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Executive Summary
Hôtel de Crillon, a Rosewood Hotel, in Paris, faces inefficiencies in its customer service (Tripadvisor, 2024). The luxury hotel boasts of providing the best in class while current observations as well as guest feedback have indicated the hotel is short-changing on the exceedingly high level of service its clientele demand. Customer service is one of the primary influencers of guest satisfaction, hence failure could also affect occupancy levels and revenues immediately. Studies recently conducted indicate that most travellers in hotels perceive good service as the most crucial factor in their stay. The hotel operates in an intensely competitive luxury market, and such service inefficiencies can lead to negative online reviews, decreased repeat business, and diminished brand loyalty.
As compared to other global destinations, France has the world’s largest number of tourism attractions, and this record has maintained by France from the last 30 years. In the year of 2019, approximately 90 million tourists have visited France, whereas, it has contributed towards 8% of the overall GDP growth of the nation (diplomatie.gouv.fr, 2024). This growth indicates a robust demand for luxury accommodations, making it critical for Hôtel de Crillon to capitalise on this trend. However, the service imperfections of the hotel hugely influence its market position. For instance, an analysis of online review platforms, such as TripAdvisor, points out that guests reported about the service speed, which is a systemic issue. Loss of potential bookings due to negative reviews could result in significant revenues lost to Hôtel de Crillon.
The findings indicate that the inefficiencies in customer service at Hôtel de Crillon can be attributed to several underlying causes. One significant issue is understaffing during peak seasons. High turnover rates may lead to improper staffing at particular times when hotel demand becomes high, thus delaying check-in and room services (Akkus et al., 2022). Poor training programs have been identified to be another root cause of the inefficiencies in service. The poor training and development of staff will, therefore, result in leaving some employees delivering less than phenomenal service. The hotel may also be operating with outdated technological systems, which limits its ability to streamline service delivery. The complex nature of the operation of the hotel may lead to communication breakdown among departments, which increases service delays. 
The results are the loss of reputation for this hotel at the hands of other similar luxury hotels in Paris. The negative reviews on the online sites ultimately ended up further lowering the hotel’s visibility and appealability to its guests. According to research, 79% of travellers read reviews before booking online, while negative feedback strongly discourages people from booking (Tripadvisor, 2019). This demonstrates the critical need for Hôtel de Crillon to address particular operational issues that might damage its long-standing brand equity.
The PESTEL analysis reveals macro-environmental factors that could exacerbate the hotel’s issues. Political stability in France is beneficial to tourism, but changes in labour law present challenges to labour costs (Trade.gov, 2024). From the viewpoint of the economy, increasing inflation and changing exchange rates pose challenges for discretionary expenditure on luxury accommodation products. From the societal point of view, there is a growing need for individualised experiences in luxury, but technological advancement would make the operation efficient if implemented (Anichiti et al., 2021). Also, to environmental concerns, consumer behaviour is informed by the sustainability focus. Legal compliance with health and safety standards is essential to avoid reputational damage.
A SWOT analysis highlights some of its strengths such as location and historical background, weaknesses in customer service inefficiencies and gaps in training. There is an opportunity to make personal services more personalised and also technology investments, but there is a threat from huge competition and the effect of the economy. To effectively address these customer service inefficiencies, a multi-pronged approach is recommended. The hotel should ensure it has elaborate training and development for all employees in luxury service delivery, crisis containment, and solution providing (Hassanein and Özgit, 2022). Perhaps daily or weekly workshops and training could teach the members of staff to manage the guest contacts better, meaning that the guests would enjoy the services. The organisation should extend its technological base to provide complex hotel solutions such as the self-check-in application, as well as mobile orders and others. These technologies could make distribution response time and service efficiency better in case of implementation. Moreover, the hotel requires workforce analysis in order to come up with an idea for staffing during busy periods of the year. This will guarantee that the specific hotel company is staffed well enough to meet the demands of the guests rapidly. Also, the hotel needs to start a real-time guest feedback system in order for the service quality to be checked frequently (Narayan et al., 2022). Since the issue has been raised with an opportunity to address problems concerning the hotel through guests’ experiences right after leaving the hotel, the chances of having a bad reputation on the social media platforms are avoided.
