

	6 months

	Month 6

	£25,000


	4
	Negative online reputation and marketing gaps

	Launch digital marketing campaigns, boost guest feedback system, and collaborate with influencers.

	Increased brand awareness, higher online ratings, more direct bookings

	6 months

	Month 6

	£10,000


	5
	Insufficient multilingual staff leading to communication issues

	Hire bilingual front-desk staff or integrate translation technology

	Improved guest experience for international travellers

	5 months

	Month 5

	£10,000


	6
	Structural deficiencies affecting guest comfort

	Upgrade bathrooms, improve ventilation systems, soundproof rooms

	Higher guest retention, increased competitive positioning in the Paris hotel market

	9 months

	Month 9

	£70,000


	7
	Inconsistent staff performance due to lack of ongoing training

	Implement quarterly refresher training for customer service, security, and guest engagement

	Sustained high service quality, reduced employee turnover

	Ongoing

	Continuous

	£5,000 annually


	8
	Weak branding and outdated guest experience

	Rebranding, modernised guest experience standards, better marketing materials

	A more substantial brand presence improved customer loyalty.

	12 months

	Month 12

	£15,000




By implementing this action plan, Hotel Victoria Paris will systematically address its challenges, ensuring a smooth transition to reputable, budget-friendly accommodation. These changes are expected to significantly improve guest satisfaction, revenue, and the overall hotel experience while remaining financially viable.
The feasibility of implementing service and facility improvements at Hotel Victoria Paris is based on data-driven ROI projections, which ensure long-term financial sustainability. The estimated €180,000-€250,000 investment must result in measurable financial returns through increased guest satisfaction, occupancy, and revenue growth. Studies on hotel investment trends show that capital investments in strategic renovations and service upgrades can significantly improve financial performance.
Turner and Hesford (2018) analysed 305 hotel renovation projects. They discovered that capital expenditures on guest experience improvements resulted in short-term revenue increases, higher profitability, and a significant increase in occupancy rates within the first three years. They also mentioned that these investments reduce long-term maintenance costs, strengthening the case for Hotel Victoria's upcoming renovations. 
Skordoulis et al. (2024) investigated the impact of service quality on financial performance, finding that hotels that invest in customer service training and environmental sustainability saw increases in EBITDA and ROI metrics. This suggests that Hotel Victoria's planned customer service training and facility upgrades will increase measurable revenue.
Domínguez & Pholphirul (2020) studied 2,627 hotels and discovered that improving facilities increased revenue from both local and international guests. Modernised facilities resulted in an average ADR increase of 10-15%. This is consistent with Hotel Victoria's upgrade strategy, which aims to improve room conditions and security while positioning the hotel as a more appealing option for travellers.
Chivers (2018) emphasised the significance of capital improvements in increasing hotel profitability, claiming that well-planned renovations modernise physical structures, improve competitive positioning, and generate long-term financial returns. The proposed security upgrades, such as keycard access and better surveillance, are consistent with this research, ensuring guest safety and fostering long-term trust, which leads to repeat business.
Hou and Zhao (2021) investigated service-improvement investments in the hospitality industry. They discovered that customer-focused improvements lead to an 8-12% increase in retention rates, reducing reliance on third-party bookings and increasing direct revenue streams. This reinforces the importance of Hotel Victoria's multilingual staffing initiative and customer experience training, which are expected to increase guest loyalty and satisfaction. 
Marketing investments are also critical for revenue optimisation. Kim, Boo, and Qu (2018) discovered that hotels that used social media and influencer marketing saw a 30% increase in direct bookings. This complements Hotel Victoria's proposed digital marketing and reputation management strategy, increasing brand visibility while reducing reliance on costly third-party platforms.
Vinnikova and Vinnikova (2021) investigated the financial impact of capital investment in service quality and discovered a strong link between increased guest satisfaction and continued revenue growth. According to their findings, hotels that consistently reinvest in quality improvements maintain a competitive advantage and financial stability. 
Based on these studies, the ROI timeline for Hotel Victoria's proposed improvements is estimated to be 2-3 years, with incremental gains from increased ADR, occupancy, and guest retention. The planned investments in service developments, security, digital transformation, and facility upgrades are financially justified, as evidenced by extensive empirical research demonstrating positive long-term financial results. The structured implementation of these changes will increase profitability, improve guest satisfaction, and strengthen Hotel Victoria's market position in Paris. 


