		Organisational Consultancy
		


BMIH6005

Module Title: Organisational Consultancy
Assignment Type: report
Student Name: Iuliana Susanu 
	Student ID: 2117501


Executive summary
One of the well-known UK brands, Britannia Edinburgh Hotel has some significant challenges in accommodation and maintenance which affects its reputation as a label and customer loyalty. Low hygiene, bad room situations, and safety issues have been raised in social media venues sites as well as travel websites. These issues are compounded by the scarcity of an adequate maintenance budget results in decreased retention. Moreover, the impact analysis shows a close relationship between service rate and the dignity of customers. The poor trait of lodging has made 68% of customers feel underestimated; and while 14% are dissatisfied, the remaining 9 % may switch to adversaries. The costs that are attached to high customer turnovers and low allegiance levels present challenges in Britannia Edinburgh Hotel. There are several characteristics that lead to poor housing and maintenance such as rude teams, diminishment of customers, lack of understanding, and slow reaction times. 
The difficulty is further compounded by high worker turnovers, which is a familiar trend in the UK hospitality industry. STEEPLED examination indicates the social, technological, financial, environmental factors, political, legal, ethical, and demographics factors associated with the hotel industry. The assistance quality of Britannia is influenced by changing customer anticipations, technological innovations, economic situations and environmental issues. A SOAR analysis highlights the strengths of Britannia, comprising a well-known trademark and appealing areas as well as opportunities such as boosting tourism. Goals comprise reaching the status of a top 10 respected hotel chain in the UK due to enhanced customer dignity. 
The TOWS analysis indicated strengths such as global distinction and shortcomings like operational expense management difficulties. Moreover, the other chances are employing online presence and commerce with threats such as reputational risks resulting from investments in properties rather than improving their services. The supervision and accommodation problems of Britannia Edinburgh Hotel should be addressed instantly to maintain customer trust as well as achieve its aspirations. Influencing strengths, taking advantage of opportunities, and lessening weaknesses and hazards are crucial for the success of a hotel in such a competitive in market. In order to decipher the major difficulties of Britannia Edinburgh Hotel, a holistic strategy should be focused on customer assistance and property maintenance. 
The hotel should undergo a strategic planning restructuring with the foreword of mentorship programs that will improve employee skills in client handling and cleanliness. The allocation of aids for property modernisation such as building renovations and technology updates is important to re-establish the label name of the hotel, which will entice more consumers. Change management methods, which include clear transmission and staff participation are crucial for a smoother change. Another important recommendation is to finance the latest installations and amenities. Britannia Edinburgh Hotel should react to criticism regarding outdated installations by conducting detailed evaluations and formulating an incremental modernisation strategy. Change administration processes such as proper transmission and managing anticipations are crucial to ensure a prosperous transition. 
The problems related to staff treatment that affect supervision and buyer service should be dealt with by employee training and assignment. Reforming training programs that have modules on empathy, dispute resolution and transmission coupled with employee empowerment to make judgments within their globe of competence can create a responsive to-service culture. Awarding and recognising teams who adjust entirely to changes also promote a positive work environment. A good feedback from and complaint resolution procedure must be put in the niche. The hotel should build a clear means for collecting, reacting to, and learning from guest feedback and objections. This includes establishing different feedback from channels and creating a particular team that quickly handles guest complaints. Change management procedures are essential to provide a successful evolution, allowing the team to make judgments that lead to useful complaint resolution. In order to assess the effectiveness of these methods, KPIs that include online learning reviews, repeat visits, guest dignity scores, and ADR RevPAR occupancy paces along with staff survey turnover should be tracked. Lower numbers of objections and better results in various indicators would mean that the implemented strategies were prosperous, demonstrating the hotel’s willingness for continuous modification towards improved guest knowledge. Britannia Edinburgh Hotel, a leading UK brand has to deal with severe lodging and supervision problems that negatively influence its reputation and consumer loyalty. Social media and travel areas reflect grievances about hygiene, room situations, and safety problems. 
