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[bookmark: _2x77b4g1cdvl]3. Executive Summary 
The problem or issue at stake
The issue that the company has been facing is not being able to create a balance between tradition and modernity. It has also resulted in the difficulties based on the preservation of its iconic structure and not being able to honour its royal connections. Apart from that, technological issues have also been observed in the hotel due to legacy systems and infrastructure and issues of privacy and security since employees did not receive adequate training. Based on the challenge of staff shortage, the company did not have enough manpower to enhance its productivity. 
Findings 
The findings of the assignment indicates that the overall software spending in the UK Hospitality sector increased from £164.4 million in 2018 to £185 million in 2022. However, The Goring Hotels was not able to spend enough of their investment in technological upgrades which resulted in the company not being able to provide personalised services with the help of technological advancements. Similarly, there was also difficulties with staff shortage where vacancies rose to 132,000 being 48% higher than the above pre-pandemic levels. 
The onset of Brexit also resulted in 330,000 fewer jobs along with a hike in the prices of the food products. Similarly, there was a fall in the GDP from 8.7% in 2021 to 0.1% in 2023. However, the inflation rate decreased from 2.2% in August 2024 to 1.7% in September 2024 along with the changes in the tastes and preferences of the consumers. In a similar manner, the total number of social media users are 56.2 million in the UK along with the penetration rate of 82.8%. The hoteliers in the UK have also decided to invest in technologies as of 2023 where 31% was invested in revenue management and 42% was invested in digital platforms. An optimised revenue management software can ensure that the company is able to streamline its operations by bringing reductions to the overall costs. 
Analysis of the findings
Analysing the findings of the assignment, it can be highlighted that Russia-Ukraine war and Brexit can have a negative impact on the company for increasing its manpower that might hamper the production of the company. However, lower inflation rates can be a beneficial aspect for the company since it will allow them to keep the costs down and invest more in technology. On the other hand, preferences of the guests can also be taken into account by catering to their demands which is also a beneficial element by the company to meet the needs thus creating a proper balance between tradition and modernisation. Similarly, the current challenges that Goring Hotel has been facing is not being able to cater to the demands of the consumers which is why there has been a problem of creating a proper balance between tradition and modernisation. On the other hand, the “Employment Rights Act 1996” can also motivate the employees to perform more efficiently since their employment rights are being protected. 
From the SWOT and TOWS matrix, it can be analysed that the dining room anr the interior design of the company's bar provides an exquisite experience to customers. However, the issue of staff shortage has affected the company based on which the productivity of the company's services have not been up to the mark. Despite the opportunities of innovating and attracting younger guests, the company can also face competitive threats from other brands like Travelodge and Premier Inn. Similarly, there has been a rise in the overall cost of living from 45% in July 2024 to 52% in September 2024.  Therefore, the company's brand image can be used as a viable tool to ensure that the company is able to counter the threats of fluctuating living costs and higher competitive threats. 
Recommendations to the client
The recommendations that were provided to the client are modernising facilities and services through the help of technological upgrades. The creation of personalised experiences for the customers can be done through the help of chatbots, technologies and mobile applications for streamlining the operations. Also, technological upgrades such as contactless payments and robotics can ensure that there is a digital transformation that has taken place in the company. Also, innovative marketing strategies can also be mitigated followed by an enhancement of a traditional culture. For mitigating the challenges of staff shortage, it is also important for ensuring that there are sound working conditions. 
Therefore, implementation of the recommendations was highlighted through the lewin change management model. The findings of the Lewin change management model justifies the combination of both strategic and technological change that needs to be implemented by the company. However, there can be challenges based on change resistance where the stakeholders of the company such as the employees might indicate resistance to change. It can be mitigated by providing sufficient training to the employees to make sure that they can be educated regarding the changes that have been brought in. The total amount for implementing the recommendations is £21,100. This amount was further subdivided into the recommendations section. 
Conclusion
Therefore, the findings and analysis from the consultancy report highlights that the challenges of imbalance between tradition and modernism and staff shortages can be mitigated through strategies of preservation of culture and investing in new technologies. Also, staff shortage can be mitigated through the help of providing feedback to the employees and keeping them motivated to enhance staff retention and ensuring that the recruitment strategies are streamlined. 
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[bookmark: _5o29j5pjwx3e]4. Introduction
