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[bookmark: _Toc167281479]Executive summary
Taj Mahal Palace Hotel (TMP) is a five-star rated hospitality establishment in India, standing tall as a leading harbour icon and renowned for its service, authentic Indian hospitality experience and well-known global guest lists. Within its opulent confines, the hotel aspires to provide luxurious accommodations, personalised service and a warm hospitality experience for all that is emblematic of the founding ethos of the establishment.
In recent times, however, the hotel has encountered some intermittent issues which have jeopardised its legacy of service excellence consistency whilst also tarnishing its brand image. The issues are outlined as follows: disparity in past and current perceived service and stay experience in the hotel and pricing transparency followed by an incident of security breaches en masse compromising customer data which has proved detrimental to the reputation of the hotel. Based on the investigation of the hotel, the findings indicate the inadequate utilisation and management of human capital has a plausible effect on the service discrepancy which in turn has a cascading effect on the hotel’s reputation, image and accountability to its key stakeholders. An analysis of the issues further illuminates the scope of linking the resource-based view, stakeholder management, human resource management practice and firm performance for attaining the sustainable competitive advantage of the hotel. Additionally, the service-related issue gravitates more towards enabling people-centric and ethical HRM practices whilst questions regarding accountability concerning prices illuminate the requirement to embed a multi-stakeholder approach followed by a triple-bottom-line performance disclosure. A deeper enquiry into the service discrepancy in the hotel also exposes the inadequacy and the lack of transparency depicted by the hotel’s internal stakeholders namely, staff and managers and the communication with its suppliers respectively whilst enhancing the experience provisions in the hotel also remains an area of deliberation. Moreover, the findings from the data breach issue that the hotel has encountered have been analysed which not only exposes the unpreparedness of the concerned staff but also the application of the Six Sigma approach in taking proactive corrective actions could have stalled the issue from taking place. The extent of preparedness in the hotel to deal with this issue further remains far-fetched despite the strategic short and medium-term relevancy of people and digital technology respectively to the hotel. The analysis has also revealed that a more proactive inclination towards digital technology-informed personnel development is necessary for the hotel to reduce the overall data security compromise in the hotel. An informed roadmap towards obtaining the solutions tapering from the issues has been further detailed using the PESTLE analysis and SWOT framework. From the obtained strategic solutions which are necessary for the growth and competitive advantage of TMP, the choices which closely acknowledge the issues facing the hotel have been recommended.
ABC Consultancy’s recommendations for TMP to navigate the issues are outlined in detail:
· Implementing a culture of continuous service quality improvement remains the main priority of the hotel focusing on the people aspect of change. The change can be approached by using a SMART initiative i.e., to increase the customer satisfaction rate in the hotel’s frontline and customer interaction channels by 5% in the next six months. This shall involve a hotel-wide people restructuring effort, proceeding with reallocating and streamlining the workforce in high-interaction areas such as the frontline areas and operations facilitated by the contingent application of transformational and supportive leadership.
· Increase measures for employee involvement in the hotel to properly navigate through the change and reduce resistance to the change progress. This can be approached through the collection of feedback, suggestions and insights from the frontline employees and other operational areas (staff and managers) of the hotel on a proactive basis moderated by an effective leadership configuration.
· Based on the market findings and cognisant of the experience, security and accountability inadequacies in the hotel, the proposal for competitive market positioning, risk reduction and enhancing returns for TMP has been offered. The corresponding strategy imperative for TMP in such a context is to increase customer experience, accountability and repeat stay in the hotel. This comprehensive pathway includes the leverage of technology and staff enablement based on a people-centric approach, open innovation and contingent stakeholder involvement to provide an informed secure, automated and purpose-led service and experience outcomes for the hotel. 
· The aforementioned strategy implementation for TMP shall be approached through procurement and management of business analytics and other advanced technology solutions, increasing contingent stakeholder involvement for an enhanced experience and accountability disclosures whilst providing adequate training to the staff together with high-quality candidate recruitment for customer-facing roles in the hotel.
· To liaise with the human resource department and the line managers of other functional departments in TMP.  to effectively foster a continuous learning culture and identify ways to eliminate unnecessary expenditures. In the process, deploying effective and customised people-centric measures to drive employee engagement, installing an improved and highly secured version of business analytics-based customer relationship management and disseminating a purpose throughout the hotel that truly upholds the stakeholders’ needs shall be beneficial for the enhanced performance and restoring the reputation of the hotel.
· TMP to continually monitor the relevant KPIs namely, Net promoter Score, ROI and other financial and non-financial measures to better track the progress and benefit outcomes of the change strategies.
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[bookmark: _Toc167281480]Introduction
The growing importance of management consultants casting a substantial degree of power, influence and accountability to contemporary organisations imply their criticality to properly address strategic and operational issues and chalk out value-adding activities. Through meticulously crafting consultancy-driven initiatives, which are research-led and reflect the realities of the client organisation, the latter must flourish with renewed vigour (Kipping & Clark, 2012). Accordingly, in fulfilling the role of a professional Organisational Consultant for ABC Consultancy (ABC), the following consultancy report shall be prepared for an international hotel, namely, The Taj Mahal Palace in Mumbai India concerning specific issues facing the hotel relating to its service quality and externalities.  