These issues are also exacerbated by the lack of a specific maintenance budget, which oversees substantial loss in buyer retention. The consequence analysis underscores strong correlations between service grade and customer dignity, which shows that 68% of customers feel underestimated due to poor accommodation quality; similarly, 14% are dissatisfied with the grade of services provided while another group (9%) is contemplating switching to opponents. The following effects such as high consumer turnover costs and loss of allegiance pose major challenges to Britannia Edinburgh Hotel. Different factors contribute to the lodging and retention issues, varying from rude staff members, devaluing consumers, lack of understanding, or delayed reaction time. The difficulty of high worker turnover in the UK hospitality enterprise also adds to this complicatedness. A STEEPLED analysis concentrates on the different external environmental factors that impact the hotel industry, comprising societal norms and technological creations as well as economic conditions and environmental issues. 
The SOAR analysis indicates the strengths and opportunities of Britannia, such as its prominent brand name and convenient time locations with an appetite to become one of the leading hotel chains. The TOWS analysis highlights stability, such as global recognition and shortcomings that include functioning cost management topics; options associated with leveraging an online learning presence and threats related to property investments. The Britannia Edinburgh Hotel has to quickly deal with the care and accommodation issues if it wants to recover customers’ trust, which will also enable them to attain their aspirations. The suggested multi-dimensional method concentrates on customer assistance and property supervision, focusing on strategic overhauls, mentorship schedules, and resource distribution.
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Organisational background
Britannia Edinburgh Hotel has had substantial challenges, particularly in accommodation and supervision as a leading UK trademark (britanniahotels.com, 2024). Being prominent for the classical setting and superior location, this hotel has set up a high level of consumer trust in a competitive demand. Nevertheless, the problems determined as poor hygiene standards and insufficient space conditions have strongly undermined corporate reputation (Edwards et al., 2021). Additionally, the scarcity of a supervision budget and high employee turnover aggravate these problems. Social media and travel websites have become a platform for consumers to post their objections which they feel has led to decreased consumer retention as well as negative assessments. In order to deal with these challenges, a strategic restructuring that involves mentorship agendas, property modernisation, and worker training is suggested. In order to revive its image and enhance guest experiences, Britannia Edinburgh Hotel should focus on consumer service requirements; invest in modern conveniences such as Wi-Fi connectivity across the hotel premises; and enforce effective feedback from systems. 
The consultancy firm's background
HVS, established in 1980 and founded out of the UK is a top multinational hospitality consulting firm (joinhvs.com, 2024). Having a record of more than four decades, HVS has occurred as a reliable partner in the hospitality sector that furnishes ample assistance to customers across the globe. The company is a specialist in hotel expansion, acquisition and operations guidance, market studies, feasibility estimations, and valuation reports (Elsafty and Oraby, 2022). The extensive industry proficiency and a team of specialists make HVS an ideal option for international inns that want to gain strategic planning perspectives. The corporation’s broad presence on the international market and deep understanding of trends enable it to offer custom explanations that meet individual needs (Oladapo, 2023). The obligation of HVS to provide accurate, reliable, and convenient information enables hoteliers to create well-informed judgments which in turn optimises their competitiveness within the dynamics of the hospitality industry (Lyons and Bandura, 2020).
In order to boost the extent and depth of knowledge in analysis on challenges that faced by Britannia Edinburgh Hotels, a detailed analysis will be done using various strategic frameworks (Baharin, 2018). The use of frameworks furnishes a systematic path to analyse all the characteristics that affect the operating environment of a hotel. In analysing the larger external influences on the hotel enterprise, STEEPLED analysis which considers the  Social or Technological factors Economic, Environmental, Political, Legal, Ethical, and Demographic facets will be essential and highlighted. This paradigm furnishes useful knowledge about the assistance quality of Britannia by enabling it to determine trends and differences in social criteria, technological creations, economic conditions as well as regulatory and ethical deliberations. The Strengths, Opportunities, Goals, and Results (SOAR) analysis will be used to assess Britannia’s internal competencies as well as the potential development sectors. Using this framework, the stability of the hotel can be strategically examined; industry chances are identified; goals for future growth are conveyed and measurable outcomes will be specified to define victory (Han, 2020). The TOWS inquiry will provide a strategic planning lens to explore how Britannia can complicate challenges. Moreover, by utilising its strength to grab chances and rectifying the weaknesses that would minimise risks, the hotel can develop effective modification plans (Kurniawaty et al., 2021). The objective is to achieve a detailed understanding of the intricacies of interrelations between both internal and external variables so that an all-encompassing agenda can be devised that deals with the root results of difficulties in hotels. Moreover, by employing this approach, Britannia intends to have a working understanding of empirical understanding and an action plan for long-term modifications in the grade status of lodgings, maintenance requirements, and general customer happiness.