The main aim of the consultancy report is to analyse the issue faced by the Goring Hotels are the challenges for not being able to balance tradition and modernity, the problem in service quality and shortage of staff. According to the opinion of Moi and Cabiddu (2021), due to the changes in the tastes and preferences of the guests, it is very difficult for hotels to plan for the consumer needs and demands. It can also create challenges for the goring hotels. In terms of balancing tradition and modernity, the preservation of the iconic architecture and the interior of the hotel is difficult followed by retaining any traditional services and honouring the royal connections and historic significance. On the other hand, in terms of embracing modernity, it is also difficult for the company to incorporate cutting edge technology and adaptation of the changing expectations of the guests. It is important for hotels to adapt to the changing requirements of the guests and their expectations (Jawabreh et al., 2020). 
Similar to the above viewpoint, Lau (2020) argued that new and advanced technological solutions might be difficult to learn since technological systems at hotels can be completed and might require necessary training and adaptation. The requirements of additional training and adaptation can be challenging for The Goring Hotel to incur additional costs and resistance from employees who have established efficient workflows. Therefore, these issues need to be mitigated by the company to ensure that there is a higher level of customer satisfaction. 
The Goring hotel in London is a historic hotel that opened in 1910 and has been operated by the Goring Family since 1910. The company’s staff has been well-trained towards the highest hospitality standards for indulging the guests to make them feel at home (Thegoring, 2024).  The size of the rooms of Goring Hotels includes a superior room that is 270 square feet and classic one room being 250 square feet. It contains a total of 69 sumptuous suites at each room that have been uniquely decorated with some of the finest furnishings (Thegoring, 2024). The services of the Goring Hotels includes room services, dining, concierge, fitness centre, valet parking and wi-fi. As per the figures published in the company’s house in 2022, the goring hotels incurred a revenue of £118,407 in 2022 after suffering a loss of £4 million in 2021 (Monk, 2022). The consultancy that is going to provide recommendations on the challenges that the company is facing is the PA consulting group. PA consulting services is a company that is responsible for providing professional services by working with public, private and third sector organisations (Paconsulting, 2024). The consultancy firm is also able to create a combination of innovative thinking and breakthrough technologies for the delivery of end-to-end innovation. 
The overview of the task will cover numerous frameworks that are related to the chosen issues faced by the hotel that includes balancing tradition and modernity, problems regarding the quality of services and shortage of staff. The issue will also be related to the implementation of frameworks such as SWOT, PESTLE and TOWS matrix that will highlight the benefits and the challenges faced by the company. Based on the challenges, recommendations and change management techniques are to be highlighted by discussing the implementation of change management processes. Costs will also be highlighted on portraying the cost requirements for implementing the recommendations to mitigate the challenges. Lastly, an action plan is to be implemented that will outline the problems, solutions, desired outcomes, the time scale, completion date and the planned budget for the recommendation. 
[bookmark: _66d235k3ccqf]5. Analysis 
Describe the issue identified by the hotel
The issue identified by the company is the lack of creating a balance between tradition and modernisation. Numerous guests identified that the hotel lacked the amenities, subpar service and outdated services where improvements in the services were recommended by the guests. As per the consumer needs and preferences, traditional aspects in hotels include welcoming the guests by providing them with an atmosphere that focuses on both the local and cultural experiences (Gelbman, 2021). On the other hand, technological issues that have been problematic for hotels include legacy systems and infrastructure, lack of staff training and issues regarding data privacy and security (Osei and Cheng, 2024). This had a negative impact on the overall operations on the company regarding its quality. 
[image: ]
Figure 1: Software spending in the UK hospitality sector 
(Source: Statista, 2022)
The software spending in the UK hospitality sector increased from £164.4 million in 2018 to £185 million in 2022 (Statista, 2022). The Goring Hotels also need to improve their spending on technology to ensure that they are able to strike a proper balance between tradition and modernism. As case study examples, both Ritz Hotels and the Peninsula Hotels were able to combine classic elegance along with contemporary design and technology. Ritz Paris went through an innovation from 2012 to 2016 by modernising the facilities through efficient technology while maintaining the luxury ethos and the historic charm. Similarly, Peninsula hotels also enhanced its services by combining tradition, innovation and heritage by providing state of the art innovative guest room technology (Peninsula, 2024). On the other hand, customers also demand proper quality services that the company has been currently facing challenges upon. Customers stated that staff service was not up to the mark and they also recommended the guests the names of other hotels instead of Goring Hotels. In terms of staff difficulties, the company has been facing challenges regarding the recruitment and retaining of the staff along with shortage of skills. According to Messabia et al. (2022), staff shortage in hospitality can include lower levels of service quality, difficulties in operations and incurring higher amounts of losses. There are significant shortages across the hospitality sector with vacancies rising to 132,000 which is 48% above the pre-pandemic levels (Ukhospitality, 2024).  Facing the problem of staff shortage, the company’s services have been inefficient due to the lack of staff of the company. The shortage of staff can also result in the lower quality of services, difficulties in the operations and resulting in the goring hotel facing higher losses. 
PESTLE 
	Macro Elements 
	Factors
	Impact of Factors 

