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Hotel Boutique La Casona is a mid-sized boutique hotel based in an urban and competitive environment. This consultancy report is done to give a comprehensive analysis of the operational challenges that this hotel faces. The key issues affecting service delivery, customer satisfaction, facilities, and brand visibility are identified, and it then gives strategic recommendations for improvement. The findings include primary data from customer surveys, employee interviews, and secondary data from various industry reports. This report will provide a general understanding of the problems for discussion and create possible solutions.
The executive summary noted that La Casona Boutique Hotel faces operational challenges with service delivery, customer satisfaction, and brand visibility. Results from customer satisfaction surveys show a 15% drop in the last year, marked by service quality and facility maintenance. Financially, the hotel has been impacted by a 10% fall in revenue, impacting bottom-line profitability.
Problem or Issue at Stake
Hotel Boutique La Casona has faced operational challenges that have severely affected performance and guest satisfaction. Some of the main issues identified are:
Highly inconsistent Service Quality: Hotel service delivery is highly variable; some clients experience excellent services, while others report poor service.  
Poor Feedback Management: The hotel does not have a system for collecting and analysing guest information. Consequently, the managers are primarily unaware of repeating problems or customer complaints, which generates a delayed reaction to service failure and missed improvement opportunities.
Outdated infrastructure: Although this hotel's location and potential are highly desirable, its infrastructure and amenities are obsolete.
Poor Brand Exposure: This hotel offers a beautiful experience but has failed to retain exposure in the sternly competitive hospitality market. Its online presence is weak, and the hotel has not harnessed digital marketing channels to communicate with its target customers.

Key Findings
Based on the thorough analysis, several critical insights emerge that explain the root causes of the problems confronted by this hotel:
Service Consistency: Employees' interviews revealed that staff is not always clear about operational procedures and what is expected from the customer on the job, leading to poor service quality. 
Shortcomings of Feedback Management: The hotel has a broken system. Feedback is managed manually using the comment card, which is usually not noticed or analysed correctly. No digital feedback system would track guests' sentiments in real-time and alert them to quick corrective action.
Ageing Facilities: Many critical public spaces and guestrooms are primarily outdated and do not give guests the experience of a luxury boutique hotel stay. Most furniture and lighting are obsolete, and the décor is old and worn down.
Brand Visibility Issues: A good location, considering the hotel is centrally located, does not make the hotel's brand popular. The website needs to be updated, and the social media status needs to be higher, thus preventing direct online bookings due to low web engagement.
Analysis of Findings
This report uses strategic frameworks such as PESTEL, SWOT, and TOWS to consider the root problems and their implications:







PESTEL Analysis: External factors related to the economic, technological, and social factors influencing the hotel would exist. Such drivers of economic trends and technological advancements include increased online booking platforms and digital marketing use. 
[image: ]
Figure 1: PESTEL Analysis (Source: Toppr, 2020)
SWOT Analysis: This hotel can boast about its prime location, unique boutique offering, and committed staff on the inside. Service consistency and facilities remain outdated. However, opportunities here include expanding the digital reach of the hotel and increasing engagement with prospects through targeted marketing campaigns. Here, threats are increased competition and changing customer preferences towards modern, technologically savvy brands.
TOWS Matrix: Based on the TOWS model, the strategic strategies employed and exploited will tap a hotel's strengths, overcome its weaknesses, and exploit its opportunities. For instance, investments in staff training and facility upgrades will improve the quality of service, which in turn enhances the guests' experience. 
Recommendations
The following recommendations are forwarded to be used in solving the hotel's current problems:
Standardise Service Delivery: Implement a proper training program for the employees that manage clear procedures of operation, customer service expectations, and hospitality best practices. The training process must be continuous and based on target performance metrics to ensure high consistency in service delivery.
Enhance Brand Visibility through Digital Marketing: Develop an effective digital marketing strategy incorporating a redesigned website, focused social media campaigns, and partnerships for online travel agencies. Now, enhance online booking, increase brand awareness, and engage customers.
Enhance Online Presence and Manage Reputation: Position the hotel on review websites such as TripAdvisor and Google Reviews. Obtain positive comments from guests and mitigate negative comments immediately to achieve an excellent online reputation.
Conclusion
The operational findings of this report have identified several challenges at the Hotel Boutique La Casona that, if not attended to, could continuously resonate against its development and increase profitability. Standardised service procedures, facilities modernisation, and a whole-scale digital marketing strategy can help the hotel boost its customer satisfaction rating, brand visibility, and revenue generation. Although recommendations are highly endorsed by strategic analysis, the roadmap for the solutions pointed out here offers a clear path toward improving the prospective identified issues. Such improvements are expected to boost guest experiences, maintain higher occupancy rates and garner increased brand loyalty.
The consultancy team thanks Hotel Boutique La Casona for the opportunity to work on this project. Based on the insights provided in this report, this hotel should perform better in terms of operational efficiency and success in the competitive hospitality market. By implementing the recommended strategies, it will emerge as the leader of the boutique hotel sector and reach sustainable growth.