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Analysis 
[bookmark: _Toc158310361]A brief description of the issue identified by the hotel 
Britannia Hotel is one of the known brands within the UK market. The premium location and classic environment of the hotel have gained a high level of trust from the customers within the competitive market. The management has identified potential issues that have negatively impacted the business of the organisation. The primary factor that becomes the driving factor for the customer to reflect a positive impression towards the hotel includes its maintenance factor (Jones and Comfort, 2022). The key issues that have lowered the maintenance factor within the hotel include low hygiene maintenance, poor room accommodation, lack of safety management and many more. The lack of an appropriate maintenance budget and initiative has resulted in low customer retention (Theguardian, 2022). The offended customer has reviewed it within the social media platforms. Several travel websites have experienced the same complaint of the customer regarding the major issues of maintenance. The room remained damp and stinky along with its improper drainage system made the environment unhygienic (Coffey, 2023). Improper safety management has resulted in fire attacks within the hotel premises that have made the customer feel insecure. The present trend within the customer behaviour pattern majorly includes comfortable, hygienic and luxurious stays within an affordable budget (Yigit, 2023). Low hygiene is highly rejected by the customer, especially after the pandemic period. Thereby, the identified issues have created a huge operational management problem within Britannia Hotel.
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Source: (Branka Vuleta, 2024)
Analysis
The above graph has demonstrated the impact of accommodation service quality on customer satisfaction levels. As per the statistical data presented in the above graph, the higher the quality of service and loyalty programs run by a hotel, 94% of customers are more likely to purchase a product or service from that company. While poor service quality has reduced this percentage to 20. The mouth-to-mouth referrals of the hotels also get affected due to poor service quality as good quality service provides 94% of recommendations while poor quality service reduced this percentage to 13. The customers having a bad experience due to the other factors other than service quality can be resolved fully or partially by maintaining the service quality up to the mark. The customer loyalty of the hotels is also greatly affected by the accommodation service and maintenance quality of the hotels. 89% of the customers become more loyal due to good service quality while this percentage decreases to 16% in the hotels with poor accommodations, service and maintenance standards. Moreover, the impacts of poor service quality illustrated by the statistical data have showcased the potential future impacts more likely to be faced by Britannia Edinburgh Hotel if their poor accommodation service quality does not improve (Ntounis et al., 2022). 
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Source: (Superoffice, 2024)
Analysis
The impact of the poor accommodation service has been underlined within the above statistical presentation. It has been identified that poor accommodation service quality has made 68% of the customers think undervalued within the hotels. 14% of the customers generated dissatisfaction due to poor accommodation service quality within the hotels. Apart from that 9% of the customers are more likely to switch to other competitors while getting low-quality accommodation services within the hotels. This has illustrated that the Britannia Edinburgh Hotel can be affected by high customer turnover costs and decreased customer loyalty due to their poor accommodation service and maintenance standards (Papadopoulos et al., 2021). 
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Analysis
The issue of poor accommodation service and maintenance within Britannia Edinburgh Hotel can be caused by a number of factors. According to the statistical data presented, rudeness can contribute to making accommodation services of the hotels poor by 48.5% while devaluing the customers contributed to this issue by 42.1%. The lack of knowledge or expertise among the hotel staff also can contribute to lowering the accommodation service quality by 41.7% and slow response time can contribute to the same by 40.9%. Putting the services and maintenance on hold and having to repeat information can contribute to the issue by 37.1% and 39.1% respectively. Slow response time and poor communication channels can also contribute to this issue by 29% and 21.2% respectively (George, 2021). 
Apart from the highlighted causes of poor accommodation and maintenance within the hotels including Britannia Edinburgh Hotel various other causes also exist. The high employee turnover has been also another cause of this issue as according to a report the UK hospitality industry has experienced about 37.6% of employee turnover every year. Maintaining the accommodation service quality up to the mark requires a collaborative effort of both the employers and the employees. This has made the high employee turnover a cause of the poor accommodation service issue (Ushakov et al., 2020). 
[bookmark: _Toc158310364]STEEPLED analysis 
	Social
	Travellers or tourists often compare hotel prices, accommodation quality and available facilities before making their purchasing decisions. Therefore, the hotels of poor accommodation and service quality have experienced low customer retention and reputational damage. 