The Taj Mahal Palace (TMP) in Mumbai remains a cherished and coveted five-star hotel in India and holds a distinct position in the marquee of hospitality portfolio brands of The Indian Hotels Company Limited. The hotel has been operational since 1903 and is located in the Colaba region of Mumbai, India. While the hotel stands as a flagship establishment catering to reputed personalities, names and dignitaries across the globe, it also strategically combines the nostalgic reminiscence of India’s colonial history and the breathtaking view offered by geographical closeness to the Arabian Sea. As a five-star establishment, TMP offers an array of services and amenities in the race to maintain its service excellence. Itinerary information about the hotel in its tangible structure includes 285 rooms and suites, 9 restaurants and bars and other venues and attractions that add to its manifestation of experiences (TMP, 2024). Regarding ABC Consultancy Service, the firm continually builds upon and refines its experience in the hospitality domain through liaising with international hospitality clients, alignment with their overall direction and developing insightful and effective solutions which also factor in a close understanding of the market conditions. Operational as a partnership venture and its key interest in experience gain (through leveraging remote, flexible working and empowered communication design) act as proactive amelioration measures taken by GECS to navigate the challenge of its infancy and render more traction to its management constancy expertise (O’Mahoney, 2021) (Brierley, 2006). 
Regarding the issues facing TMP, insights from the experiences of guests concerning their stay and perceived service quality as obtained from independent review sites indicate intense dissonance and displeasure between their current engagement with the hotel and the past. The change in management has been allegedly attributed to this disparity and includes guest booking experience, transparency in pricing and the overall behaviour of the management and staff (TripAdvisor, 2024).  This is problematic for the hotel since the full scale of the issue at hand weighs heavily on the reputation and brand image of the five-star establishment and its legacy of excellence. Moreover, recent incidents of ongoing data breaches within the hotel jeopardise customer trust whilst dampening operational efficiency which also has a ripple effect on the hotel’s faltering brand reputation. This is problematic not only at the operational level but also has strategic implications for the hotel’s decision-making preparedness and integrity (TOI, 2024). Clarifying an all-inclusive and balanced approach to stakeholder engagement in steering the hotel forward whilst balancing the disruptive influence can be construed as a challenge. In analysing the issues and problems aforementioned for TMP, the PESTLE framework shall be applied for macro-environmental influence on the hotel, SWOT and TOWS for assessing current realities and making informed decisions regarding growth and success streamlining from the inadequacies using project-based routes (Buttrick, 2009). Moreover, change management tools and theories, operational methodologies and analytical frameworks, stakeholder theory and theoretical coverages on leadership and communication also shall be applied to prepare the consultancy report. 
[bookmark: _Toc167281481]1.Analysis of the issues
[bookmark: _Toc167281482]1.1. Disparity in past and current perceived service and stay experience in the hotel and pricing transparency
Identifying the causes resulting in the discrepancy in the perceived service and stay experience in TMP, a root cause analysis shall be used to understand the main reasons leading to the problem and ultimately lead to solutions for its renewed opening catering to service and stay experience. One of the most plausible causes rendering the perceived service and stay difference in the hotel can be attributed to the inadequate utilisation and management of human capital. It has a cascading effect on the hotel’s reputation, tarnishing the image of the hotel’s consistency in service excellence and accountability towards key stakeholders. While the hotel’s parent body has accounted for a stable source of accumulated revenue over the years from restaurants and banqueting services, the favourability of demand and supply enables the hotel to allocate premium pricing for its offerings. Moreover, appreciation for providing value to every stakeholder informs their strategic move (TMP, 2024) (Noordzy, 2014) (Ershadi, et al., 2018).
[bookmark: _Hlk167035226]Human capital remains the primary element of intangible assets which bridges HR practices and business performance. Although relating to people, human capital largely remains non-standardised, dynamic and context-specific which can make it difficult to evaluate their performance (Baron & Armstrong, 2007). Addressing this aspect is highly crucial owing to the preference for high-quality service and experience in the luxury hospitality market amongst affluent visitors. Their preferences mostly transpire in fine-dining eating experiences and their stay with the hotel based on a global survey conducted among affluent travellers (Statista, 2024). In such a context, it would be vital for TMP to reconfigure their people management approaches, streamlining them with HR-driven strategies ensuring that they add value to the hospitality establishment reinforcing the glory that TMP embodies (CIPD, 2024). Pursuing the HR-driven strategies for staff-facing value addition, streamlining the many facets of staff and management inadequacy, brings to light the complementary relationship between knowledge capital, human, social and structural capital and their contributions towards organisational outcomes (CIPD, 2024). However, as guests confront many issues regarding their stay experience, staff behaviour and pricing accountability, the linkage between resource-based view, stakeholder management, human resource management practice and firm performance becomes more prominent to enhance the hotel’s sustainable competitive advantage.  In such a situation, the main motive of HRM is not only to drive employee-staff motivation and their abilities to their fullest measure but also to harness supply and demand equilibrium drawing in strategic management of human capital. Areas include demand forecast and workforce planning, staff engagement and measurement of training effectiveness with their impact on the hotel performance (Delery & Roumpi, 2017) (Hua, 2020). Alternatively, ethically-oriented HRM practice entails harnessing the human aspects of the hotel workforce and staff. The issue facing TMP primarily draws the Indian context of work and the ethics-oriented HRM practice drawing in theological and spiritual perspective has much reformation to do concerning the perception of work towards one’s identity and others (Fremeaux & Michelson, 2017).
[bookmark: _Hlk167036038]A multi-stakeholder informed approach engaging in holistic engagement and triple bottom line performance is also a pertinent area for the hotel (Westerman, et al., 2020). This has implications for the quality service provision of the hotel whilst factoring in the scope of the hotel incorporating its downstream value chain and the consequent accountability to its salient stakeholders. The combined staff and management treatment as well as price accountability mostly underscores the inadequacy and the lack of transparency depicted by the hotel’s internal stakeholders namely, staff and managers and the communication with its suppliers respectively. It exposes gaps between the perceived value in experienscape and the hotel’s disclosure which can be enhanced through taking necessary action on the hotel’s organisational culture and including the cooperation of its stakeholders (Pizam & Tasci, 2019). The finding also reveals the role of leaders in properly coordinating HR practices, clearly an area needing deliberation for the hotel. Leader and follower relationship should factor in clear articulation, desired behaviour and expectations followed by reinforcement and assessment for a strong HR system to survive (Nishii & Paluch, 2018). It is then that cohesive service perception can be built which should also develop on the natural and cultural components in the Indian context alongside the attention to ambient, functional and social logic. 