	Political 
	Brexit 
	Due to the onset of Brexit, there are 330,000 fewer workers in the UK compared to what it should have been (David, 2023). This resulted in the hospitality sector taking a negative impact on its operations. Similarly, even the goring hotel can face long run challenges due to lack of production in the company's operations ultimately resulting in the loss of productivity. 

	
	Russia-Ukraine War 
	Due to the ongoing russia-ukraine war, there was a hike in the ongoing food prices which increased around 10.6% in the month of september 2022 (Sweeney, 2022). A rise in the ongoing food prices is a challenging element for the UK hospitality sector to keep its operating costs low. On the other hand, The Goring Hotel can also face challenges of higher costs of operation which will result in the company not being able to recruit staff and enhance productivity. 

	Economic 
	Gross Domestic Product
	The growth rate of GDP in the UK market decreased from 8.7% in 2021 to 0.1% in 2023 (Statista, 2024). It is an unfavourable factor for the hospitality sector since lower GDP growth means that there is a lack of employment opportunities due to the UK market not undergoing growth as expected. It can also put a negative impact on The Gouring Hotels since lack of growth in the economy means that the company is not able to hire enough employees thus affecting the quality of the services that it can provide. 

	
	Inflation Rate 
	A downfall in the inflation rate was observed in the UK market where the values dropped from 2.2% in August 2024 to 1.7% in September 2024 (Statista, 2024). A downfall in inflation is a positive impact on the hotel industry since it can help the companies to increase their spending on stabilised room rates, moderated labour costs, competitive wages and price adjustments. It will allow The Goring Hotel to increase its investment to enhance a balance between tradition and modernisation by attracting numerous guests.

	Social 
	Changing guest preferences
	Customers in the UK hotels have been demanding personalised and unique experience while choosing their services. For instance the share of bed and breakfast accommodation has been 32% along with the revenue of £32.9 billion (Statista, 2024). Handling numerous demands of the guests can be a challenging aspect for the hospitality sector since not being able to meet their needs can result in customers being dissatisfied with the services provided by the company. On the other hand, it will also be difficult for The Goring Hotel to keep a balance between both tradition and modernity while incorporating design elements and amenities. 

	
	Increasing demand for personalised services
	As per survey conducted for the hospitality sector, around 46% of the hospitality companies indicated that they had the confidence regarding the ability in the delivery of personalised experiences whereas only 4% were concerned regarding the services that they provided (Statista, 2021). It is a favourable factor for the hospitality sector since personalised services with the implementation of technology can ensure that guests are satisfied. However, The Goring Hotel has not been able to implement personalised services due to the issues in their overall quality. 

	Technological 
	New technologies
	In terms of technology advancement, around 31% of hoteliers in the UK as of 2023 invested in revenue management software and 42% of the hoteliers invested in digital platforms (Statista, 2023). An optimised revenue management system can be beneficial for the hospitality sector and the Goring Hotels since it can be useful for improving the efficiency of the hotels. This will also allow the company to focus on modernisation of its services without hampering its traditional elements that are key to attract guests.

	
	Social media penetration rate 
	The penetration of social media users in the UK was observed at 82.8% in 2024 (Statista, 2024). A total number of 56.2 million active social media users is a favourable factor for the hospitality sector since it will allow the hospitality companies to advertise its services on numerous social media platforms. Similarly, the Goring hotels can put an advertisement of their services on the social media websites along with job advertisements to attract both customers and employees for improving their overall productivity.