Conclusion 
The consultancy report on Hotel Victoria Paris includes a comprehensive analysis of the hotel's key challenges and a detailed strategic plan for improvement. This report has investigated customer dissatisfaction, operational inefficiencies, security concerns, and facility deficiencies, all of which have had a negative impact on guest experiences, financial performance, and the hotel's image.
 One of the most pressing issues identified is poor customer service, with many guests complaining about rude and unhelpful staff, a lack of multilingual support, and slow service responses. This issue has been a significant cause of negative online reviews, resulting in low occupancy rates and decreased revenue. To address this, a customer service training program has been recommended to help front-line employees improve their communication skills, problem-solving abilities, and cultural awareness to improve guest interactions.
 The hotel's facilities have also been a concern on several occasions. Complaints about unclean rooms, outdated bathrooms, insufficient ventilation, and uncomfortable bedding have significantly impacted guest satisfaction and retention rates. The proposed solution includes immediate cleaning improvements, short-term room repairs, and long-term structural renovations aimed at bringing the hotel up to contemporary hospitality standards.
 Another essential factor influencing guest satisfaction is security. Visitors have expressed serious safety concerns following reports of unauthorised room access and inadequate surveillance. Keycard access for all rooms upgraded CCTV surveillance, and nighttime security patrols have been proposed to mitigate these risks. This measure will improve guest safety and build trust in the hotel's management. 
Operational efficiency has also been identified as an area that requires immediate improvement. The lack of sufficient cleaning staff, undertrained receptionists, and language barriers have caused service delays and unnecessary frustration for guests. The hotel can significantly improve service efficiency while lowering employee turnover by hiring multilingual receptionists, redistributing staff workloads, and investing in digital solutions such as automated check-ins.
 To ensure the long-term success of these changes, an implementation timeline has been developed, with actions broken down into short-term (0-3 months), mid-term (3-6 months), and long-term (6-12 months) strategies. This structured approach ensures a gradual and sustainable transition without disrupting the hotel's operations. Key performance indicators (KPIs) such as guest satisfaction, operational metrics, employee performance, and revenue growth have also been established to track progress and assess success.
The financial feasibility of these changes has been assessed, with an estimated investment of £180,000-£250,000. While this requires a significant financial investment, the return on investment (ROI) is expected to be substantial, as higher guest satisfaction, better reviews, and higher occupancy rates will result in greater long-term profitability. 
Hospitality Solutions Group consultancy report outlines realistic, research-backed solutions that will address current issues and establish Hotel Victoria as a leading budget-friendly hotel in Paris. By implementing the recommended strategies, the hotel will improve its reputation, attract new customers, and significantly improve its financial performance.
We are grateful to Hotel Victoria Paris for entrusting us with this project. Analysing and creating tailored solutions to improve the hotel's competitiveness and guest satisfaction was a pleasure. We hope this collaboration is the start of long-term improvements, and we look forward to seeing the hotel benefit from these strategic improvements. We would be delighted to help with future operational, branding, or service improvement projects if additional consultancy support is required. 
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@ The first room we got was not cleaned. Clearly, someone else had stayed there and left their
trash. The second room smelled sour, almost like cat pee. The room got very hot during the
night. Luckily they provide a fan to plug in, but there are very few outlets (we had to unplug the
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Dear Gustav,

1 do present my most sincere apologies for the problems encountered during your stay. We
always strive to satisfy our guests and I'm sorry that you did not feel that way. | am taking all
your comments very seriously and will use them to make our service performance better.
Please accept my apologies again and | hope that you wil give us another opportunity to
prove ourselves better.

Best regards, Cécilia Lambert GM
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