[bookmark: _Toc167281483]1.2. Data breach and reputation
[bookmark: _Hlk167037218]The recent issue impacting TMP is the asserted data breach which has compromised private customer information although the hotel spokesperson affirms the non-sensitive nature of data compromise (TOI, 2024). Applying the root cause analysis coupled with the Six Sigma approach shall be beneficial to improve the service quality and enhance the reputation of the hotel by understanding the root cause and taking corrective actions to minimise defects. As TMP embodies a strategic framework built on reengineering (margins to the hotel), reimagining (brand development) and restructuring (portfolio push), the findings further indicate a combination of digital technology and people as key enablers to stimulate its strategic directions. A corresponding equivalence can be charted by applying the three-horizons framework which projects the pertinent triggers of business activity in terms of timescale (Johnson, et al., 2020). Most assuredly, harnessing digital technology and people remains of short to medium-term relevance to the hotel, although the findings indicate a growing landscape of cyber threats and the reactive steps taken by the hotel coupled with less preparedness of personnel to manage the incidents of data compromise (TMP, 2024) (TOI, 2024). A topical interest in the implementation of lean Six Sigma practices to hotels’ supply chain activities is dependent on the credibility and accuracy of the data obtained from the source channels context and the application of a similar setup can be beneficial for TMP to navigate the issue of data breach and its effect on improving reputation (Hussain & Al-Aomar, 2018). Concerning hotel staff and directed personnel related to handling of data, a pragmatic approach towards education whilst ensuring a continuous improvement of systems and software is necessary necessitating an overhaul of people strategy and working culture in the hotel (Carnegie, 2024). A proactive inclination towards digital technology-informed personnel development shall be beneficial to reduce the overall data security compromise in the hotel. 
[bookmark: _Toc167281484]1.3. PESTLE analysis relating to the issues
The PESTLE framework shall be applied to TMP for macro-environmental scanning relating to the aforementioned issues by way of contributions and/or impacts (Johnson, et al., 2020). The framework dimensions are discussed below:
Politico-legal- The political situation of the country i.e. India can have direct implications on the continuity and risk planning fortitude of the hotel (TMP, 2024). As a premier hospitality establishment in India, TMP has a pivotal role in streamlining economic activity and driving customer satisfaction. This has a beneficial effect in driving political growth in India through the potential to create employment opportunities. Moreover, Asian countries including India present a variety of uses for hospitality and tourism which are either ostensibly directed to fulfil national purposes or are meant for power aggrandizement. Irrespective of the landscape of contemporary Indian political parties, the issues impacting TMP can serve as triggers to streamline their involvement for accelerating development (Richter, 2019). Regarding the legal landscape, TMP has to conform to the applicable laws in India which include employment, pricing, operations and sustainability. As the hotel amalgamates different layers of the international business environment, the conformity to different legal groups (global, regional, national and local) remains binding (Morrison, 2020). The issues facing TMP must acknowledge the legal relevance based on their requirements to the hotel.
Economic-TMP acknowledges the growing economic importance of India in the global stage of tourism. Driven by tourism, the nation’s growth can be attributed to the lucrative prospects offered by economic prosperity and employment generation (TMP, 2024). Despite the growing affluence of luxury travellers, the issue facing TMP concerning the discrepancy between perceived stay and service experience and price can still be concerning among discerning guest travellers, the majority of whom show tendencies towards responsible and judicious spending (Rosenberger, 2023).  
Social- TMP embodies an authentic Indian hospitality experience drawing in global luxury visitors who expect and anticipate an opulent blend of service mixed with Indian traditions and delights. Visitor data to foreign locations from the UK indicates an upward trend in expenditure and concerning luxury travel, visitors mostly search for ultra-premium offerings which are also rare, authentic and exotic in their appeal and experiences. Changing consumer preference, rise in online research and travel bookings sustainability and hyperpersonalisation are future-facing themes amongst luxury travellers. The combined influence of these trends acts as enablers to address the issues facing the hotel (Rosenberger, 2023) (ONS, 2024). 
Environmental- The rise in sustainability concerns amongst luxury consumers transpires in the demand for holistic service and tangible elements that create positive differences for the people, community, local culture and the environment. This macro-trend gives more weightage to the application of stakeholder theory, mapping the conflicting interests, expectations and reactions of relevant stakeholders combined with triple bottom line performance for holistic service and experience opportunity at TMP (Rosenberger, 2023) (Johnson, et al., 2020). However, addressing price accountability amongst the salient stakeholders i.e., customers can be challenging owing to the discrepancy between consumers’ positive attitude towards sustainability and their unwillingness to pay more for the products (White, et al., 2019).
Technological- Harnessing advancements in cutting-edge technology and cloud-based solutions to bolster customer engagement and operational experience as part of service provisions is strategically relevant to TMP along with initiating tangible changes in the HR domain for enhancing the hotel’s operations (HMR Guide, 2023). While technology in the hospitality domain includes digital competence, people analytics and digital security to name a few, their also leverage exposes the vulnerability in data security breaches observed in TMP (CIPD, 2024). Building a robust and secure organisational system is important for TMP.
[bookmark: _Toc167281485]1.4. SWOT and TOWS analysis of TMP
The SWOT framework has been applied to understand TMP’s position considering its internal strengths and weaknesses as well as external opportunities and threats (Johnson, et al., 2020).
	Strengths 
	· TMP leverages a strategic location in India alongside harnessing the country’s colonial historical heritage.