	Environmental 
	“Environmental Act 2021”
	The primary purpose of “Environmental Act 2021” is to make provisions regarding the plans, policies and targets for providing protection to the environment (Legislation, 2024). Following the provisions of the legislation is a favourable factor for the hotel sector since the brand reputation of the industry can be enhanced by collaborating with numerous communities. On the other hand, the Goring Hotel can also gain benefits of environmental policies that will allow them to preserve their traditional culture by ensuring that the environmental policies are followed. 

	Legal 
	“Employment Rights Act 1996” 
	The main aim of the “Employment Rights Act 1996 is to ensure that the employees are not dismissed in an unfair manner and provide flexible working and contract provisions (Legislation, 2024). Implementing the employment rights act is a favourable factor for the hospitality sector since preserving the rights and responsibilities of employees will increase their retention rate by being motivated to work. It will also have a positive impact on The Goring Hotel since a higher level of employee retention will allow the company to invest more in personalised services for ensuring a balance between tradition and modernisation. 


Table 1: PESTEL analysis 
(Source: Created by the learner)
SWOT analysis and TOWS matrix 
	Strengths 
	Weaknesses

	· It is one of the finest hotels in London (Thegoring, 2024). It indicates the company’s brand reputation and heritage. 
· The dining room is able to offer an impeccable Michelin-starred experience (Thegoring, 2024). 
· The interior design of the Goring Cocktail bar provides a thriving bar scene in London (Thegoring, 2024). 
	· There is a potential that the company might be perceived as outdated or inflexible. 
· Due to shortage of staff, the company is not able to focus on the quality and the productivity requirements. 
· The company is also facing challenges in creating a balance between tradition and modernisation. 

	Opportunities 
	Threats 

	· Innovating and attracting younger guests can ensure that there is a rise in overall revenue and the brand image is improved (Akbari et al., 2021).  
· The revenue in the hotel industry is expected to increase between £2.09 billion between 2024 and 2027 (Statista, 2024). A higher revenue growth will also allow numerous opportunities for the goring hotel to expand its operations. 
	· Hotels like premier Inn and travelodge have the highest number of positive reviews which are 78% and 59% respectively (Statista, 2024). It can have a negative impact on the operations on goring hotels since they might face a reduction in their overall competitive advantage. 
· The cost of living in the UK increased from 45% in July 2024 to 52% in September 2024 (Statista, 2024). A higher cost of living will also increase the operating costs of Gouring hotels which can significantly hamper its operations while maintaining a balance between tradition and modernism. 


Table 2: SWOT analysis 
(Source: Created by the learner)
	Strength Opportunities 
	Strength Threats 

	· Brand reputation of the company can be enhanced by attracting a younger demographic. Philip and Pradiani (2024) indicated that a stronger brand reputation can result in attracting new customers that can also increase the brand loyalty which can also lead to both higher sales and profits. 
· The interior design of the room will improve the company’s revenue in the long-run. 
	· The challenges of rising living costs need to be countered to ensure that there is a stronger brand reputation. 
· Improving the interior design along with a strong brand reputation will not only improve employee retention rate but also attract new talent to enhance the workforce. 

	Weakness Opportunities 
	Weakness Threats 

	· Improving the outdated services of the company can help in attracting a younger demographic for the company. 
· Mitigating staff shortage will also ensure companies to utilise the revenue earning strategies for the hospitality sector (Xue et al., 2022). 
	· Creating a proper balance with tradition and modernisation will help the company to gain a competitive advantage over other hotels. 
· Providing more job opportunities to numerous employees will allow them to counter the challenges of rising cost of living. 