	Technological
	Technological advancement has been a growing trend within the UK. With the introduction of AI, blockchain, automation and IoT technologies the accommodation service patterns of the hotels changed drastically. This also has contributed to making the accommodation service quality of hotels with traditional practices lower than the hotels adopting cutting-edge technologies (Reidhead, 2020). 

	Economic
	The UK economy has been going through various conditions for instance unemployment, inflation, instability and more. The high inflation has reduced the purchasing power of the customers lowered the profitability of hotels and provided them with less capital to improve their service. Apart from that, unemployability has affected the ability of the hotels to retain or attract skilled workforce that also has affected their service delivery. 

	Environmental
	Environmental events have begun to rise in the past few years that have greatly influenced the purchasing decisions of travellers. Climate change and global warming have shifted the focus of hoteliers toward the use of renewable energy sources, recycled materials and waste reduction. Therefore, the accommodation services of hotels failing to address the environmental concerns have been perceived by the customers as poor (BBC, 2023). 

	Political
	The corporate taxes for hotels within the UK are relatively high. As per the recent statistics, the corporate tax has increased from 19% to 25% in the previous year. This high taxation has restricted the profitability of the hotels which often results in low maintenance and accommodation service quality. 

	Legal
	The UK has various laws and regulations regarding service quality and data management for instance DPA. This has greatly affected the customer perceptions of the service quality of hotels as lack of compliance with the law often contributed to poor accommodation service by the hoteliers (López-Andreu, 2019). 

	Ethical
	The hotels within the UK have their own set of ethical guidelines that also determine their accommodation service quality. The customers perceived the accommodation service quality of the hotels as good and upheld their ethics effectively. For instance, the hotels valuing culture, morality, employee behaviour and more are more likely to have improved service quality. 

	Demographics
	These demographic factors include marital status, age, gender, occupation, education and more that affect the decision-making process of the tourist consumers within their hotel selection process. The customer demographic of the UK hotel industry has shifted from millennials to Gen Z and beyond which also poses a change to their expectations. This also has affected the accommodation service quality of the hotels (Kobres, 2023). 



[bookmark: _Toc158310365]SOAR analysis 
	Strengths
	Opportunities

	Improved brand portfolio: Britannia has been one of the renowned hotel chains in the UK that has been in the hotel industry for the past several years. Therefore, it has managed to acquire a number of trusted customers which has been one of its strengths. 
Attractive hotel locations and spacious rooms: The hotels of Britannia have been situated at attractive places that have helped to attract travellers. Apart from that the spacious hotel rooms have helped in maintaining the guest satisfaction levels (Edrawmax, 2023). 
	Increased number of tourists: Tourism has become a growing trend all across the world that can be a great opportunity for hotel businesses to increase their sales and profits. 
Focus on personalised services: Personalised services have been one of the key requirements of travellers and tourists. Therefore, the Britannia Edinburgh Hotel can provide their guests with personalised services with the help of modern technologies to improve their guest satisfaction levels (Hudson and Hudson, 2022). 