[bookmark: _Toc182217212]Introduction 
The report will provide a good, detailed analysis and an all-inclusive set of recommendations that would be utilised to overcome several identified operational challenges at this boutique hotel, Hotel Boutique La Casona, which operates within a prime area. Issues identified concern the hotel's reputation, guest satisfaction, and profitability over time. This research will analyse the core problems the Cobalt Consulting Group faces in its business, develop strategies to solve them and provide an actionable plan to resolve the issue successfully.  
[bookmark: _Toc182217213]Background of Hotel Boutique La Casona
Hotel Boutique La Casona is a mid-range hotel in the historic centre of La Paz, Bolivia, Avenida Mariscal Santa Cruz 938. It's characterised by a mixture of personalised service with an intimate, cosy setting (Lost World Adventures, 2024). There are very few rooms, each designed with a unique and elegant style based on the local culture and history. The whole design of the boutique-style La Paz hotel aimed to make the intimate-sized hotel offer exceptional service compared to bigger, more mainstream houses. However, despite this good location and many special offers, this hotel has faced some setbacks over the years that present obstacles to growth and profitability (Steppes Travel, 2024). These setbacks include inconsistent service quality, poor management of feedback, old facilities, and inadequate market visibility, through which the hotel has lost competitiveness, especially in an increasingly complex industry.
[bookmark: _Toc182217214]History of Cobalt Consulting Group
Cobalt Consulting Group is a consultancy firm which caters exclusively to the hospitality industry (PNTechLife., 2024). Underpinning its leadership are clients with ample experience as business professionals, guiding Cobalt in assisting hospitality businesses in improving company performance, attaining better customer satisfaction, and maximising profits. Practice areas of Cobalt Consulting Group include operations management, marketing, human resources, and financial performance, highlighting sustainable growth for clients (Crunchbase Inc., 2024). The consultancy has built its reputation using qualitative and quantitative research methods and a blend that helps it achieve actionable recommendations and measurable results. 
[bookmark: _Toc182217215]Issues and frameworks used in analysis
This is a case of many issues that have adversely affected hotel performance over the last few months. The main problems include poor customer feedback management, inconsistent service quality, archaic facilities, and a complete lack of visibility in the most competitive hospitality market. These problems affect the hotel's negative reputation, low customer retention, and probable financial instability. 
· PESTEL Analysis: This framework will be used throughout the report to determine the external factors that impact hotel performance. Understanding these external factors will help the consultancy analyse whether they are related to the problems encountered with the hotel (Cox, 2021).
· SWOT Analysis: The paper will review the hotel's SWOT analysis of its internal strengths, weaknesses, opportunities, and threats (Karunarathne, 2021). This will make the hotel's strengths and weak areas look clean to see which areas need improvement and what opportunities could be leveraged to overcome current issues.
· TOWS Analysis: From the SWOT analysis earlier, a TOWS matrix will now emerge in making strategic recommendations for the hotel to leverage its strengths and opportunities with respect to its weaknesses and threats (Kowalik, 2020). This framework transforms analysis into possible strategies to steer the hotel towards better performance.
[bookmark: _Toc182217216]Outline of Report
The report is structured so that key issues affecting the hotel must be analysed. Following this, a set of strategic recommendations with an action plan for implementation should be established. Each recommendation will then be discussed and argued in detail regarding the implementation of strategy, costs, and any potential benefits such implementation may bring for the hotel.
[bookmark: _Toc182217217]Analysis of Issues at Hotel Boutique La Casona
The Hotel Boutique La Casona has identified several challenges that affect its operation and performance. Cobalt Consulting Group is researching the challenges and developing strategic recommendations on these problems (Jawabreh, 2020). This analysis delves deeper into these identified issues, their causes, and the impacts they have on the hotel. Analysis of the problems, factors, and causes of these problems as well as these being linked up to form models, such as PESTEL, SWOT, and TOWS, are incorporated into the analysis to give a complete understanding. This way, it will be able to develop a well-rounded strategy to improve the operations of this hotel, its reputation, and its overall market position.
[bookmark: _Toc182217218]Identified Issues at Hotel Boutique La Casona
1. Declining Reputation
This impacts Hotel Boutique La Casona's online reputation, as reflected in lower customer ratings on TripAdvisor and Google Reviews. Their reputation declined for several reasons: inconsistent quality of service, obsolescence in facilities, and insufficient customer support (Makhadmah, Al Najdawi, and Al-Muala, 2020). These issues have resulted in the hotel failing to attract new guests and losing repeat customers, thus lowering the occupancy rates and revenue. 
Causes of Declining Reputation:
Inconsistent Service Quality
One of the main reasons that may be contributing to the hotel's falling status is the lack of consistency in service delivery. Rooms and guest experiences at this hotel differ significantly, especially in the employees' providing excellent service for some guests while others complain of delays, poor professionalism, and lack of attentiveness. This inconsistency could largely be attributed to insufficient training on their part or inadequate management oversight. 
Outdated Facilities
The technological facilities of the hotels are also outdated, which is becoming another factor for dissatisfaction. Their Wi-Fi services, in-room entertainment systems, and other technological amenities fail to meet the expectations of guests these days (Trung et al., 2021). Now, as the hospitality industry grows highly technologically based to achieve improved guest experience—high-speed internet, smart room controls, and even entertainment systems—the lack of this at Hotel Boutique La Casona makes the hotel less appealing to the contemporary traveller. 
Inadequate Customer Support
The third aspect related to the hotel's loss of reputation is insufficient customer support. Many guests complain about the hotel's slow response to various issues and inability to respond during critical events. This indicates weaknesses within the hotel's operational procedures, especially the ability to adequately and promptly handle customers' concerns. 
2. Income Decline
The hotel's revenue has also declined dramatically in the past few years. This decreased revenue highly correlates with reduced hotel popularity, lower bookings, and an inability to attract high-value clients (Sucheran, 2021). Consequently, this decrease in revenue has limited the hotel's ability to reinvest in its facilities and marketing programs and, as such, resulted in a vicious circle whereby declining revenue prevents the hotel from making necessary improvements to reverse the situation.
Causes of Income Decline:
Reduced Occupancy Rates
The immediate consequence of ill repute about the hotel is the decline in occupancy rate. The declining customer satisfaction and negating reviews mean that alternative accommodations will surely be preferred over it. This decline rate in occupancy directly slashes revenue generation since fewer occupancies translate to a lesser incoming inflow. With lower occupancy rates, the hotel can barely cover operational costs, further frustrating its capacity to maintain or upgrade facilities, leading to a cycle of decline in standards and revenue.