Table 3: TOWS Matrix 
(Source: Created by the learner)
[bookmark: _5nysh3gkjqjh]6. Recommendations and Change Management 
Recommendations
The recommendations that can be implemented by The Goring Hotels has been highlighted below:  
Modernising facilities and services for the guests through technological upgrades.
It is strongly recommended for the Goring Hotels to modernise its overall facilities and services through technological upgrades. As opined by Bisoi et al. (2020), technology can be used for the creation of personalised experiences for the guests with the help of AI chatbots, mobile applications and technologies beneficial for rooms. Also, the implementation of technology to help the guests in establishing a control of their room environment and getting instant queries to their responses. Similarly, Aggarwal and Mittal (2024) argued that both automation and cloud oriented systems can be useful for the hotels for streamlining their overall operations. As per a survey conducted, self-service check-ins and flexible cancellation policies were chosen by 40% and 35% of the respondents respectively (Statista, 2023). It will ensure that the services that are modernised for the company can be useful for enhancing the profitability and the operational efficiency in the long run. It will also allow The Goring Hotels to improve the safety of the guests and their overall security with the help of biometric technology along with contactless payments. 
Roy and Pagaldiviti (2023) also stated that technological upgrades such as AI, contactless payments, augmented reality and robotics can be implemented. This will provide a much more streamlined and proper experience to the guests. The second recommendation is to enhance the experience of the guests by providing them with personalised services. As per the statement of Whittington et al. (2020), the influence of the organisation is done by the strategic leaders who are the management team or individuals but the personality, positions or reputations make them central towards the strategic development process. A transformational leadership style implemented in the Gouring Hotels can be beneficial for the company by bringing a transformational change to enhance their overall strategy while reaching to the guests.  
Implementing innovative marketing strategies 
The second recommendation is to implement innovative marketing strategies. From the views of Hussain et al. (2020), the benefits of implementing innovative marketing strategies are a competitive advantage, enhancement of brand awareness and improvement in the overall customer service. Innovative marketing strategies can be adopted by the Goring Hotels based on targeting the right audience, having an understanding of their behavioural patterns and development of processes for reaching to them. The total digital advertising spending in the UK was observed at £29.6 billion as of 2023 (Statista, 2024). It can ensure that the company can use digital marketing strategies like social media platforms, content marketing, influencer marketing and email marketing for reaching the customers. 
Enhancing the traditional culture 
The heritage and traditional culture of the hotel also needs to be preserved while adding numerous modern elements such as plumbing, initiatives and wi-fi connection. As per the statement of Rudan (2023), a restored hotel in its traditional culture can not only become an attraction for tourists but also provide encouragement for creating opportunities for employment. It will ensure that the Goring Hotel will not only be able to attract more guests but also preserve its cultural heritage. Similarly, Abuarkub et al. (2024) highlighted that boutique hotels usually preserve the culture by making significant contributions to cultural experiences and local economies. The Goring Hotel has the capability of preserving their traditional heritage by creating a proper balance between the preservation of the historical significance of the hotel and modernising it. The Goring Hotel can provide additional support to the communities and the overall cultural heritage by funding the efforts of conservation, sponsoring cultural events and offering any educational programmes. Mahendra (2024) highlighted that hotels, resorts and any other tour operators have been incorporating cultural elements in an authentic manner. 
Innovative dining concepts 
Bringing innovative dining concepts will allow the company to enhance its brand image and resolve the issue of poor quality services. Some of the innovative dining concepts that can be brought in by the company are digital menus, augmented reality, smart kitchens, craft cocktails and wine experience that can enhance the guest experience. As per the advocations of Kousalya et al. (2021), digital menus will allow the guests to use their tablets for viewing their menus, booking tables and ordering food. Smart kitchens are also a part of innovative dining concepts that make use of IoT technologies for keeping a track of their overall inventory. Spence et al. (2021) stated that interactive dining experiences such as special tables will allow the customers to watch the chef cook, kitchens that can be seen and meals where everyone eats. This allows the guest to be a part of the interactive dining experience and talk to the chefs. 
Investing in existing employees and ensuring good working conditions 
Lastly, it is strongly recommended for investing in existing employees to ensure that there are good working conditions. Iis et al. (2022) indicated that employees who are developed and trained can most likely perform well in the organisation. Investing in training opportunities for the employees will allow the company to improve both productivity and overall performance, reducing the overall wastage and improving the organisational structure and its relative performance. When Goring Hotel invests in employee development, it will result in the improvement of job satisfaction and a higher level of retention. This will allow the goring hotel to mitigate its problem of staff shortage and improve the employee retention rate. 
Similarly, Ada et al. (2023) highlighted that recognising and rewarding the hotel staff for their brilliant performance can result in the boost of morale and productivity. As of 2023, around 45% of respondents stated that impactful work was considered to be the most efficient organisational attribute for the employees on a worldwide scale (Statista, 2024). On the other hand, employer and career advancement opportunities can also help in job satisfaction. The Goring Hotels can also bring in career advancement opportunities along with performance rewards for the employees to help them achieve efficiency in their work performance. Furthermore, effective recruitment and selection practices will also allow the company to pool a wide range of candidates for the company. 

