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1.0 EXECUTIVE SUMMARY

This consultancy report is made by BUSYness Experts for the Marriott Lisbon. The main purposes of the report are to highlight and analyse weaknesses in departments or areas within this particular hotel where the management/leadership needs to implement new rules or to improve aspects that are already implemented, but not practiced very well, such as bad customer service, disorganisated kitchen team and old-fashioned rooms. Along with highlighting and analysing the issues faced by this resort which will be explained briefly in the next section, the report aims to offer appropriate recommendations in order for the business to maximize its potential and revenue. 
The following section will offer an overview of the scope and analysis of the issues within this report, firstly looking into the internal aspects, using the SWOT Analysis, followed by an external evaluation done following PESTLE Analysis. 
The main body of the report will discuss in detail and will analyse each situation in particular, in regarding to how the situation is at the time of writing the report, within each department, as well as arguing the ideal way the situation should be stated, along with offering general recommendation. For instance, how could the poor customer service and the efficiency of a team be improved by offering more training and guidance, as well as employee empowerment, freedom to decision. The third issue discussed in the report – the old-fashioned rooms will have to be improved through a refurbishment plan which will add great value to the hotel.
The 5th section of the report is showing the findings and the results of the matters in a table format, trying to present them in a more compact and organised way, having them explained as well under the table. 
Therefore, based on all the information found throughout the paper, the next section offers an action plan, again organised in a table, making it easier to follow and understand, but also written under the form of a SMART Plan, which is a great tool for organisations, as well as for individuals when looking to achieve a certain goal in a certain amount of time. 
The action plan then is followed by a rubric of recommendations, specially tailored on the needs of the hotel, such as new models of training, empowerment, good team organisation and reinvention of the hotel. 
The last part of the article offers a conclusion, established on the information given throughout the paper. 





2.0 INTRODUCTION.

This report is addressing some of the main problems that Marriott Lisbon is facing, such as poor customer service, outdated rooms and a disorganised kitchen team; the purpose of the report is not only to highlight the issues, but also to offer advice, recommendations and solutions to the problems faced. 
In order to analyse the issues and develop a full awareness of the overall situation an internal and an external analyse has to be performed, therefore, a SWOT Analyse will be performed on the company in order to find and understand their strengths, weaknesses, opportunities and threats and to be able to find solutions and recommendations to overcome the threats and weaknesses and to find more occasions to take advantage of the strengths and opportunities that the company has (Schooley, 2019). The second method that looks at the external factors applied in this case will be a PESTLE Analysis which is looking at factors such as political, economic, social, technology, legal and environmental aspects (Hart, 2021). The reason these two methods were chosen for this report is that they offer good awareness of many internal and external aspects impacting the business and therefore a better understanding of how and where the company needs improvement. 





























2.0 SCOPE & ANALYSIS

This report is based particularly on the 4-star Lisbon Marriott, from Portugal, opened in 31 August, 2001 (Marriott International Opens First Marriott Hotel in Portugal, 2001). The hotel’s address is on Avenida dos Combatentes 45, Lisbon, which is at a distance of about 8 km – 10 minutes by car from the seaside and about the same 10 minutes distance from the airport. The hotel is offering hotel 577 guestrooms and suites, all with floor-to-ceiling windows, private balconies and fast Wi-Fi (payable services), as mentioned on their official website (Lisbon Marriott Hotel, 2021). The hotel is equipped with their own terraces and their restaurant – Citrus Restaurant Grill, where guests can enjoy Portuguese food, tapas and wine. Marriott Lisbon also provides a range of venue options, suitable for many events, along with catering services. Based on the data available online on linkedin.com about the hotel’s capacity of employment, it is mentioned that the company size can hold in between 200 – 500 employees; however, there are only 56 working staff employed at this moment (2021).
However, the hotel has some weak points as well, as noticed from their reviews within the last two years on TripAdvisor and Booking.com where guests have complained mostly about the poor customer service delivered in this particular hotel, as well as about the food which the hotel’s personnel has not re-filled during the food service and about the fact that the rooms are very outdated, even though they are advertised as renewed. However, the current situation of COVID19 pandemic also needs to be taken into consideration when checking the reviews, therefore on the two websites mentioned above, the reviews mostly stopped with the year 2020, when the pandemic took a big turnover and have zero reviews from 2021. Nevertheless, on their official website – Lisbon Marriott, the good reviews started to pick up during the last few months, sign that all the time away from customers actually brought something good for the hotel and the leadership has had some time to make some of the right adjustments within the company. 
The next part of the report will cover a SWOT Analysis, in order to highlight the strengths, weaknesses, opportunities and threats for the Lisbon Marriott. 