	Aspirations 
	Results

	Getting listed in the top 10 reputable hotel chains within the UK: This aspiration of the hotel will be achieved by maintaining the customer satisfaction level and service quality up to the mark. The company also aims to utilise the partners of the accommodation service it provides as an inspiration for the upcoming hotels (Fernandes Sampaio et al., 2020). 
	This aspiration of Britannia Edinburgh Hotel can be achieved by the business through improving its accommodation service and maintenance. However, considering the evolving needs of the customers also should be considered throughout the process (Keenan et al., 2021). 
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	Strengths 
	Weaknesses

	Opportunities
	The 540 hotels among 78 countries provide Britannia hotels with increased brand recognition. It also has its own websites online presence that can be leveraged as an opportunity to increase its customer base. An increase in positive customer reviews especially from the non-buyer sources can increase market share and increase the profitability of the business (Nunkoo et al., 2020). 
	The company was known for not giving discounts to travel agencies that can be utilised by the organisation as an opportunity to provide online discounts to its customers (Walmsley et al., 2020). 

	Threats
	Despite the large business size of this hotel in multiple regions it still has struggled to manage its operations costs. The organisation has been identified for purchasing properties in multiple locations within the UK rather than improving its accommodation service which poses a reputational threat to the organisation (Longart, 2020). 
	The hotel has paid less focus on enforcing strict safety and health laws. That can be a threat to the business in terms of the rise of protests from customers (Chalupa and Petricek, 2020). 
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Prioritising customer service and property maintenance - There is one factor which the Britannia Edinburgh Hotel can use is giving more priority to a comprehensive form of overhaul for their client service as well as property maintenance standards. Such a process can be easily achieved by performing a strategic as well as phased approach which would include many factors of the hotel's overall operations (hmhub, 2023). Hence, to deal with the accommodation and maintenance quality, the hotel brand can deploy effective mentorship programs for their employees. This program is required to emphasise more on client interaction skills followed by giving importance to cleanliness as well as maintenance through a continuous improvement culture. Therefore, by implementing such protocols, the hotel brand can make sure that every staff member becomes equipped with sufficient knowledge and skills for delivering better client service for maintaining high cleanliness. Furthermore, the hotel needs to make an allocation for their resources regarding modernisation along with the refurbishment of their own properties. This process may consist of the renovation of outdated facilities, upgradation of amenities and making investments in the latest technology for enhancing guest satisfaction (AltexSoft, 2022). Therefore, by showing a dedication to enhancing its properties, Britannia Hotel can later rebuild its reputation to attract more clients. This can be deployed with the help of change management processes which would ensure the seamless form of transition. Hence, clear communication regarding the reasons behind every change followed by their benefits is crucial both for the employees as well as guests. As a result, involving the staff regarding the hotel's decision-making process to seek their individual input can assist in mitigating issues and later cultivate a sense of ownership within the changes. Moreover, the hotel brand needs to offer sufficient assistance as well as training sessions to help the employees make adaptations to their new working hours, tasks, responsibilities and uniforms. This process can be catalysed by recognising or rewarding the staff who adapts to these changes which can help in the incentivisation of a positive form of response. Thus, by deploying such changes, Britannia Edinburgh can showcase its dedication to dealing with any challenges that have hampered its reputation. This would directly lead to enhanced guest satisfaction followed by a positive form of work atmosphere for their staff (Depierraz, 2024). 