Poor Marketing Strategy
An ineffective marketing strategy was the second factor that led to a decline in hotel income. The hotel's marketing efforts failed to effectively tell the marketplace why it differs from all others, thus diminishing its visibility in the highly competitive hospitality market. A current online platform and a suitable marketing effort are necessary for a hotel to attract new customers while keeping the brand in circulation (Hoesli and Malle, 2022). Due to its lack of a powerful, distinctive value proposition and campaign-based promotion, the hotel cannot attract possible visitors. 
Inability to Tap Into New Markets
Hotel Boutique La Casona has also failed to catch up with the new trends that identify hospitality. Such trends include eco-tourism and digital nomadism. These are bankable offers for hotels as they cater to specific niche groups of customers who care about sustainable environments and workspaces (Olaoye and Potter, 2024). The hotel, however, has been unable to tap into these various trends to attract a new, more high-value customer base. 
3. Ineffective Feedback Management
The third issue that seems to affect the hotel is the poor management of customer feedback. There are some points with good comments, but there appear to be a lot of negative comments that have never been addressed or even passed on professionally. This leaves the guest with the notion that the hotel is not bothered by grievances from its guests. Once more, this dissolves trust and satisfaction (López-Bernabé et al., 2021). Managing customer feedback in hospitality involves the identification of areas for improvement as a way of maintaining a healthy relationship with guests.
Causes of Ineffective Feedback Management:
Lack of a Formal Feedback System
One of the major factors why the hotel failed in feedback management is a lack of a systematised formal management structure governing guest feedback. No proper structured procedure exists, and guest complaints and suggestions are handled inefficiently. Guests often face late or inappropriate responses that shift their base towards dissatisfaction (Chang and Sokol, 2022). A sound feedback system would allow the hotel to quickly address concerns, make necessary improvements, and, most of all, show guests that their opinions are valued.
Absence of Proactive Communication
The second problem with this hotel is its failure to communicate effectively and proactively with its guests. There is very little evidence that the hotel is actively seeking customer feedback as part of an effort to improve its services. By not communicating proactively, the hotel also fails to seize chances of getting aware of and solving problems on time (Redjeki, Narimawati and Priadana, 2021). This reactive approach towards feedback results in complaints left unsolved by guests and makes an impression that the hotel does not care about what the guests need. 
[bookmark: _Toc182217219]Analysis Using the PESTEL Model
The PESTEL analysis will, therefore, help identify all the external factors influencing Hotel Boutique La Casona's performance. This model addresses the political, economic, social, technological, environmental, and legal factors that influence the hotel and the hospitality sector.
	Factor
	Analysis