In conclusion, customer service is a crucial issue as it affects Hôtel de Crillon’s competitiveness in the targeted market of luxury hotel services. It becomes important for the hotel to look into these issues so that the quality of their services is enhanced as well as avoiding putting at risk the hotel’s revenue. Overall staffing, staff training, technological development, staffing management, operational organisation, and feedback are the areas where thorough improvements could be made leading to immediate enhancement of Hôtel de Crillon’s service delivery (Roy and Pagaldiviti, 2023). These strategic actions will assist in reducing the current problems and also put the hotel in the most appropriate place in the competitive environment and therefore will make the luxury hospitality successful in the long run.
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Hôtel de Crillon, A Rosewood Hotel is one of the prominent and historical hotels situated in Paris, France. Historically, the hotel began its operations in 1909, although the facility is designed based on 18th-century Neoclassical style, which was built for Louis XV. After a four-year restoration project, in 2017 it was reopened, and the ancient and majestic hall is redesigned with contemporary luxury. Located at 10 Place de la Concorde, this hotel has become famous for its luxurious interiors, exquisite service, and prestigious clientele. The accommodation features 78 rooms, 36 suites and 10 signature suites, all of which are expressing an exclusively Parisian luxurious residential character that is equally warm and refined (Rosewoodhotels, 2024). From the Karl Lagerfeld designed Grands Appartements to typical residential-styled rooms, all of the Parisian accommodations of Rosewood reflect the spirit of modern elegance and discretion true to the 18th-century tradition of the landmark. As one of the landmarks of luxury hospitality, the hotel has been experiencing certain operational challenges, particularly in the area of customer service efficiency.
Recent guest feedback indicates problems such as slow response, even inefficient procedures through check-in and check-out, and uneven quality service delivery in service areas such as housekeeping or in-room dining. For a hotel such as Hôtel de Crillon for which guests pay a premium for seamless and personalised service, such inefficiencies undermine the competitive advantage of a hotel in an already overly saturated luxury hotel market in Paris (Hôtel de Crillon, 2024). High guest expectations allied to intense competition from other luxury hotels, such as Le Meurice and The Ritz, make the hotel seriously address service-related issues to maintain its status as one of the world’s premier luxury destinations.
To improve the service inefficiency, the management of Hôtel de Crillon has resorted to Global Hotel Solutions, an international consultancy firm focusing on the hospitality industry. It is established as a leader in providing customised operational solutions to luxury hotels in every corner of the globe. The firm focuses on enhancing service delivery, boosting guest satisfaction, and enhancing general efficiencies in the delivery of services. The company has clearly demonstrated its capacity to help hotels develop a change-over service strategy through data-driven analysis and tailored action plans (Vouk, 2022). With the operation of a luxury hotel and experience in managing large-scale operations by the team, Global Hotel Solutions is well-equipped to address Hôtel de Crillon’s specific issues.
The primary purpose of this consultancy report will be to identify and then solve the service inefficiencies that have been affecting the guest experience in Hôtel de Crillon. For this, the report would be carried out using a structured approach backed by a series of well-established business analysis frameworks such as SWOT, PESTLE, and TOWS. Using these frameworks will thus permit a full understanding of internal and external influences affecting the operations within the hotel.
The SWOT analysis will go inward to analyse the hotel’s strengths and weaknesses. It will also identify external aspects, including threats and opportunities that prevail in environment such as competition with other luxurious hotels in Paris (Benzaghta et al., 2021). The PESTEL analysis will focus only on the macro-environmental factors arising with the performance of the hotel. Such inputs would provide an insight into how issues outside of their control, such as shifting customer preferences or changes in developments in hospitality technology affect the service operations of a hotel.