Investments in modern facilities and amenities - Britannia Edinburgh Hotel has faced many criticisms regarding their older facilities and making no investments in staying updated with the modern amenities. Therefore, the hotel is recommended to make priorities towards investment regarding the modernisation of all facilities followed by various amenities. This process can be acquired by using a strategic form approach which mainly consists of the upgradation of infrastructure as well as technology followed by guest services (Campbell, 2023). Hence, to deal with the complaints regarding outdated facilities along with a lack of investment regarding modernisation, the hotel brand can perform a comprehensive assessment to identify areas which need attention. Such an assessment mainly includes infrastructure, amenities, decor, technology and many more. Also, based on the above findings, the hotel can perform a phased modernisation planning which would give priority to those areas that have the most impact towards guest satisfaction (KOUKIDOU, 2023). Deploying such a recommendation would mainly need a proper change management process to ensure smooth translation. Therefore, communication needs to be done with the staff regarding the changes followed by the advantages that those changes would bring. As a result, open communication regarding the complete time frame as well as expected outcomes needs to be done about the modernisation plan for managing expectations followed by minimisation of change resistance. Thus, by making investments in the modernisation of the latest amenities, the hotel brand can leverage its guest experience to improve operational efficiency and showcase a dedication to staying competitive in such a sector (Albert, 2023). 
Employee training and empowerment - Another major recommendation for the hotel brand is to give priority to the development of employee training as well as empowerment. This process could be achieved by using a comprehensive form of approach which emphasises leveraging skills, autonomy, knowledge and many more related to the workforce of the hotel. Therefore, to deal with the concerns regarding the staff treatment that affects poor maintenance and customer service, the hotel is recommended to revamp its training programs (Waqanimaravu and Arasanmi, 2020). This would help to include various modules related to empathy, solving conflicts as well as proper communication. Moreover, empowering the employees to undertake a few decisions in their own way within their expertise can directly lead to a responsive as well as client-based service culture. Therefore, deploying this recommendation would need proper change management practices where the hotel needs to communicate with the staff about the significance of their training and empowerment. This could be done by focusing on the positive effect that it would have on both staff satisfaction followed by guest experience. As a result, involving employees in the training programs along with the decision-making process can assist in building a commitment as well as ownership related to the changes (Barreto and Mayya, 2023). Also, recognising or rewarding the staff that showcases better customer service followed by initiative can help foster positive changes within the hotel. As a result, by making investments towards employee training and development including their empowerment, the hotel brand can enhance staff morale, and customer service quality. This will ultimately foster a positive and encouraging work environment. Therefore, a stronger and more cohesive team can be formed that would lead to an enhanced reputation for the brand (Younies and Na, 2020). 
Feedback and complaint resolution system - Britannia Edinburgh Hotel is recommended to deploy solid feedback as well as a complaint resolution system. This process can be easily achieved by using the establishment of a transparent process to gather, address and later learn from every guest feedback along with complaints regarding maintenance and accommodation (Park et al., 2020). Therefore, to deal with the complaints regarding cleanliness, maintenance and client service, the hotel needs to deploy a structured form of feedback process. This would allow every guest to offer their honest opinion during their stay as well as after their departure. Such a system would need to consist of various feedback channels that include online surveys, direct interaction with the staff, suggestion boxes and many more. Furthermore, the hotel is required to make a dedicated team that would be responsible for promptly deal and solving any guest complaints. Hence, deploying this process would need proper change management processes to make sure that a smooth transition is performed (Fu et al., 2020). Therefore, the hotel brand needs to communicate the significance of customer feedback as well as the dedication to deal with any problems related to it. Also, the team which would handle such complaints are required to be trained enough to handle those complaints properly so that they could be empowered enough to undertake decisions for resolving issues. Therefore, those issues would be resolved on the spot which leads to a more responsive as well as customer-based service culture. Additionally, the hotel can make use of the collected feedback to identify any increasing issues for deploying proper and correct measures. Along with that, interacting with the steps undertaken for solving guest queries and feedback can also assist in building trust for showcasing the dedication of a hotel for continuous development. As a result, by deploying solid feedback as well as complaint resolution protocol, the hotel brand can acquire crucial insights regarding the areas which need immediate development. This process can directly contribute to fostering a positive perception regarding the brand and later rebuild its image within the hospitality sector (Sandstrom and Reynolds, 2020). 