Change Management
The lewin’s change management model has been highlighted as a part of the change management plan for a smoother transition: 
Unfreeze
The first stage in Lewin's change management model is helping the organisation to accept the change that is of utmost necessity (Errida and Lotfi, 2021). In this stage, The Goring Hotel can implement strategies such as digital menus and AI to bring technological advancements for improving the modernisation aspect. On the other hand, the company can also preserve its heritage by understanding why the change has to take place to support people within the organisation. The stakeholders that are usually included in the change management process are executives, subject matter experts, project sponsors, process owners, business unit leaders and front line employees (Karasvirta and Teerikangas, 2022). These project stakeholders can be involved to ensure that the change is implemented. However, there can be resistance to change by the employees working at the Goring Hotel which needs to be mitigated. 
The types of resistance that can be observed towards change are active resistance, fear of failure, organisational and emotional resistance (Tamunomiebi and Akpan, 2021). This can negatively impact the ability of the organisation to manage change efficiently while catering to its weaknesses. Another change that can be brought in by the company for managing staff shortage is acting on the feedback received by the employees, implementation of both upskilling and reskilling the employees and a promotion of a proper work life balance. For improving the quality of work, it is important for the company to enhance motivation among the employees and improve the overall engagement. Lastly, the company can also improve its recruitment and selection strategies to pool more candidates that can help the company to boost its productivity. This highlights a combination of both strategic and technological change that is useful for The Goring Hotel to efficiently plan its operations. 
Change
The change stage in Lewin's change management model is where the individuals begin newer ways for the resolution of their uncertainty and look for newer ways of doing things (Berry and Noller, 2020). In this stage, the management of the Goring Hotel can take steps to mitigate the challenges of resistance to change based on the changes implemented by the company. The stakeholders involved in the project are affected by the change (Buttrick, 2009, p.19). Therefore, it is recommended for the company to implement strategies such as providing training to the employees to mitigate the challenges of change resistance. From the views of Morandini et al. (2023), for mitigating resistance to change, it is recommended for companies to communicate the employees clearly, involving the employees and providing both training and development opportunities to improve their efficiency levels. For helping the employees to adapt to change in the company, the training that can be implemented are lifelong learning, gamification and microlearning. It mainly includes personalised learning paths with the help of learning management systems and artificial intelligence for enhancing the employee performance. 
To mitigate the challenges of barriers in the communication process, it is recommended that the Goring Hotel use numerous challenges of communication process that includes emails, meetings, newspapers and other channels for ensuring that everyone is able to receive the message. Ali (2023) stated that emails are important for project management since it provides guidance to the teams on gaining updates, discussion of strategies and co-ordination of tasks in a seamless manner. This can be useful for the company’s management team to ensure proper communication with the staff regarding the technological and strategic changes to be brought in so that the employee retention rate is high. 
Refreeze
The refreeze stage of this model whose primary goal is to sustain the change and make the newer status quo (Isiche and Mandere, 2024). In this stage, the company can help the stakeholders in institutionalising the changes to ensure that the employees are readily able to work with the change. This includes flexible working practices such as hybrid working models and working on their skills through training provided by the management team. On the other hand, the staff also needs to be involved in cross-training practices which will guide the employees for working and learning in multiple roles in the hotel that will also help them to enhance their versatility and teamwork.
As per the statement of Barreto and Mayya (2024), cross-training practices in the organisation can result in better teamwork and collaboration, improvement in employee motivation and enhancement of workforce sustainability. The strategy will allow the company to efficiently preserve its heritage by working efficiently on their technological advancement to improve the service quality by preserving a balance on both tradition and modernisation. The factors of readiness of change can be assessed through an efficient strategic plan, trustworthy environment, training programmes and flexibility among the group staff (Burnes, 2017, p.21). An efficient strategic plan can ensure that training implemented in the company is able to meet the strategic requirements within the company. 
Costs based on implementing the recommendations 
	Particulars 
	Amount (£)

	Contactless payments
	2,900

	Smart rooms 
	2,800

	Data analytics 
	2,700

	Training and development costs 
	2,500

	Mobile applications 
	2,800

	Cost of training resources 
	2,500

	Digital preservation and cultural heritage mapping 
	2,700

	Recruitment and selection 
	2,200

	Total 
	21,100


Table 4: Budget for highlighting the costs 
(Source: Created by the learner)
7. Action Plan
	Number
	Problem
	Solution
	Desired Outcome
	Time
scale