Finally, the TOWS matrix will integrate the SWOT and PESTEL analysis findings to create a strategy that Hôtel de Crillon can implement (Pasaribu et al., 2023). By matching internal strengths within the hotel with external opportunities and revealing its weaknesses in responding to threats within the environment, the TOWS analysis will ultimately shape an actionable plan for Hôtel de Crillon to improve upon its customer service efficiency and improve the guest experience.
[bookmark: _Toc178771152]Analysis
Identified Issue: Customer Service Inefficiency
The most significant challenge that the Hôtel de Crillon faces in its sphere is inefficient customer service (Tripadvisor, 2024). This challenge has adversely affected the hotel’s reputation, guest satisfaction, and performance level all at once. High-end customers in the competitive luxury hospitality market of Paris expect smooth, prompt, and personalised service, and any failure to live up to those expectations will result in profound consequences for the hotel’s reputation and its revenue.
Impact on the Hotel: Customer service inefficiencies arise in many ways including slow check-in, late responses of room service, and poor housekeeping backup. A careful analysis of recent online reviews published by websites such as TripAdvisor shows that guests aired various complaints concerning the speed and attentiveness of services (Tripadvisor, 2024). The luxury hotel segment thrives on the principle of personalised service and, without it, produces negative reviews, reduced repeat business, and a decline in occupancy.
In th year of 2022, the number of luxury rooms in France’s hospitality industry was calculated as 26,799, which has increased up to 27,206 in the next year of 2023, hence demonstrating a significant growth in tourism visits (Globaldata, 2024). However, with an estimated 15% decline in guest satisfaction scores related to service inefficiencies, Hôtel de Crillon risks annually in potential revenue.
Causes of the Issue
· Understaffing and Poor Workforce Management: Although, the hotel operating within the luxury segment, in broad terms, it can expect to typically have a higher workforce compared to the guest population (Bohne, 2021). However, recent complaints from guests appear to point to the notion that there are indeed some understaffed areas or poor management of the present workforce. Changing the size of the guest population at different periods of time also has created unequal workloads among staffers leading to late and uneven provision of service.
· Training Gaps: Lack of effective training by staff most of the time is associated with inconsistent delivery of service (Wen et al., 2020). Though Hôtel de Crillon employs the best professionals, there are some ambiguities in its continuous staff development regarding customer service procedures, pressure situations, and requirements for luxury clientele. Due to this, improper training affects the ability to quickly solve problems and achieve guest expectations.
· Outdated Technological Systems: The hotel might be using backdated technology in the management of guest service, booking services, and communication within its own walls (Blut and Wang, 2020). Modern luxury hotels rely much on technology to help manage check-ins and automate requests for services, and workloads among the staff.
· Complex Operational Structure: Rosewood Hotels’ internal structure is extremely complicated (Rosewoodhotels, 2024). Multiple layers of management and poor communication channels between departments such as housekeeping, reception, and dining may slow down service delivery.
· Cultural Expectations: As a global destination hotel, Hôtel de Crillon caters to a diverse clientele from diverse cultural backgrounds (Rosewoodhotels, 2024). Varying expectations with regard to the speed of service and personalisation provide the challenge. Misalignment in such expectations is associated with dissatisfaction.
Feedback and Reputation
A study by TripAdvisor found that 93% of travellers consider online reviews to book a hotel (Tripadvisor, 2024). In addition, 63% of travellers were emotionally charged from reading reviews, and 76% were influenced by the photos uploaded along with the reviews. Negative reviews have played an extremely vital role in its reputation. From a report of Campus France, it can be stated that, due to increased customer satisfaction across the luxury hotels, the guest ratings of the international travellers have increased up to 13 points since the FY2019 (Campus France, 2024). But after that, due to delays in service provision, lack of employee performance, and inadequate room services has decreased the level of guest satisfaction. This decline not only deters potential guests but also minimises the ranking of hotels among luxury competitors in Paris, further away from visibility. Guests expect a seamless experience. When such service fails to meet these high standards, it can hamper the repetitive visits of potential guests and diminishes brand loyalty as well.
PESTEL Analysis
A PESTEL analysis explores the macro-environmental factors such as political, economic, social, technological, legal, and environmental factors that affect the business performance of Hôtel de Crillon (Çitilci and Akbalık, 2020). Each factor contributes to the challenges or opportunities the hotel may encounter, influencing strategic decision-making.
	PESTEL Factor
	Impact on Hôtel de Crillon