[bookmark: _Toc158310368]Reviewing and measuring the success rate of strategies
Primarily, the hotel can make assessments regarding the effect of prioritising client service and property maintenance by using KPIs like online reviews, repeat visitations, guest satisfaction scores and many more (hotelminder, 2023). A reduction in the complaint numbers regarding maintenance as well as accommodation would show a development in such areas (Fang et al., 2020). Furthermore, the investment in modern amenities can be easily measured by metrics like average daily rate (ADR), revenue per available room (RevPAR) followed by occupancy rates (Nicolau et al., 2023). A rise in such metrics along with the modernisation efforts would showcase that visitors are willing to spend more for a better experience which would highlight the success of this strategy (Gabbard, 2023). Moreover, staff training and development could be measured by using staff satisfaction surveys, turnover rates and many more. A rise in the staff satisfaction scores followed by a fall in staff turnover would reveal that the training and incentive programs have been very successful and affected the work quality. Lastly, the effectiveness of the feedback system can be assessed by monitoring the resolution time and changes in visitor satisfaction scores to analyse the nature of recurring complaints. Hence, a fall in the overall resolution time followed by a reduction in recurring complaints would highlight that the process has properly dealt with the staff concerns (quote, 2023). 
[bookmark: _9m0ymwzbpxhz][bookmark: _Toc158310369]Potential benefits
Long-term property life: appropriate maintenance will deliver long-term property life for the Britannia Hotel. The recommended strategy for property maintenance will reduce the major cost of maintenance that is incurred due to a lack of periodic checkups (Buttrick, 2009). More attractive and developed facilities within the hotel premises can be innovated which will gain a competitive advantage for Britannia Edinburgh Hotel. 
Inventory management: The implementation of modern facilities and technology will enable Britannia Edinburgh Hotel to track the inventory appropriately. Thereby, the hotel maintained raw materials that are required will be kept on track every time. Through availability of adequate materials hygiene factors and delivering appropriate room amenities for guest hygiene can also be checked through it. 
Sustainable development: The advancement of technology and modern digital gadgets will be helpful for Britannia Edinburgh Hotel to develop its sustainable approach. Control of waste generation and automated electricity control within the room along with its other advanced facilities will save costs for the organisation. The modern amenities will enable the organisation to keep a track record of energy consumption. 
Customer assistance: dovetail skilled employees and modern technology will enable Britannia Edinburgh Hotel to provide better customer assistance. Quick response can be delivered and immediate response will help to achieve a customer retention rate for the organisation. 
Increased cash flow: the recommended development strategy will help to gain resilience within the market and thereby better revenue generation will be achieved by Britannia Edinburgh Hotel. Regular flow of customers within the hotel will ensure cash flow and thereby constant effort towards development can be ensured (Burnes, 2014). 
Employee retention: creating a scope of development of employee skills will enable Britannia Edinburgh Hotel to gain high employee retention for the organisation. The major issue faced by the hospitality industry is the lack of employees (Noordzife, 2014). The key issues can be resolved through it and a dedicated workforce can be developed that will perform the hospitality service adequately with provided training. 
[bookmark: _Toc158310370][bookmark: _lwzkjtbhgn6e][bookmark: _gxufolnpqzny]Cost associated: The recommended strategy for change management within the Britannia Edinburgh Hotel will incur several expenses and the maintenance cost will incur a major budget. Customer service and property management will incur varied costs like property development costs (Whittington et al., 2020). Employee training and delivering adequate resources will incur costs. The income of the hotel in the financial year of 2021 to 2022 has been computed to £38M. Thereby the huge change management cost cannot be incurred. Therefore, addressing the prioritised factors and addressing the appropriate budget is required.  
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	Number