· The hotel forms India’s legacy heritage to provide unparalleled service experience and memorable experience

· Recipient of the ‘Luxury Hotel General Manager of the Year 2023’ award as well as recognition in the ‘Employee Care’ category at the World Hospitality Awards in Paris for the year 2023 (Hotelier India, 2023) (TMP, 2024).


	Weaknesses
	· Intermittent perceptions of service and experience malfunction despite being a five-star rated hotel.

· Disappointing staff and management behaviour from aggrieved customers to the hotel


· No transparency in pricing disclosure as customers complain of exorbitant prices

· Weak data protection and security in the hotel’s operations (TripAdvisor, 2024) (TOI, 2024).


	Opportunities

	· Growth in global upper middle-class expenditures in luxury travel and hospitality demand looking for unique travel experiences

· Increase in affluent yet discerning travellers presenting emerging preferences tapping into advanced technology deployment, sustainability consideration and hyperpersonalisation of services and experiences.
· Development of skills, workforce training and further driving employee engagement catering to the requirement of TMP. Guidance from the “Skill India” initiative undertaken by the Government of India can be beneficial to meet the requirements of the hospitality establishment (Munjal & Bhushan, 2017) (Allied Market Research, 2023).


	Threats


	· Increasing competition from international hospitality organisations (Allied Market Research, 2023).

· Balancing the drive for service excellence and the association of heritage in India has many players dispersed across the country which can contribute to the ease of switching. 