SWOT Analysis

	Strengths
	Weaknesses
	Opportunities
	Threats

	◆ Brand recognition 
◆ Busy location
◆ Fitness center
◆ Swimming pool
◆ Event venues
◆ Loyalty program
◆ Senior discounts
◆ Mobile app
◆ Concierge 
◆ Pet friendly
◆ Children play area 
◆ Mobile check-in and check-out

	◆ Poor customer service
◆ Loyalty program needs improving
◆ Small rooms
◆ Outdated
◆ 20EUR fee pets/night
◆ Smoke-free policy
◆ Incorrect pricing on Loyalty program

	◆ Growing tourism
◆ Warm country
◆ Attractive for business travelers  
◆ Global growth

	◆ Competitors
◆ Financial downfall due to COVID Pandemic
◆ Slow economic growth






An important step for any business is to undertake an internal analyse in order to find out what are the strongest points of the organization, as well as the weak points, in order to be able to adjust what it lacks and in order to turn the weaknesses into strengths and the threats into opportunities. Looking at the internal analysis of the Marriott Lisbon provided by the SWOT Analysis, it is concluded that the Strengths and Opportunities it has overcome the Weaknesses and Threats. One of the main strengths of the hotel is the brand recognition worldwide, along with its location, close to the airport and the seaside. The other strong points the hotel provides for its guests within the resort are the fitness centre, swimming pool, children play area, event venues, a concierge who is able to provide information about the surroundings, as well as offer help in regards to any concern throughout their stay at the hotel. Marriott Lisbon also dispose of Loyalty Programs, Senior discounts and a mobile app which allows guests to self-check-in and out of the property, limiting the human interaction and permitting things to run smooth and avoid long queues and waiting times at the reception. 
The weaknesses of Marriott in Lisbon, as their reviews mention are the poor customer service some of their guests have experienced, the outdated and small rooms, the smoke-free policy within the resort, the pet fee and the incorrect pricing which some of the customers faced through the Loyalty program. 
The third point of the analyse is looking at is the opportunities this particular hotel has, as follow: the location of the hotel, Portugal being a touristic destination due to the high temperatures and the landscapes it offers, as well as the suitability of the hotel to host families in vacation, as well as business travelers. 
The last point reviewed is the threats the hotel is facing; Marriott Lisbon has as main threat the competitors, the slow economic growth and the big financial downfall due to COVID19 Pandemic. 
 
The next part of the report is looking at the external factors that affect the hotel which is being done following the PESTLE Analyse. The Analyse will be done based on the current situation and not based on the past information. 


	Political
	Economic
	Social
	Technology
	Legal
	Environmental

	- May 2021, doors open for tourism, without having to quarantine at the return (Amaro, 2021)
- Media names Portugal ‘It’ destination 3 years in a row (2021)
- Tax rate very 14.5% – 48% - residents 
- 25% fixed tax rates for non-residents (Portugal - Individual - Taxes on personal income, 2021)
- 2020 – Corruption Index Score – 61/100; Rank 33/180 (Corruption Perceptions Index 2020 for New Zealand, 2021)

	- Minimum wage – 775EUR/month in 2021 (Portugal National Minimum Wage - NMW 2021)
- Unemployment rate decreased – 12% in 2015 to 6.2% in 2019 (Xinhua, 2019)
- Economy decreased by 13.9% in second quarter of 2020 (2021)
- Latest investment – honey production and pollination industry (Butcher, 2021)
	- Population – 10mil – 2021 
- Population decrease 0.28% from 2010 to 2021 (Portugal Population Growth Rate 1950-2021, 2021)
- Predominant population 35-60 years in 2021 (2021)
- Society and business – stratified and vertically structured 
- Population – 94% roman catholic 
- Portuguese language derived from Latin (Portugal - Language, Culture, Customs and Etiquette, 2020)
	- ICT sector – 4.7% of the European Economy 
- 5th European country with the highest number of doctorates in science and technology 
- 7th position in the Leading Offshore Service Location for technology in 2014 in Europe, Middle East and Africa (Tech/innovation | Portugal IN, n.d.)
- Web Summit – held in Portugal in 2016, 2020 and 2021 (The best of Portugal at Web Summit 2020, 2021)