	Political
	Political stability generally supports the tourism industry in France. Changes in government policy on labour law could increase the cost to staff and how a business recruits, thus leading to an inefficient service (Ehrenberg et al., 2021). The French government’s approach to post-COVID recovery, including health regulations and economic support for the tourism sector, can influence hotel operations. Continued or new restrictions could limit hotel capacity, impacting revenues.

	Economic
	The French economy is recovering post-COVID-19, resulting in increased travel demand (European Commission, 2024). Rising inflation and inconsistent exchange rate fluctuations may have an impact on luxury accommodations purely at the discretion of guests. Economic pressure could have additional impacts on guest expectations of value and service, and effective customer service will be even more important.

	Social
	The present luxury hospitality market offers a customised experience and exceptional service. This is because changed consumer preferences show that customers today prefer unique, curated experiences over mere luxury. Lack of this experience or expectation may thus hurt the reputation of the hotel and leave guests dissatisfied. As a global luxury hotel, Hôtel de Crillon caters to a diverse clientele with distinct cultural expectations regarding hospitality and service (Hôtel de Crillon, 2024). Understanding these cultural nuances is essential to providing personalised and respectful service.

	Technological
	The adoption of modern technologies, such as cloud-based property management systems (PMS), automated check-in/check-out, and AI-driven customer service, can improve operational efficiency (Anwar et al., 2024). AI concierge services, mobile apps for making service requests, and automated check-in/check-out systems can easily solve many of the problems experienced with service delays. The power of influence seen in TripAdvisor, Google Reviews, and Instagram through decision-making travellers often have access to has helped hotels make sure they keep on top of social media websites and actively manage their reputation through reviews, responses, and curating the perfect guest experience to ensure new clients.

	Environmental	
	The luxury travel market has changed dramatically with concerns for sustainability, and guests will look out for hotels that show environmental responsibility. Important practices would include reducing energy usage, and waste generation, and using organic as well as locally sourced products (Abdou et al., 2020). This is the key to making Hôtel de Crillon make even more appealing by developing sustainable tourism trends in its operations.

	Legal
	The government of France has very stringent regulations concerning health, safety, and food standards, especially in the hospitality sector. Compliance will deter fines and legal disputes, especially after the pandemic. The hotel must also keep up with international health standards, though they change constantly, especially in the context of COVID-19, which may continue to affect the operations of the hotel (Yacoub and ElHajjar, 2021). France is known to have very stringent labour laws relating to working hours, overtime, and employee benefits compared to many countries in the world.


Table 1: PESTEL Analysis
SWOT Analysis
	Factors
	Analysis

	Strengths	
	Location: Located in Place de la Concorde, Hôtel de Crillon is situated amidst beautiful scenery, minutes away from many of Paris’s major attractions (Hôtel de Crillon, 2024).
Rich Heritage: This is one of the oldest hotels in Paris, being since 1909, and so stands out with its inherent style and character that it shares not only with domestic travellers but also international travellers.
High-End Amenities: The hotel offers luxury accommodation, one of the best restaurants in Paris, and an internationally recognised spa that improves the overall experience for all guests.

	Weaknesses
	Customer Service Inefficiencies: Recent feedback highlights delays in service, which can tarnish the hotel’s reputation for luxury (Tripadvisor, 2024).
Staff Training Gaps: Mediocre quality of the service offered to guests sometimes shows that staff are not continuously trained on all that they have to know and observe in terms of working with guests, thus affecting overall satisfaction in staying in that hotel.
Outdated Technology: Depending on legacy systems has limited the overall efficiency of service delivery and not pay enough attention to guests’ needs.

	Opportunities
	Growing Demand for Personalised Experiences: There will be an increasing demand for bespoke services in luxury hospitality. This provides Hôtel de Crillon with ample space and scope for exercising improvements in its services.
Technological Advancements: Investments in modern technologies will automate most of the services’ delivery processes, further enhance the efficiency of the service, and improve the customer experience (Lukanova and Ilieva, 2019).
Focus on Sustainability: Sustainability concerns are also very lucrative to socially concerned tourists and introduce distinctiveness to the rivalry.

	Threats
	Intense Competition: There is intense competition for luxury hotels in Paris and the guest can choose from several options among which there are other historic hotels (Heo et al., 2019).
Economic Fluctuations: Changes in the global economy such as inflation or recession can affect the amount people are willing to spend on luxurious accommodations.
Negative Online Reviews: Being more dependent on online feedback, negative response can put a massive dent on the hotel’s reputation.


Table 2: SWOT Analysis
TOWS Matrix
	TOWS Strategy
	Actions

	Strengths-Opportunities (SO)
	· Enhance Personalised Services: Building on high historical value and an interesting location of the hotel provide opportunities for tailored services, including private sightseeing tours or unique events (Das, 2023). Optimise guest data to engage with customers and to offer services, as well as devise memorable solutions that are capable of matching fluctuating customer demands.
· Invest in Technology: Utilise the reputation of the hotel to draw investments into new technologies and increase efficiency of various processes which include smart systems of checking-in and artificial intelligence based personal assistants. This will then improve the quality of service delivery and thereby increasing happiness to the guests.

	Strengths-Threats (ST)
	· Differentiate Through Branding: Build strong branding campaigns and indicate the civilization touch of the place focusing on traditional history procedures of the hotel. It can also assist to cope with successfully effects of severe competition in the luxury segment.
· Strengthen Guest Loyalty Programs: Engage in loyalty programmes which encourages the customers to revisit the hotel and start the communication with the hotel’s offerings (Sanchez-Casado et al., 2019). For example, on the successful implementation of this program, an emphasis on the exclusivity-dining and spa packages can be quite effective.