	Completion Date
	Planned Budget (£)

	1
	Not being able to preserve traditional culture
	For preserving its traditional culture, companies can showcase traditional crafts, authentic cuisine and visual arts can be the most efficient ways (Yulistiyono et al., 2023). It is also recommended for Goring Hotel to create a local atmosphere along with collaborating with the communities and private enterprises. 
	There are economic benefits for the goring hotel in creating jobs, boosting the overall activities of tourism, and stimulating the local industries. Preservation of cultural heritage can also promote cultural tourism practices in the company.
	3 months 
	7/02/2025
	2,700

	2
	Traditional technologies. 
	Ways to gain technological advancement in hotels are automation of revenue management, artificial intelligence and platforms for online booking (Millauer, and Vellekoop, 2019).  
	Technological advancement in hotels can result in the improvement of guest experience and mobile ordering can enhance efficiency (Yang et al., 2021). It can also be beneficial for the goring hotel to lower the workload of staff thus keeping a balance between tradition and modern aspects. 
	2 months 
	7/01/2025
	7,400

	3
	Poor quality of the services 
	The solutions that need to be implemented for improving the guest experience in hotels are personalised services, staff training and being engaged with the guests (Buhalis and Moldavska, 2022). 
	Personalised services for the guests can ensure that the overall guest experience is enhanced thus resulting in higher levels of satisfaction. 
	2.5 months
	22/01/2025
	7,000

	4
	Staff Shortage 
	The solutions for mitigating staff shortages are investment in training and development, improving the overall work environment and rewarding the employees (Subramaniam et al., 2024). The goring hotel needs to focus more on providing staff training and rewards and improving their overall recruitment strategies. 
	The outcomes of staff training will keep the existing employees motivated and improve employee retention rate. On the other hand, streamlined recruitment strategies can ensure that the company as enough of a pool of candidates. 
	2 months
	7/01/2025
	4,000


Table 5: Action Plan 
(Source: Created by the learner)
[bookmark: _xni5v9lqm1ip]8. Conclusion 
The findings of the consultancy report indicated the challenges faced by The Goring Hotel in creating a balance between both tradition and modernity, problems regarding service quality and an overall shortage of staff. This is because of the changes in tastes and preferences of the consumers who always wanted personalised services and the company has not been able to meet the needs. The consultancy services carried out for the company are done by PA consulting group. Also, the company has been facing challenges in staff shortage that hampered its overall work quality. For instance, the hospitality sector faced issues in its vacancies which rose to 132,000 being 48% above the pre-pandemic levels. From the PESTLE analysis, both Brexit and Russia-Ukraine war are unfavourable factors followed by a lower GDP growth and changes in consumer demands which can negatively impact the company’s overall ability in creating a balance between tradition and modernisation with the help of technology. 
The TOWS matrix was used in identifying strategies that can help the company to strengthen their brand reputation by attracting a younger demographic. On the other hand, outdated and inflexible operations need to be improved so that the workforce is enhanced. On the other hand, the strategy of the management of staff shortage will also help the company in the utilisation of revenue earning strategies to achieve profitability. The recommendations section highlighted that modernising facilities are the first priority for ensuring that the guests receive satisfaction. On the other hand, enhancement of traditional cultures and innovative dining concepts will make sure that there is a strong balance between modernisation and maintaining the traditional culture. Also, investing in staff training and recruitment strategies will ensure that employee retention is not only enhanced but the quality of the services is also kept the first priority. 
This was also highlighted in Lewin's change management model where the changes that need to be implemented within the company are properly highlighted. However, there can be resistance to change which is why a proper change management plan and communicating with the employees are considered to be important elements. The changes that were proposed by the company are improving the technological aspects, improving the traditional culture of the company, investing in staff training and improving the recruitment strategies. This happens to be a combination of both technological and strategic change that is to be implemented in the company. The total budget that is required for implementing the change is £21,100 which will take around 3 months for the company to adapt. Lastly, The Goring Hotels is to be thanked that they have adapted the services of PA Consulting Group and can further contact the consulting firm for any future business opportunities. 
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