               			Made by student (2024)
The findings obtained from the undertaken SWOT analysis of TMP have been related based on its internal and external factors for the TOWS findings. 
Strengths-Opportunities
Implement a continuous customer service improvement culture which is directed towards enhancing the hotel’s quality assurance towards its services and experiences (Johnson, et al., 2020).
 Increase value-added experience and product and service enhancements in the hotel aligned with the persona of TMP
Increase harnessing strategic alliance and collaboration with next-generation data security technology channels for enhancing customer experience
Weaknesses-Opportunities
Decisive leverage of the Skill India programme for manager and staff development and recruitment alongside emphasising their proper engagement and continuous learning
Complement the hotel’s HR practice with technology-enabled learning and staff mobilisation moderated by ethical decision-making. Adopt a mutual gains model focusing on the employee experience approach that shall emphasise employee well-being and positive employment relationship (Vrontis, et al., 2021) (Guest, 2017) (Plaskoff, 2017)
Improving multi-stakeholder engagement for holistic marketing effectiveness
Strengths-Threats
Maintaining consistency in service quality and experience amplifying the hotel’s traditions coupled with its luxury provisions for its competitive position
Increase promotions of the hotel whilst enhancing customer-staff interaction and communication
Weaknesses-Threats
Improve the online reputation and marketing of the hotel with a responsive social media presence and handling 
Enhance inter-departmental cooperation in the hotel to identify and prioritise areas needing continuous improvement (Johnson, et al., 2020)
[bookmark: _Hlk167037563]The obtained solutions can be interpreted as potential areas for growth and competitive advantage which also acknowledge the issues facing the hotel. 
[bookmark: _Toc167281486]2.Recommendations and change management
[bookmark: _Toc167281487]2.1. Implement continuous service improvement culture
The analyses on TMP have revealed two predominant issues impacting the service quality, its focus towards excellence and its reputation in the global luxury hospitality market based on the TOWS analysis performed on the hotel. One of the suggested measures is to implement a continuous customer service improvement culture in TMP while the other remains increasing strategic alliance and collaboration with next-generation technology channels offering high-security data encryption service with advanced automation and analytics for enhancing customer experience. The first measure can be implemented across TMP focusing on the people aspect by deploying Kotter’s eight-stage change model for successful organisational transformation (Kotter, 2012). A SMART-based strategy initiative can be to increase the customer satisfaction rate in the hotel’s frontline and customer interaction channels by 5% in the next six months. In driving people-based restructuring efforts and acknowledging the risks impacting the hotel it is essential to re-allocate and streamline their configuration and engagements in the high-priority area of the hotel, namely, the frontline interface as well as customer operations for effectively streamlining the change management facilitated by leadership (Subramaniam, et al., 2011). The restructuring effort shall involve formalising a committed customer service team in the hotel premises driven by a person-environment fit which links the interaction between leadership and human resource management. Involving a fitness check in the hotel especially in the high-performance customer interaction areas, the influence of transformational leadership coupled with supportive leadership owing to the hotel’s service quality degradation context is suited to looking into the overall goal of TMP in reinforcing its service excellence whilst enhancing the hotel outcomes by looking into employee job satisfaction and work engagement (Leroy, et al., 2018) (Hauff, et al., 2022). 
[bookmark: _Hlk167100070][bookmark: _Hlk167099986]In the application of Kotter’s eight-stage model, the primary drivers for change stem from the current realities of the hotel concerning service and experience discrepancies and the need for enhanced technological security deployment obtained from the PESTLE and SWOT analyses. This should cover the urgency for the change to initiate which also corresponds with Lewin’s change model. While the structured approach of the former includes creating the climate for change via powerful coalition formation and vision followed by organisation engagement and enablement and then implementing and sustaining the change, Lewin’s model also has a similar approach via the unfreeze, change and refreeze stage of the model. Providing change guidance for swift actions for competitive gains, leadership enablement remains a key theme for leading changes amid increasing globalisation and uncertainty facing TMP (Salman & Broten, 2017). Fashioning the urgency, employee involvement is highly necessary for navigating and implementing the change and reducing the occurrences of resistance. Collecting feedback and insights from the frontline workers concerning their issues and expectations as well as proactively listing guest-facing suggestions and improvements can better coordinate the change efforts. The enlisted transformational leadership must create the ground for continuous communication through online meetings, face-to-face interactions and other means and thus reduce the perceived distance between the hotel’s leadership and colleagues whilst creating a compelling ground for an urgent requirement of the change to be implemented (Roache, 2023). For example, considering the hotel implements a high-technology comprehensive guest management system, the leadership needs to act on employee involvement and leverage adequate communication channels and modes to address the requirement of additional staff and the frontline hotel staff preparation towards the CRM use together with stimulating their engagement to reduce resistances to the change effort (Brammer & Clark, 2020). At the same time, the leadership should also inspire favourable grounds on the perceptions of social influence, system characteristics, individual differences and facilitating conditions on perceived usefulness and perceived ease of use of the implemented IT technology in TMP (Montargot & Lahouel, 2018). Alternatively, while the contextual requirement of the hotel presses on enhancing service quality and experience provisions, emphasising transformational leadership would simultaneously drive innovative behaviour by leveraging within teams and between teams and external stakeholder knowledge share (Bednall, et al., 2018).  