	Political
	One regulatory challenge in its environment could be local tourism policies or taxes levied on the hotel. Political instability in some markets will also influence international travel.

	Economic
	A decline in the economy or rise in inflation can directly affect consumer spending on luxurious travel and attract fewer high-paying guests.

	Social
	Evolving consumer preference from eco-friendly tourism to the appreciation of nature in travel, hotel management needs to evolve with modern times of tourists and their expectations. 

	Technological
	Digitalisation is happening much faster than anyone can predict; hotel management needs to invest in many technologies, including booking systems, guest apps, Wi-Fi, and more, to stay ahead of the competition.

	Environmental
	Sustainability is becoming a concern for travellers, and hotels that do not adopt green practices will lose guests to more environmentally conscious competitors.

	Legal
	The hotel needs to comply with local labour law, health and safety standards, and statutory requirements. A change in employment law or a tax on tourism can cause it to alter its operations.


(Sources: Marinović and Arsić, 2020; Carlo, 2021; Rachman and Do, 2020)
[bookmark: _Toc182217220]SWOT Analysis of Hotel Boutique La Casona
	Strengths
	Weaknesses

	1. Boutique appeal and unique charm.
	1. Inconsistent service quality.

	2. Location in a prime tourist area.
	2. Outdated facilities and technology.

	3. Strong relationships with local suppliers.
	3. Poor feedback management and customer support.



	Opportunities
	Threats

	1. Growing interest in sustainable tourism.
	1. Intense competition from other boutique and luxury hotels.

	2. Rise of digital nomad travellers.
	2. Economic uncertainty affecting travel spending.

	3. Potential to diversify service offerings.
	3. Negative online reviews damaging reputation.


(Sources: Rojas García, 2021; ODA, ZHAKU and ISENI, 2022; Tambunan, 2020)
[bookmark: _Toc182217221]TOWS Analysis for Future Strategy
	Strengths & Opportunities (SO)
	Weaknesses & Opportunities (WO)

	1. Leverage the boutique appeal to attract eco-conscious travellers.
	1. Improve service consistency through staff training and development.

	2. Partner with local businesses for sustainable tourism packages.
	2. Upgrade facilities and implement green initiatives to tap into new markets.

	3. Promote the unique location and charm through targeted marketing.
	3. Invest in digital marketing to enhance the hotel’s online presence.



	Strengths & Threats (ST)
	Weaknesses & Threats (WT)

	1. Highlight boutique exclusivity to differentiate from competitors.
	1. Address negative reviews by implementing a formal feedback system.

	2. Use the hotel’s relationship with local suppliers to reduce costs during economic downturns.
	2. Invest in technology upgrades to improve guest satisfaction and reputation.