	Weaknesses-Opportunities (WO)
	· Implement Comprehensive Staff Training: Consumer service inefficiencies should be redressed through regular training programs on luxury service standards and problem-solving techniques (Wan and Forey, 2024). This enables the employees to offer highly consistent, superb service to guests.
· Adopt Sustainable Practices: Implement eco-friendly initiatives to meet the growing demand for sustainable luxury accommodations. These could include energy-saving technologies, locally sourced products, waste reduction programs, or others that currently attract the growing number of eco-conscious travellers.

	Weaknesses-Threats (WT)
	· Streamline Operational Processes: Introduce changes in the improvement of delivery within the hotel, particularly in housekeeping and dining, to negate negative reviews and service complaints (Espino-Rodríguez and Rodríguez-Díaz, 2021).
· Develop a Crisis Management Plan: Hôtel de Crillon should implement a proactive crisis management strategy that includes timely responses to guest feedback, both online and offline, and protocols for addressing service issues swiftly.


Table 3: TOWS Matrix
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Recommendations
Implement Modern Guest Management Technology
· Recommendation: The hotel shall focus on modern hotel management software, including automated check-in/check-out systems, service request mobile applications, and AI guest service platforms (Giousmpasoglou and Hua, 2020). All of these will greatly benefit a hotel in operating efficiency, reducing wait time, and receiving a better quality of stay experience.
· Implementation: There should be an integrated system that will interlink guest management with housekeeping, dining, and all other departments led by a leading hospitality technology provider. There should also be self-service kiosks for check-ins and a mobile app where services can be requested in real-time by the guests.
· Change Management: Staff will have to be trained to get up to speed with using these new systems. Change management practices will include workshops and training sessions in a way that all staff are made comfortable with the technology before its implementation (Cameron and Green, 2019). The hotel should also have an IT support team available to assist during this phase.
· Cost: The investment in these technologies should be in the range of £300,000 to £500,000, depending on the size and standards to be adopted in the hotel. This is for the software, installation, and training. This amount may be huge, but it is still fair, taking into account revenues and long-term cost savings for the hotel.
· Potential Benefits: Immediate payoffs would be a faster time cycle and a greater ability to serve guests accurately, driving guest satisfaction ratings up, reducing complaints in the form of bad reviews, and multiplying loyalty (Lachmandas-Sakellariou, 2023). Over time this would help the hotel regain its competitive advantage and might lead to a slight increase in occupancy, increasing overall revenue.
Restructure Workforce Management
· Recommendation: The Hôtel de Crillon would have to restructure the workforce management in terms of optimising the use of the staff schedules in relation to the demand at peak season. It would be necessary to adequately staff the establishments appropriately in the service areas such as the housekeeping, front desk, and room service.
· Implementation: They should have installed dynamic staffing software, which analyses historical guest data for future peak periods and adjusts levels of staff well in time (Johnson et al., 2020). In addition, the rotation of staff between various service departments during low-demand times will prevent having too much or not enough staff in certain departments.
· Change Management: Communication will be the way to manage this change. Staff must be told well in advance about the restructuring of shifts and their feedback sought for perfecting the shift timings (Piso, 2022). The hotel should introduce a gradual plan for shifts whereby staff will get used to it gradually. Incentives by way of performance bonuses to staff who are willing to accept added duties or shifts would also make it easier for them to adjust to the new shift times.
· Cost: The restructuring itself should not have a huge cost, although implementing the software for staffing could cost between £50,000 to £100,000 depending on the feature set. In addition, incentives or bonuses could add another £20,000 per annum to staff costs.
· Potential Benefits: Optimised staffing would give way to faster service delivery, high productivity, and fewer operational inefficiencies (Özdemir et al., 2019). The hotel will, therefore, save on unnecessary overtime or overstaffing while maintaining a good guest-to-staff ratio and improving service delivery, which enhances guest satisfaction.
Enhance Staff Training Programs
· Recommendation: The hotel needs to have a clear, continuous training course based on luxury service standards, problem-solving ability, and personalised guest services. All the levels of the staff from housekeeping to management, must receive rigorous training.
· Implementation: A third-party luxury hospitality training provider can be hired to conduct workshops on handling high-pressure situations and anticipating guest needs, meeting the standards of a five-star hotel. This can be compulsorily undertaken quarterly so that staff members could stay updated on best practices and obtain sufficient training and development from these workshops.
· Change Management: Some staff may resist further training, especially those with years of experience (Alexander and Wakimoto, 2020). To mitigate this, the hotel should frame training as an opportunity for professional development and offer certifications upon completion. Additionally, incorporating feedback from staff into the training modules can help make the sessions more relevant and engaging.
· Cost: This will require a substantial training programme, which would cost around £100,000 per year. The key aspects of this cost structure include charges for external trainers, materials and the cost of person-hours spent for training. However, this investment is particularly important for long-term improvements in service quality.
· Potential Benefits: Improved staff skills will indicate a more consistent and personalised service that enhances the guest experience (Wu and Gao, 2019). Better-trained staff translate into fewer complaints from guests and increased positive feedback, all of which can drive higher occupancy rates and a growing top line.
Simplify Operational Structure
· Recommendation: The Hôtel de Crillon needs to reduce its internal operational structure and permit fewer bureaucratic layers that hinder communication and decision-making (Magatef et al., 2019). Reporting needs to be simplified in a more direct manner so that guest issues can be dealt with promptly and effectively.
· Implementation: Cross-functional teams should be developed and conduct all major service areas such as housekeeping, dining, and front desk (Bogicevic and Choi, 2021). Every group would have a designated team leader who has the flexibility to make decisions to respond to the needs of the guests with an appropriate decision that can be implemented without needing multiple levels of approval.
· Change Management: The hotel should also make clear that this restructuring is aimed at improving services, not diminishing managerial roles. Leadership development opportunities to the team leaders may help middle management view it as a step forward in their career, not a step backwards.