In doing so, it is also important to focus on the accelerated change efforts focusing on the current reality of the hotel and factoring in the requirement for a secure digital transformation and restructuring efforts (Kotter, et al., 2021). This shall pave the way for a secure and automated guest experience in the hotel and ensure a high level of service through the leverage of technology and staff enablement. 
[bookmark: _Toc167281488]2.2. Enhance customer experience, accountability and repeat stay 
[bookmark: _Hlk167101004]The theme to pursue open innovations in the hotel by identifying new business models built on digitisation and decentralisation of data and information processing alongside sustainability and changing customer expectations shall require emerging modes of strategic alliances and collaborations for TMP. This shall set the stage for open innovation in the hotel with multi-stakeholder involvement reflecting the changing role of stakeholders coupled with their contingent arrangements (He, et al., 2020). In carrying out the change task, the managers of the hotel should be approached first for any grievances and feedback since if leaders are highly engaged based on the leader-member exchange theory, the cascading effect of high performance becomes evident in the employees (Gutermann, et al., 2017). This shall streamline the organisational culture transformation in the hotel whilst factoring in increased accountability and disclosure towards its key stakeholders. Acknowledging this change, TMP can implement a change objective (SMART), namely, increase customer experience and driving their repeat stay in the hotel by 10% in the financial year 2024-25 from £75.94 million in 2023-24. The change objective shall entail a strategy i.e., Taj experience and frequent stay programme. The implementation of the strategy shall concern procurement and management of business analytics and other advanced technology solutions, increase contingent stakeholder involvement for an enhanced experience and accountability disclosures whilst providing adequate training to the staff together with high-quality candidate recruitment for customer-facing roles in the hotel. Extending Kotter’s eight-stage model to effect this change management can be likened to the preparation of the hotel’s customer management system and human interface of customer interaction with a business intelligence project. Additionally, the project implementation shall acknowledge a purposed-driven strategy route that justifies benefit to the involved stakeholders whilst enhancing experience to bridge and reinforce the perceived customer cognitive dissonance and their loyalty. The magnitude of the change imperative at TMP tends towards changing the organisational mindset incorporating its value chain including technology and sustainability concerns whilst addressing the soft people-related aspect of the change (Malnight, et al., 2019) Buttrick, 2009). Embarking this change implementation also proceeds with a sense of urgency, creating a guiding coalition involving the change agents followed by creating and communicating the vision. Proceeding further on the eight-stage model and in cognisance of the root causes of failed change efforts directed towards business intelligence implementation, it is important to gain useful and meaningful data on the change progress, establish consistent and clear communication with the different stakeholder groups and present a more homogeneous understanding of customer relationship management and engagement for training purposes. Developing these competencies not only should address the gap in evaluating the values obtained on implementing business intelligence within the wider organisational change but can also underscore the presence of relevant hard and soft skills within a few people in TMP. This can cause challenges for TMP’s vastness of the project despite the validity of Kotter’s eight-stage model in streamlining business intelligence projects which shall require HR to intervene as the required change agency (Sittrop & Crosthwaite, 2021) (Trieu, 2017) (Whittington, 2005).
Considering the relative diversity and complexity involved in the change project, the sequence of the planned change activities can also be approached using Lewin’s three stages of change and Kotter’s eight-stage model depending on the degree of the requirement of incremental change and transformative change and further along authoritative and participative conditions. In the case of implementing the business intelligence project with developing the customer relationship management interlinked with purpose-driven strategy imperative for TMP, the ultimate decision rests on the contingent proposals of the change agents wherein the secured and advanced technology adoption requires more power coercion whilst service quality and experience provisions shall require more open and communicative approach (Dawson, et al., 2021). However, obtaining an effective alignment of the HR agency and their engagement in the change process factoring in the different change requirements (customer perception, resource levels and planning, enabling active employee role, benchmarked performance and stakeholder communication) of the hotel requires more deliberation on the evaluation and financial aspects as well as cost and benefits of the changes (Francis, et al., 2017). Mirroring a comprehensive action plan based on the public personnel management process quality used in public enterprises can form the guiding criteria for assessment of the change (Gökalp, et al., 2020). The approach which includes people and process assessment criteria can then be used by the HR for initiating and maintaining a continuous process improvement cycle within TMP.