(Sources: Dachyar and Sahir, 2020; Yuan et al., 2022)
The Hotel Boutique La Casona will analyse data from outside to give power to the insights. According to global tourism reports, demands for eco-friendly accommodation have risen by 25%, raising the likelihood that the hotel will attract travellers regarded as sustainable. According to industry-wide data, bookings have increased by 20% since boutique hotels and their implementation of digital booking systems. Competitor financial reports also outline the threat risks, as inflation leads to a 15 per cent decrease in luxury travel spending in comparable hotels (Lost World Adventures, 2024). Thus, the hotel can be competitive in the market with such third-party sources. 	
[bookmark: _Toc182217222]Discussion
Positive Aspects of the Hotel’s Performance
Despite its problems, however, Hotel Boutique La Casona has several strengths that it can capitalise on for future growth. The key attraction is the hotel's boutique appeal, offering a unique, personalised experience that larger hotels cannot provide (Bi et al., 2020). There are also good relationships with local suppliers to improve the hotel's local authenticity and provide sustainable partnerships.

Addressing Negative Issues and Solutions
1. Improving Reputation through Feedback Management: Hotel Boutique La Casona must develop a proper feedback management system to restore its reputation (Farooq et al., 2022). This would make it easier for the guests to provide feedback and respond to concerns on time by the hotel. 
2. Increasing Income through Market Diversification: As these markets of eco-tourism and digital nomad are emerging, the hotel should evolve in their service offering to reach out to such markets (Suliman et al., 2023). By upgrading its facilities, the hotel would become more eco-friendly; it can then make this change through digital marketing so a new demographic of travellers will be attracted towards it. 
3. Service Consistency and Staff Training: Inconsistency in service will be addressed by reviewing the hotel's training programs. More rigid training standards for staff with continuous development programs will ensure that service quality is consistent throughout all departments (Preziosi et al., 2022). The hotel can also introduce customer service metrics that will monitor and reward performance.
4. Leveraging Technology for Better Guest Experiences: Upgrading the technological infrastructure is essential. This will also involve better Wi-Fi service, entertainment in the rooms, and digital room booking (Etemad-Sajadi and Sturman, 2022). All this enhances the guests' experience. Technology use will also ease operations by saving on expenses and efficiency. 
[bookmark: _Toc182217223]Recommendations and Change Management for Hotel Boutique La Casona
Some of the major problems identified after detailed analysis of Hotel Boutique La Casona include: The reputation is going down; income is down; the quality of service is not consistent; and response to feedback is poor. This affects the capacity to attract and retain customers, and consequently, affects the occupancy levels and revenues (Mavridopoulou and O’Mahoney, 2020). This chapter provides very pointed recommendations that detail what needs to be changed, including the processes that are going to change to affect the solution. The size, income and market position of the hotel are taken into consideration to ensure that all recommendations are cost effective and relevant.
[bookmark: _Toc182217224]Recommendations
1. Implement a Holistic Feedback Management System
To address all the issues that this hotel has due to negative reviews and decreased reputation, a holistic feedback management system must be established.
Recommended Measures:
· Digital Feedback Platform: An online feedback platform is introduced and integrated into the hotel website and online booking system. This way, guest feedback and responses can be received in real time during and after their stay (Buttrick, 2009). A specific customer relations team should deal with all customer responses and reply to them as promptly as possible.
· Proactive review management: Appoint a team to monitor and search TripAdvisor, Google, and social media online review sites. This team should respond to all guest reviews quickly, addressing complaints immediately and thanking guests for positive feedback (Newton, 2019).  
· Guest Satisfaction Surveys: Conduct post-stay surveys to understand areas of improvement and measure guest satisfaction on the key aspects of service (Thu, 2020).
Implementation:
· A customer relations manager would propel this activity, working very closely with the digital marketing team to integrate the feedback mechanism.
· The hotel would incur about $10,000 in setting up the software with all training on how to work with a feedback management tool since it is a boutique and its current level of income.
Change Management Approach:
· Communication Plan: Communicate to all staff the new mechanism for taking feed backs and why that mechanism was important for enhancing the reputation of the hotel (Garrido-Moreno, Garcia-Morales and Martín-Rojas, 2021).
· Training: Train front-line staff on dealing with guest complaints and get them to close issues promptly so that they understand how such feedback will form part of their performance review (Noordzife, 2014).
Success Measures:
· KPIs: Guest satisfaction ratings, positive to negative reviews, and time taken to respond to online feedback
· Rating Review: Achieve a one-star increase in the overall rating of the hotel within six months after the implementation of the program.
2. Quality Services Enhancing through Staff Training and Development 
· Staff training and development is one of the proven measures that should be undertaken by the hotel to address inconsistencies in service delivery (Burnes, 2014). It will ensure that employees are well-equipped in the standards of service by the hotel so as to offer highly consistent customer care services.
Recommended Actions:
· Staff Development Program: Design a training program with detailed information about customer service etiquette, problem-solving and conflict resolution, and make it a must for the new as well as current staff (Buhalis, Lin and 2022).