· Cost: Restructuring the cost structure is important for ensuring development in the area of need, although with development programs for team leaders, this could necessitate an additional £20,000 per annum.
· Potential Benefits: Simplification of the organisational structure will relieve wait times and better internal communication, which will help with one of the great inefficiencies impacting guest satisfaction (Stringam and Gerdes, 2021). Overall service to the guests will also be improved and enhanced from a reputation perspective for the hotel.
Adopt Sustainability Practices
· Recommendation: This hotel should embrace sustainability in its operations. Its operational strategies would be successful through the use of energy-saving lighting, water conservation systems, and purchasing local products to ensure the consumption of foods and beverages (Kalefa and Gado, 2024).
· Implementation: The Hôtel de Crillon should seek environmental experts who would analyse its current sustainability practices for improvement. Installation of energy-saving lighting, towel, or linen reuse programs, and purchasing food and beverages from local suppliers may be part of it.
· Change Management: Some guests may not understand or appreciate such changes at first glance, so proper information needs to be communicated through an in-room brochure, signage, and the hotel’s website to the public about the commitment of this hotel to sustainability (Acampora et al., 2022). For that reason, staff members should also be educated to explain such initiatives and let guests know the good things for the environment as well as for their experience as guests of the hotel.
· Cost: Sustainability initiatives, in this case, would be in the range of £150,000 to £250,000 depending on the scope of the upgrade, but that is a one-time cost with long-term savings in energy and water bills. Local sourcing for dining may push food costs up a little, but this will be offset by the marketability of the hotel as a luxury sustainable option.
· Potential Benefits: Besides cost savings through operations, sustainable practices also attract the eco-conscious traveller, who constitutes an important segment for luxury hotels (Gashi et al., 2023). This would increase the brand image of the hotel as well as retain customers, which might subsequently raise occupancy among sustainability-oriented travellers.
Change Management Practices
· Stakeholder Engagement: Involving all the stakeholders at an early stage will help in obtaining their endorsement to bring the desired change. Reasons for the changes, expected outcomes, and timelines must be communicated regularly in meetings. When staff participate in planning stages, they can feel a sense of ownership and their resistance can be lessened.
· Training and Development: Staff training would be of extreme potency in making or breaking the successfully incorporated changes (Michael and Fotiadis, 2022). More especially, the introduction of innovative technology and process ways could become useless if the staff is not properly equipped and trained about these aspects. The hotel has to let this become a perpetual mode of learning that ensures to pass the message of how it benefits the personal goals of the trainees as much as individual organisational goals.
· Phased Implementation: The changes at the hotel should be phased to avoid overwhelming staff and disrupting the experiences of guests. For example, the new guest management system can be piloted in one department before the same is rolled out on a property-wide basis, allowing for time to adjust and feedback from all involved.
· Incentive Programs: According to Alshurideh et al., (2020), incentives can help to reduce staff resistance to the change. Performance bonuses, recognition programs, or career advancement opportunities for employees performing well under the new system are examples of such incentives.
· Clear Communication Channels: During the change process, there should be open lines of communication where staff can provide feedback and ask questions about issues that may cause problems (Li et al., 2021). It will help identify potential problems early and corrective adjustments are made before it becomes a big problem.
· Monitoring and Evaluation: The success of every recommendation should be assessed by conducting a regular performance review and guest feedback (Vo et al., 2022). Critical KPI’s such as the time-lapse in response to guests, scores obtained regarding satisfaction of guests, and the number of guests staying in the place must be monitored constantly. Adjustments should be made based on this data to ensure continuous improvement.
Measuring Success
· Guest Satisfaction Scores: Monitoring guest reviews on the hotel’s direct surveys as well as the relevant platforms after the guest’s stay will give an idea of whether or not these service improvements are noticed and appreciated (Abed, 2020).
· Service Response Times: The hotel should aim to reduce response times for guest requests significantly, with specific goals for different departments (room service within 15 minutes, housekeeping within 30 minutes). These metrics should be tracked in real time using the new management software.
· The hotel must drastically reduce the response time of guest requests with specific goals for every department. All these will be measured in real time by using new management software.
· Staff Performance Metrics: The number of tasks completed per shift, customer feedback on the interaction of staff, and punctuality will all measure and provide excellent data points of whether or not the staff is adapting well to the changes introduced.
· Occupancy and RevPAR (Revenue per Available Room): An increase in occupancy and RevPAR will indicate that guests are returning and that the hotel’s reputation for service is improving (Vives and Ostrovskaya, 2024). The hotel should set clear quarterly and annual targets for these financial indicators.
· An increase in occupancy and RevPAR will indicate that guests are coming back and the reputation of the service delivered by the hotel improves. These financial indicators’ quarter and yearly targets should be very well defined by the hotel.
Potential Benefits
· Improved Guest Experience: The luxury experience will be distinguished by faster service, better-trained staff, a more personalised and efficient guest experience, advanced technology, and many other aspects loyalty (Rane et al., 2023). Higher guest satisfaction scores will result in positive reviews, repeat business, and increased brand.
· Cost Savings: Operational costs will be reduced as the hotel begins to streamline operations, particularly through modern technology and optimised staffing. Sustainability initiatives will eventually produce cost savings for energy and water usage.
· Enhanced Brand Reputation: The repositioning of Hôtel de Crillon in the luxury market around Paris will be realised as the service continues to improve. Kim et al. (2021), state that sustainability practices will also give the hotel a reputation among environmentally aware travellers, thereby increasing its market appeal.
· Increased Revenue: Considering the improved occupancy, better guest satisfaction, and reputation, the hotel can expect higher revenue. Besides, the costs of implementing the proposals in the long run will be recovered through financial benefits for enhanced performance.
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For enhancing the overall performance level of the room service professionals of the Hôtel de Crillon, the following SMART objectives will be beneficial in terms of increasing the customer satisfaction and maximising the business output.
	Specific
	Measurable
	Attainable
	Relevant
	Time-bound