	-  ACT - support the improvement of working conditions, hazards in the workplace and control the working standards laws regarding health and safety in all activity sectors (2021)
- February 2019 – disabled workers quotas – medium-size enterprise: 1%; large size-enterprise: 2%
- Portuguese Labor Code - Protection laws against harassment within the workplace (Anti-Discrimination Laws in Portugal - L&E Global Knowledge Centre, 2021)
- COVID19 Impact – new laws – health & safety, travel, etc (COVID-19 | Measures implemented in Portugal | www.visit
portugal.com, n.d.)

	- Temperate climate – North - cool and rainy; South – warm and sunny 
- Winter temperature: 9.5°C - 12°C; Summer: 21°C - 28°C 
- Best months for city tourism: mid- May – mid-June; best months for beach: July -August (Portugal climate: average weather, temperature, precipitation, when to go, n.d.)
- Since mid-70s – temperature has risen at a rate of 0.3% per decade; last four decades – continuously drier (World Bank Climate Change Knowledge Portal, 2021)



Based on the information provided by the PESTLE Analysis, there are six external factors that impact Portugal, implicitly Marriott Lisbon. The first factor analyses the political aspect which involves the tax rate deduction from the employees’ wages monthly. The residents are paying a tax percentage of 14.5% to 48%, depending on their income, while the non-residents of the country are paying a fixed tax rate of 25%. 
The corruption rate in Portugal scores 61 out of 100, where 0 is highly corrupt and 100 is very clean, and is on rank 32 out of 180 countries. 
Portugal received the name of ‘It’ destination for three years in a row by the media. 
Due to COVID19 Pandemic, the tourism industry had drastically suffered in Portugal as well, having opened its doors again in May, 2021. 
The second aspect of the analyse is looking into the economic situation of the country, considering the unemployment rate which has decreased from 12% in 2015 to 6.2% in 2019. During the Pandemic, the overall economy has decreased by 13.9% during the second quarter of 2020. 
The minimum wage in Portugal at the present time is 775EUR/monthly. 
The social aspect is looking at the social and business structure – having a stratified and vertical structure. 
The population has decreased by 0.28% from 2010 to 2021, having a population of 10M in present, most of them being catholic. Their language is derived from Latin. 
The next factor considered in the external analyse is the technological factor which claims Portugal on the 7th position in the Leading Offshore Service Location in technology in 2014 in Europe, Middle East and Africa, as well as 5th on the position with the highest number of doctorates in Europe. 
The next phase of the external analyse is looking into the legal side, such as health and safety laws, discrimination laws, which also include the disabled workers. It also involves the new laws implemented due to COVID19. 
The last point is based on the environmental factors, such as the climate – temperate – North – cool and rainy and the South – warm and sunny. The lowest the temperatures will get during the winter season are in between 9.5°C - 12°C, with a temperature of 21°C - 28°C during summer season. 
The best time to visit Portugal are summer months – July and August. 