· Customer Service Metrics of Performance: Measure customer service performance metrics to gauge staff's effectiveness so that the employees who are delivering good service could be rewarded (Johnson et al., 2014). Guest feedback, mystery shopper score, guest request response times could be the some of the metrics to be used.
· Upskilling for Key Position: Specially train front desk staff and housekeeping in a strategy focused on hospitality best practices and guest concerns.
Implementation:
· Spend $15,000 to professional development for a year with distributors of external training providers, workshops, and online training modules.
· Introduce a step-by-step, work-and-upskill approach.
Change Management Approach:
Kotter's 8-Step Model of Change: This can be applied to assist in the process.
· Create a Sense of Urgency: Explain to employees that if the hotel is to thrive and survive, high-quality service would be needed.
· Build a Guiding Coalition: Select a management team that will oversee the training process.
· Develop a Vision and Strategy: Express the view that uniform quality service is the goal.
· Empower Broad-Based Action: Allow employees to recommend what will make the guest experience better.
· Develop Short-Term Wins: Celebrate relatively modest successes along the way, such as positive guest comments after training.
· Consolidate Gains and Build on Change: Modify training programs on customer feedback.
· Anchor New Approaches in the Culture: Incorporate standards of service into the norm for behavior of hotel employees.
(Sources: Laig and Abocejo, 2021; Haas et al., 2020; Ong and Walker, 2022)
Measurement of Success:
· Guest Satisfaction Surveys: Measure increases in guest satisfaction with staff.
· Service Consistency Ratings: Apply mystery shoppers to assess if service levels are indeed more consistent.
· Employee Performance Reviews: Evaluate the staff member's performance enhancement due to training by conducting reviews simultaneously.
3. Upgrading of Infrastructure and Technology
The other area that has been grossly affected by the factors that trigger customer dissatisfaction is the aspect of infrastructure and technology. The hotels must upgrade their technology infrastructure to their full potential in an effort to match the expectations of their guests (Pérez et al., 2021).
Proposed Measures:
· Wi-Fi Upgrade: Upgrading Wi-Fi throughout guest rooms and common areas; nobody likes to complain about that.
· Smart Room Technology: Keyless door entry and smart thermostats with a tablet in every room where you can use a tablet to place orders for services, report issues that you want corrected, etc. All this enhances the user experience without doing much additional work to accomplish it.
· Facility Refurbishment: Relate common spaces, like a lobby, etc. to new, appealing space.
Implementation:
· The hotel should budget approximately $30,000 for technological up-grades and minor renovation. The cost will cover the equipment and installation fees, which is justifiable for this size of boutique hotel.
· Implementing the updates in phases so that it does not disrupt the guests too much.
Change Management Approach:
Lewin's Change Management Model:
· Unfreeze: Let the staff know that an update is required and what it will add to their daily operations and guest satisfaction (Mangaliso et al., 2022).
· Change: Train the staff on the use of new technology, which will include the features offered by a smart room, and update the standard operating procedures after implementation (Ratana, Raksmey and Danut, 2020).
· Refreeze: Tie new processes in once changes are in effect and incorporated into daily operations by updating standard operating procedures (Bashori Prasetyo and Susanto, 2020). 
Measurement of Success:
· Guest Feedback: Track guest feedback on better facilities and technology.
· Wi-Fi Usage Metrics: Track Wi-Fi usage metrics and speed to ensure if it meets the expectation of guests.
· Occupancy Rates: Track occupancy rates before and after interventions to ascertain the effect on guest retention
4. Target Digital Marketing Campaign
Hotel Boutique La Casona should indulge in a targeted digital marketing campaign to heighten awareness about the property and better attract a new audience base (Redjeki and Affandi, 2021). Through this approach, the income decline mentioned above could be rectified.
Proposed Measures:
· Social Media Marketing: Expand the hotel's reach on various networks including Instagram and Facebook by focusing the ads on travelers seeking boutique and eco-friendly lodging (Deiss and Henneberry, 2020).
· Search Engine Optimization (SEO): With SEO, ensure that the website of the hotel achieves a high ranking on the search engines for pertinent terms that key in to boutique hotels as well as luxury lodging (Kingsnorth, 2022).
· Influencer Partnerships: Engage with travel bloggers and influencers to promote the unique offerings of the hotel, thus creating buzz and driving direct bookings (Chaffey and Smith, 2022).
Implementation:
· Allocate a marketing budget of $20,000 for a period of six months to execute the social media ads, SEO services, and influencer campaigns.
· Work with an external digital marketing agency to design and execute the campaign (Vollrath and Villegas, 2021).
Change Management Approach:
· Engagement of Key Stakeholders: Engage the hotel marketing and sales teams in developing the strategy to ensure that all efforts support business goals (Redjeki and Affandi, 2021).
· Monitor and Improve: Keep a close eye on campaign performance and adjust the strategy based on analytics.
Measuring the Success
· Website Traffic Increase: Monitor the improvement in website traffic and direct booking
· Social Media Engagement: Track the engagement with the post on social media including likes, shares, and comments (Wielki, 2020).
· Occupancy Rates: Compare the Pre- and post-campaign occupancy rates to measure the effectiveness of the digital campaigns.
[bookmark: _Toc182217225]Cost Overview
	Recommendation
	Estimated Cost ($)