	Seamless customer service provision
	Obtaining feedback from at least 70% of the visitors at Hôtel de Crillon
	Implementing suitable changes in the area of need as per client’s demand and preferences.
	Enhanced brand loyalty, and customer satisfaction and help the brand to gain competitive advantages
	6 months

	Increasing workplace productivity and operational efficiency
	Provision of adequate training and development, while ensuring feedback, reward systems, and organising workshops.
	Measuring KPI’s, and involving room service providers into group tasks and group discussions for improved communication and knowledge sharing
	Enhancing workplace productivity can lead to high-end of guest’s satisfaction, which in turn can increase both customer retention rate, and revenue generation
	8 months
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	Number
	Problem
	Solution
	Desired outcome
	Time scale
	Completion Date
	Planned Budget

	1
	Customer Service Inefficiency
	Implement Modern Guest Management Technology, including automated check-in/check-out systems, mobile apps for service requests, and AI-powered platforms (Anwar et al., 2024).
	Faster and more efficient service delivery, reduced guest wait times, and improved guest satisfaction, and loyalty.
	3 months for software setup and integration, 1 month for staff training.
	4 months
	£300,000 - £500,000 for software, installation, and training.

	2
	Fostering productive workforce
	Restructure Workforce Management by optimising staff schedules based on guest demand, particularly during peak seasons (Hassanein and Özgit, 2022).
	Improved staff-to-guest ratio during high-demand periods, faster service times, and improved overall efficiency.
	2 months to implement dynamic staffing software and adjust schedules.
	2 months
	£50,000 - £100,000 for staffing software.