[bookmark: _Toc167281489]2.3. Measuring success rates along with the cost & benefits associated with the implemented strategies
Measuring the progress and success rates of the change strategies are also essential concerning the outcomes and their benefits, frontline and customer-facing employee engagement and their involvement towards service enhancement and excellence continuity in the hotel. Foremost, in measuring the success rate of customer satisfaction rate certain KPIs can be utilised as the Net Promoter Score which can be rolled out to the guests in the form of survey questionnaires attempting to gather their feedback regarding their experience with the staff as well as obtaining their likeability of the service offered. It is reasonable to utilise this KPI for success rating owing to its existing usage in TMP for feedback collection whilst the tool also remains comprehensive in the measurement of the outcome of human capital (TMP, 2024) (Baron & Armstrong, 2007). As the HR function shall act as the agency driving the change programme, administering a high-performance evaluation also remains essential to root out unnecessary expenditures and foster learning on service dispensation. Accordingly, working as a consultant with people-centric value shall be leveraged to maximise the value offered to the client i.e., TMP (Newton, 2010). In this role, liaising with the human resource department and the line managers of other functional departments in the hotel shall lead to identifying employee grievances and collecting necessary feedback whilst allowing the opportunity to customise employee packages based on an individual’s needs. To elicit greater employee engagement in the hotel, evaluating and deploying a system of caring HRM practices coupled with training requirements such as job design, enabling work-life balance, empowerment and participation in decision-making can be beneficial contributing to greater employee commitment and thus lead to higher organisational performance (Saks, 2022). Arguably, this view is reinforced by the contingent relationship between employee retention and employee satisfaction driven by a sustainability-oriented positive work environment, growth opportunities, effective communication, recruitment and development practices (Ghani, et al., 2022). In addition, considering the current revenue of the hotel i.e. £75.94 million along with the hotel capacity i.e., upward of 1000 employees, the change initiative shall involve scaled handling of labour rescheduling costs for enhanced optimisation and the cumulative costs associated with training activities for the given number of employees. Expenditures to the hotel also include costs associated with leadership and skill development of managers and staff. Alternatively, a job demands-resources model can be linked to the hotel’s human resource areas offering a dynamic configuration of diverse job demands and personal resources whilst suitably integrating employee engagement and performance initiatives with the allocated human resources (Kwon & Kim, 2020). The consolidated coverage shall bring better value in influencing employee engagement and their innovative behaviour towards the hotel’s experience outcomes. This shall hold value also for the second change initiative at TMP.
Expanding on the second change strategy to be implemented in TMP, the window of the effectiveness of the change can be aligned when the change involves multiple stakeholders’ needs in its goals and interventions towards a common interest. Inadvertently, this requirement has a favourable degree of influence on simultaneously managing different stakeholders to fulfil the change project objective at TMP whilst incorporating a sustainable human resource-based triple-bottom-line orientation for comprehensive evaluation and success. An intervening multi-dimensional evaluation criterion can be leveraged for the success of the change directed towards obtaining an overall benefit in service and experience culture, hotel accountability and security. It shall cater to economic performance, hotel service culture and experience provisions, transparency, employee well-being, training and development and sustainability-facing progress as tracking measures. Integrating the balanced scorecard and triple bottom line measurement customised to the theme of the change can be beneficial. Accordingly, the progress and success of the change can be tracked through customer satisfaction scores, employee skills, innovation, learning and intrapreneurship and by formalising an economically and sustainability-directed cost management mechanism (Johnson, et al., 2020) (Gazi, et al., 2022) (BCG, 2024). The multi-faceted nature of this change can involve cost overruns as the change project progresses although a proper initial project review should estimate the expected costs and the benefits obtained (Segelod, 2017). The cost components in this change scenario shall include training, internal and external stakeholder communications including suppliers and technology vendors, managing and allocating people resources, and marketing requirements along with technology procurement (data security solutions, robots, artificial intelligence and service automation) aligned with the hotel scale and size (Ivanov & Webster, 2017). The benefits to the hotel shall manifest in the form of financial savings and outcomes as well as non-financial namely, enhanced experience, accountability and consistency in brand value towards customers.
[bookmark: _Toc167281490]3.Action plan
	Number
	Problem
	Solutions
	Desired Outcomes
	Time Scale
	Completion Date
	Planned Budget