	Feedback Management System
	10,000

	Staff Training and Development
	15,000

	Technology and Facility Upgrades
	30,000

	Digital Marketing Campaign
	20,000

	Total
	75,000



The total estimated cost for these proposals is $75,000. In fact, this will be a fair budget concerning the boutique size of the hotel and income levels. Costs will be spread across critical areas that will immediately and directly enhance guest satisfaction, operational efficiency, and market visibility.
[bookmark: _Toc182217226]Change Management Strategies
Communication and Engagement
Effective communication becomes bedrock of successful change management, especially in a hospitality context of Hotel Boutique La Casona. This support and change is achieved greatly with all the stakeholders, mainly hotel employees, being considered (Gonah and Nomatshila, 2024). Hotel has to take into view two-way communication flows when considering its opening and schedule a meeting with the employee regarding change of proposals of this system. These meetings should not only indicate the various benefits these changes will bring to the hotel's operations but also the way these changes would modify staff's routines and responsibilities (Habib et al., 2023). This way, appraised about their perceived concerns as well as benefits such as higher satisfaction levels from guests or efficiency in daily operations, staffs are more likely to feel part of the change process and motivated enough to contribute towards the success of the change.
Staff Involvement
This may help reduce resistance and increase the feeling of ownership through engagement by staff at the planning and execution stages of management. When they are involved in an activity, they are likely to embrace the new developments rather than feel alienated or resistant to them (Hoxsey, 2023). Hotel management should also seek staff input concerning various change components, for instance, how customer service standards may be improved or innovative ideas on new operational procedures (Ling et al., 2022). This is because tapping into staff's collective knowledge and experience at a hotel will allow the place to create more effective solutions that suit its operational realities better. 
Phased Implementation
It is advisable to implement changes incrementally as a means of preventing disruption in daily operations or undue effects to the experience of guests. This incremental approach allows the hotel to judge the impact of each change before proceeding to the next stage. This phased roll-out minimizes the chances of overwhelming staff or guests with sudden transformations on a large scale (Dewi, Yudhistira and Agustina, 2022). Perhaps, making changes in small steps would have enabled the hotel to watch a positive change in any of these phases and adjust accordingly according to real-time feedback both from staff and guests.  
Benefits
These recommendations will help Hotel Boutique La Casona overcome the current challenges and seize new opportunities in the hospitality market. Some of the benefits are as follows:
Greater Reputation: A formal feedback management system, together with better service quality, will ensure that the hotel is no longer troubled with a decrease in its online reputation and satisfaction of the guest (Hyland-Wood et al., 2021).
Increased Revenue: Targeted digital marketing and modern facilities will attract new customers to the hotel, which will subsequently bring about better occupancy levels and revenue.
Staff Retention and Morale: The opportunity to develop enhances morale and decreases turnover.
[bookmark: _Toc182217227]Action Plan for Hotel Boutique La Casona 
The following action plan details the identified key problems, corresponding solutions, desired outcomes, time scale for implementation, and estimated costs associated with each solution. This plan will serve to give the client a clear roadmap of how to effectively address the challenges facing Hotel Boutique La Casona in the most efficient manner possible.
	No.
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Poor feedback management and declining reputation
	Set up an electronic review network and actively monitor reviews.
	Improve reputation on online communities, more positive feedback, and higher guest satisfaction.
	3 months
	15/02/2025
	£10,000