	3
	Developing individual and group performance of employees
	Enhance Staff Training Programs focusing on luxury service standards, problem-solving, and guest personalisation.
	More consistent and personalised service delivery, fewer guest complaints, and higher staff engagement.
	Ongoing, with initial training rollout within 1 month.
	1 month
	£100,000 annually for external trainers and program materials.

	4
	Improved workplace structure
	Simplify Operational Structure by reducing bureaucratic layers and creating cross-departmental teams for key service areas.
	Faster decision-making, improved inter-departmental communication, and quicker response to guest issues.
	3 months to restructure teams and establish new reporting systems.
	Three months
	£20,000 annually for leadership development programs.

	5
	Commitment to sustainability
	Adopt Sustainability Practices, including energy-efficient lighting, water conservation systems, and local sourcing for dining services.
	Reduced operational costs, enhanced brand reputation for sustainability, and attraction of eco-conscious guests (Yildiz et al., 2024).
	4 months to implement energy systems two months for sourcing changes.
	Six months
	£150,000 - £250,000 for sustainability upgrades.

	6
	Improving interaction and developing a 2-way channel of communication
	Establish Clear Communication Channels for feedback and open dialogue between management and staff during the change process (González-González et al., 2021).
	Reduced staff resistance to change, improved morale, and smoother transition to new systems and procedures
	Ongoing throughout all implementation phases.
	Continuous
	Minimal cost, integrated within existing communication platforms.

	7
	Development of employee recognition and reward system
	Introduce Incentive Programs for staff who adapt well to new systems or excel in service delivery.
	Higher staff motivation, increased adoption of new practices, and improved overall service quality (Wu et al., 2021).
	Begin within one month and run continuously.
	Ongoing.
	£20,000 annually for performance bonuses and incentives.

	8
	Measuring employee performance
	Monitor KPIs such as service response times, guest satisfaction scores, and occupancy rates to assess the success of changes.
	A clear understanding of the impact of changes, ability to make adjustments based on data, and continuous improvement.
	Begin monitoring from the start, a continuous process.
	Ongoing
	Integrated within existing operational costs.



[bookmark: _Toc178771156]Conclusion
This consultancy report identifies some main inefficiencies that arise in the customer service operations at Hôtel de Crillon, identified as major drags on reputation and overall guest satisfaction at the hotel. In such a competitive luxury market as Paris, where guests are promised nothing but excellence in service, such inefficiencies have caused the hotel terrible times, such as delays in check-ins, slow response time for room service, and sometimes even poor housekeeping. These lapses in service negatively impacted the guest experience, with a tendency to reduce positive online reviews and, therefore, the performance of the hotel.
Some of the major underlying causes identified are understaffing during peak times, improper and inadequate training, and obsolescence in technology use. The intricate nature of the operation structure of the hotel, besides the diversified cultural expectations among the global clients of the hotel, add up to more intensified service challenges. Understanding and fixing some of these underlying issues are essential to revamping the hotel’s operations and regaining its competitive edge in the luxury hospitality industry.
In the PESTEL analysis, key external factors are rising guest expectations for subjective experiences and ever-increasing sustainability requirements in hospitality. All of these determine necessary considerations for Hôtel de Crillon’s future strategy. The role of technological advancement in the industry presents a significant opportunity to modernise its operations, especially in service management and guest interaction.
The SWOT analysis further confirmed that although the hotel has an excellent location, rich heritage, and luxury offers, which are all strong positives, there are current inefficiencies in service which seriously threaten its reputation and competitive standing. The external threat of competition from other luxury hotels and economic fluctuations underscores the urgency to overcome these operational weaknesses.
Based on the TOWS analysis, a set of actionable strategies has been recommended. These would include capitalising on the historic charm of the hotel to provide more personalised services and investing in modern technologies so as to increase the efficiency of services, enhancing training programs of the staff related to inconsistencies in services, and introducing sustainability initiatives appealing to ecologically conscious guests. What would be much more important, however, is that there must have been a development of operational efficiencies and a proper crisis management plan to counter the effects of negative reviews while continuing their service high-quality in standards.
To conclude, the collaborative efforts between Hôtel de Crillon and Global Hotel Solutions have allowed for a comprehensive understanding of the challenges and opportunities facing the hotel. All these strategies implemented will enhance the service provision to the clients while making this hotel stand among the most luxurious centres in Paris. Global Hotel Solutions looks forward to the successful implementation of all these recommendations and hopes to continue supporting the hotel on its way to further attaining operational excellence in the future.
[bookmark: _Toc178771157]
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