	1.
	Discrepancy in perceived service in the hotel

	Implement a TMP customer service improvement culture focusing on the people aspect of change. This shall require a people restructuring effort in the hotel formalising enhanced service quality and service satisfaction in the frontline channels and operations.  
	Employee involvement is crucial to identify any inadequacies in their management and service delivery.

Improvement in the leadership configuration to better drive the service culture in the hotel that builds on transformational leadership and supportive leadership to address employee engagement 
Enhance communication within the hotel and act on feedback received from customers alongside employee insights. 
	 1 year
	17/5/2026
	£10,000 (includes sourcing costs, recruitment expenses, training expenses, leadership development programme charges)

	2.
	Data security breaches & hurdles in positive experience and accountability in the hotel
	To promote the grounds for open innovation to foster within the hotel that comprehensively addresses experience provision by identifying new business models, data security requirements and sustainability.

Implementing a multi-stakeholder involvement and communication initiative within TMP which emphasises a contingent role of the individual stakeholder.
Agree to enable a TMP-wide business analytics-based customer relationship management solution with a purpose-driven approach
 Approaching the comprehensive change and its evaluation as a continuous process improvement cycle.
	An increase in open innovations within the hotel to identify new business models can lead to performance gains which ultimately shall increase the return on investments, assets and sales. 

The continuous approach to change is vital for agile adaptation to market dynamics and emerging service requirements in the hotel so that it can keep pace with global competition. 

The business intelligence-enabled CRM implementation shall be crucial to streamlining service quality and experience provision in the hotel as it would enhance communication, cross-functional collaboration, the need for flexibility and accurately map the context of strategic collaboration with purpose-driven agenda in the hotel. 
The change progress shall reflect its wider interests decisively integrating the balanced scorecard and triple bottom line performance.
	2 years
	18/5/2026
	£20,000 (expenses include advanced security, analytics and automation procurement, marketing, additional resource pull and people training)



[bookmark: _Toc167281491]Conclusion
Taking the opportunity to thank the management at the Taj Mahal Palace in Mumbai for allowing ABC consultancy to collaborate on identifying the change requirements in the hotel, the report has identified certain definite areas in the hotel whose improvement and development are crucial for the hotel’s service and experience-related outcomes. Findings from the investigation on the hotel show that despite the five-star rating, TP remains inconsistent in its service quality which has been met intermittently with disgruntled hotel guests. The disparity in its services has a marked detrimental effect on the customers’ perception of service whilst the hotel also lacks accountability in its price disclosure.  In addition, the hotel also reports vulnerability in its handling of customer data amid the increase in such occurrences and the less preparedness of the staff to properly address the situation. Developing on these salient issues facing TMP are the relevant PESTLE factors which influence these issues while the SWOT analysis has also been used to arrive at strategic solutions which can enable TMP to properly navigate the issues. Based on the analyses conducted on the hotel, the following strategies can be beneficial to reduce the issues confronting the hotel which have informed with the relevant change management approaches. The first measure is to focus on improving the service culture in the hotel through a SMART-based strategy initiative namely, to increase the customer satisfaction rate in the hotel’s frontline and customer interaction channels by 5% in the next six months. Moreover, TMP also needs to implement a change objective (SMART), namely, increase customer experience with a purpose-driven approach and their repeat stay in the hotel by 10% by the next financial year. Focusing on change management on the former, it is vital to intervene in transformational leadership with supportive leadership whilst enabling employee involvement and their development with adequate leverage of communication channels and modes to enhance the service culture in the hotel. The latter strategy initiative converges various requirements such as experience, accountability, sustainability and business analytic-based customer relationship management for the hotel. Acknowledging the change requirement, TMP must drive effective communication to streamline open innovation and contingent stakeholder management and integrate business analytics with customer relationship management whilst factoring in purpose-driven imperative for comprehensive change outcomes aligned with the strategy initiative.
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