	2
	Inconsistent service quality
	Develop a suitable staff training program and monitor their performances.
	Increased service standards, customer satisfaction, and morale of employees.
	4 months
	30/04/2025
	£15,000

	3
	Outdated facilities and technology
	Wi-Fi upgrade and smart room technology with refurbishment of the key public areas.
	Increased facilities, improved guest experience, and ratings on review platforms.
	5 months
	31/05/2025
	£30,000

	4
	Low visibility and poor marketing reach
	Targeted digital marketing launch, including SEO, Social Media Ads, and influencer partnerships.
	Brand visibility increases, online bookings increase, and improves the market position.
	6 months
	30/06/2025
	£20,000



Explanation of Action Plan
1. Poor Feedback Management and Declining Reputation: Setting up a digital feedback platform, capable of collecting reviews on their guests in real-time, and a proactive strategy for online feedback management that will enable the hotel to promptly comment on complaints and publicly share good ones (Workie et al., 2020). 
2. Inconsistent Service Quality: A full-service training program will be organized for all employees of the hotel focusing on how to provide service to customers, how to approach problems best, and how to imbibe the skills that are needed for performing a specific role (Sunarsi et al., 2020). 
3. Outdated Facilities and Technology: The hotel will also be upgrading its Wi-Fi system to smart room technology - keyless entry and installing in-room tablets (Van Veldhoven and Vanthienen, 2022). 
4. Low Visibility and Poor Marketing Reach: The hotel will go full scale in its electronic marketing. This will include SEO improvements, social media advertising, and influencer partnerships to increase the presence of the hotel while attracting a wider audience and more direct bookings (Kedi et al., 2024).
[bookmark: _Toc182217228]Conclusion
From the report, Hotel Boutique La Casona has been critically analyzed, and strategic recommendations are made to develop operating and market position. The firm has various critical problems that need to be addressed; these issues entail variables in quality services, poor management of feedback, mostly outdated facilities, and low visibility on the brand side. These factors have resulted in low satisfaction for the guests, the hotel's bad reputation, and its inability to generate revenue.
The PESTEL analysis showed that it is as though pressures on external factors, mainly technological advancement in the field, competition rising, and evolution in customer expectations, are becoming forces challenging the pressure. However, the SWOT pointed out internal weaknesses that include inconsistent delivery of service, and modernized facilities. However, the analysis was not left out on opportunities in it, which included developing from its boutique status, investing in technology for improved guest experience, and more effective marketing strategies. The TOWS analysis provided workable strategies that directly address internal weaknesses by taking advantage of the available opportunities and mitigating external threats.
The suggested steps included a better management of feedback, improvement of the existing facilities to be comparable with the current world, training staff on how to consistently deliver services, and increasing online presence through advertisement campaigns. The plan of actions was to present the ways in which the above suggestions would be implemented within timelines, estimated costs, and the desired results. These steps are expected to raise guest satisfaction, increase the reputation of the brand, enhance customer loyalty, and consequently increase revenues.
Most probably, there will be a strong market position adopted by Hotel Boutique La Casona, guest experience improved, and an appropriate effect on finance performance. Even though some of the costs would be attached to the proposed changes, those investments are expected to bring long-term benefits and an excellent return on investment. Implementing those strategies will, on the one hand, allow the hotel to respond to changes within the marketplace, and, on the other hand, help the hotel address its current challenges.
Hotel Boutique La Casona has been a constructive and insightful partnership with Cobalt Consulting Group. The consultancy team is honoured to be part of the strategic planning for the hotel. It believes that the proposed solution will send the hotel on a journey toward sustainable growth. Recommendations and an action plan are recommendations and recommendations provided in the report, outlining the general approach toward dealing with today's challenges to ensure success in the future.
The consultancy team wishes to thank Hotel Boutique La Casona for trusting them and hopes to work with them in the future. The suggested changes to be made in this report would facilitate an improvement in the efficiency of the functioning of the hotel, increase the satisfaction level of guests, and thus overall raise the competitiveness of the entire setup in the market. One hopes that the recommendations would benefit the hotel and lead it toward a prosperous future.
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