Week 6 Case Study

The Struggling Hospitality Team

Background:
The Grand Vista Hotel is a luxury resort known for its impeccable service and stunning accommodations. The hotel's front office team, responsible for ensuring a top-notch guest experience, has historically received rave reviews. However, over the past year, the team's performance has declined significantly, threatening the hotel's reputation and bottom line. Guest satisfaction has decreased, and the team's morale is at an all-time low. There is a clear lack of teamwork and communication among the team members. The hotel's management is deeply concerned and has sought your assistance to rectify the situation.
Key Issues:
Guest Satisfaction Decline: Guest satisfaction scores have dropped, and the hotel is receiving more complaints regarding service quality and responsiveness.

Poor Communication: Team members within the Front office department are not effectively communicating with one another, leading to inefficiencies and, at times, confusion for the guests.

Demoralized Team: Low morale is affecting the team's motivation and performance. Some employees are disengaged, leading to a negative impact on guest interactions.

Leadership Challenges: The department head has struggled to address the issues within the team effectively and has been unable to foster a sense of unity and collaboration.

The Task:
As a group of prospective managers, your task is to analyse this situation and develop a strategy to address the key issues within the hotel's hospitality team. Your goal is to devise a plan that can restore the team's performance, motivation, and teamwork. Your plan should include improvements in communication, leadership, and overall guest satisfaction.





Guidelines for the Presentation:

Identify the root causes of the front office team's issues.
Propose a comprehensive strategy to enhance teamwork, communication, and leadership within the department.
Explain how your plan will directly address each of the key issues, such as guest satisfaction, communication, and employee morale.
Provide a timeline for the implementation of your strategy.
Discuss potential challenges that may arise during the implementation of your plan and how you would mitigate them.