	Problem

	Solution

	Outcome

	Time scale
	Completion date
	Planned budget


	1.
	Property development
	Innovative redesigning, repairing amenities, and integrating advanced technology within the property management department. Hiring experienced property development managers, setting clear objectives and goals to follow through and investing in interior designing (Mavridopoulou and O’Mahoney, 2020).
	An improved level of property management and improved customer satisfaction level.
	8 months
	10/10/2024
	£35,000

	2.
	Customer Assistance

	Integrating technology such as AI chatbots, and data analytic systems. Gather relevant feedback from the customers, analyse the actions of the customers, hiring polite and diligent individuals as a part of the customer support service (O’Mahoney, 2021).
	Enhanced problem resolution and improved customer feedback, high level of customer retention and increased customer satisfaction level.
	5 months
	12/07/2024
	£20,000

	3.
	Accommodation management

	Investing in employee training, providing better services to the customers, personalising guest experiences, and analysing customer feedback (Kotter, 2012). Investing in the development of rooms and proper supervision of the staff members.
	Improved customer satisfaction, enhanced brand value, increased quality of service of the employees and increased level of customer retention (Newton, 2010).
	3 months
	15/05/2024
	£10,000

	4.
	Hygiene management
	Integrating advanced technology to supervise the employees in order to monitor the proper abeyance of hygiene standards, providing much better hygienic amenities within the room service (Brierley, 2006).
	High level of hygiene management, improved customer reviews, increased level of tidiness within the hotel rooms and a high level of customer satisfaction.
	2 months
	13/04/2024
	£5,000

	5.
	Employee retention 
	Providing employees with many more benefits and incentives, investing in a better working environment for the employees, implementing a suitable organisational culture, ensuring a high level of employee engagement, enhancing the level of clarity in the process of communication and providing better job descriptions to the candidates.
	Higher level of job satisfaction, highly motivated employees, low instances of misinterpretation and confusion, improved level of employee wellbeing, high level of productivity and employee retention.
	4 months
	12/06/2024
	£10,000
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[bookmark: _gyed4zh3y8qq][bookmark: _Toc158310372]Conclusion
The customer preference within the competitive market fluctuates constantly and thereby high maintenance needs to be focused on by the hotel industry. The latest trend of the major has made the customers available within varied kinds of operation that enable them to quickly switch from their known brand to better and new hotels to achieve optimum relaxation. The hotel industry faces low customer retention due to low focus on change management and that negatively impacts the revenue generation for the organisation. Thereby a report has been developed to critically assess the issues within Britannia Edinburgh Hotel. The hotel has been delivering hospitality service within the UK market for a long period of time. The key identified issues that have adversely affected the organisation have been identified. The issue that has been diagnosed includes poor accommodation and maintenance. The lack of proper drainage facility and low hygiene maintained has upset the customer. Low fire safety has led to low health and safety of the customer. Thereby the organisation has faced low ratings and negative reviews on the website and varied social networking platforms. A detailed analysis has been made to understand the impact of the issues including low customer loyalty, low revenue generation and many more. The external and internal environment of the organisation has been made through STEEPLED and SOAR analysis. According to the analysis, high technological development creates a scope to develop organisational performance. High economic fluctuation has influenced the organisation's performance for Britannia Edinburgh Hotel. SOAR analysis has identified that a high brand portfolio, classic architecture and spacious rooms have been the strengths of the organisation. The opportunities that can be driven through the strength factors include a high chance to get more customers and focus on personalised services. The aspiration that has been identified through analysis includes getting listed within 10 reputed hotel chains in the UK market. Further, the TOWS analysis has been conducted that has delivered an analysis of opportunities strengths strengths and weaknesses. Based on the identified issues recommendation has been developed for change management and development of Britannia Edinburgh Hotel. Prioritising customer service and property maintenance has been recommended which will ensure constant improvement within the maintenance facility of the organisation. Further, recommendations have been delivered for investing in modern facilities and amenities. Along with it, employee training and developing a complaint resolution system have been suggested. The key benefits that will be developed through the recommended change management include high employee retention, along the property life cycle and many more. The revenue generation and gaining more customers can be achieved through the recommended strategy that will help Britannia Edinburgh Hotel achieve a competitive advantage. Based on the issues identified and the recommendations generated a detailed action plan has been generated for Britannia Edinburgh Hotel. The action plan has majorly focused on the identified issues and adequate solutions for them within the proper mentioned time frame. The action plan has reflected the budget for each solution that will be initiated within the Britannia Edinburgh Hotel. Innovative redesigning and technology advancement have been delivered as a proper solution to property development for Britannia Edinburgh Hotel it will take a period of 8 months and a budget of £35,000. Varied technology like AI, Chatbot and many more facilities will be implemented for developing customer assistance within a period of 5 months and an estimated budget of £20,000 will be expensed for it. The integrated technology for hygiene management has been planned with an estimated budget of £5,000 within a period of two months.  
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