3.0 MAIN BODY

As mentioned above in the introduction of the report, the main three issues the paper is focusing on improving are poor customer service, outdated rooms and the lack of organisation during dining times. While there are some concerns that need to be looked into and fixed, the hotel has also good points and services to offer to its guests, such as loyalty rewards, senior discounts, swimming pool, fitness centre event venues and a good standard of cleanliness (Lisbon Marriott Hotel, 2021).
Talking about the first issue mentioned which is the great importance of high-quality customer service; when guests are complaining about poor customer service it can suggest untrained or/and unsatisfied employees, which directs the problem not just to the general manager, but also to the managers of each department within the hotel. A good leader knows how to offer support and help to his team members, as well as offer rewards for a job well done. Whilst Marriott is a global brand, the guests are expecting a certain level of the professionalism, and therefore, an untrained or unhappy employee could almost ruin the whole image of a brand in the eyes of a guest. 
Citing Richard Branson, the owner of Virgin, talking about the importance of employees and customers – “Clients do not come first. Employees come first. If you take care of your employees, they will take care of the clients.” His policy regarding the employees is empowerment and he believes that if the employees are happy and appreciated within their workplace, they will also be more relaxed and able to deliver more satisfactory and high standard service (Tucker, n.d.).
Every good hotelier company must be able to provide good customer service, as the human interaction leaves a print that most of the time remains and matter more than the facilities or the amenities of the place itself. 
As Marriott is a respectable chain of hotels, high standard service is required in order to keep the customers happy, thus, there are two ways to deliver a good resolution for any problem that may arise. 
The first and still most used type of approach is the manager approach, where the higher grade is the one to take decisions and solve problems. However, in order to keep not just the guests happy, but also the employees and to help the business run more productive and efficient, a good leader knows how to empower his employees and offer freedom of decision, process that involves good communication and listening skills.  
The basic steps in delivering great customer services are showing the customer how important it is for the business and you – the employee, to have him staying at your hotel. Excellent service is considered when one goes beyond expectation when having to deal with a complaint or asked for something. Therefore, there is a list of ten things on how to deal with a complaint, regardless the empowerment level: - 1. Listen – it makes people feel their viewpoint is important and it calms them down
	2. Stay calm and be polite – in order to get to a positive outcome, it is very important to stay calm in a ‘chaotic’ situation – proving confidence and professionalism 
	3. Use body language – mirror the guest’s behavior (example: if the guest is sad down, you sit down as well; if the guest stands up, you stand up as well)
	4. Don’t put the blame on anyone – go to the root of the problem and resolve it, don’t blame people around 
	5. Take ownership – taking responsibility for mistakes can result in positive impact on complaining customers, suggesting the willingness to learn more and improve 
	6. Do everything in your power to please their expectations – try to accommodate as much as possible to the customers’ requirements (example: if a guest has complaint about food, you can offer them dessert as an extra – goodwill gesture)
	7. Ask them what would be their ideal resolution to the problem – apply a different tactic – make the guests feel important and let them say how they would want the issue to be resolved; once you know their wish, you can try and make it happen
	8. Train the staff – offer guidelines to the employees and offer some kind of freedom of decision to front line staff. Most of the times, the complaints could be resolved quicker if empowerment is implemented
	9. Learn from mistakes – use the feedback to become better 
	10. Always respond to customers feedback/reviews – demonstrate commitment and professionalism by replying to negative reviews as well instead of just taking the credit for the nice ones (Taylor, 2019).

Hospitality industry involves a friendly manner and a positive attitude. 
Nobody was born to know how to deal with other people in all circumstances, that is the reason why there must be always training sessions offered to new employees. The trainings need to be offered to every single employee when starting to work for an organisation, making sure that they understand the organisation’s vision; also, the existing employees need to be reviewed from time to time in order to decide if there is more training needed or if anything needs improvement. This can be easily done by asking for feedback, handing questionnaires and holding meetings.  
As Philip Jones, General Manager at Ritz Carlton mentioned in 2019 in an interview conducted for Hospitalitynet, “Empowerment is one of the hardest things to implement. It’s easy to say, but, you know, there are so many boundaries to it.” Thus, Jones declares that sharing the same vision and common goal is the key when looking to empower a team. He also discussed about how himself is empowering his team, by allowing them the freedom to do what they think it’s best and ethic in any unique circumstance faced with the guests; apart from allowing staff to take decisions, Jones offers them clear training on how they should ‘surprise and delight’ the guests, as well as a written framework, which states the level of freedom the employees have (Raub, 2019)
Hence, Elmar Derkitsch, General Manager at Marriot Lisbon should focus on empowering his team in order to maximize the operational as well as the financial potential. Once one knows and understands the main target a company has, they can be trusted and left to make decisions. 

The second issue considered in this report refers also to bad organisation, in a particular department – the kitchen. While many guests have posted positive reviews online regarding this subject, not a small number of them have complained, mentioning that the food once gone, the staff was not careful enough to notice and to refill the platers. This issue suggests an unorganised team which does not know exactly how to work effectively and prove that they are not aware of the flow of guests, nor they do not have a supervisor responsible for the wellbeing of guests during meals. 
The best approach in regarding this issue would be to reorganize the kitchen team and delegate specific tasks to every member, so these kinds of situations can be avoided in the future. While there have to be employees cleaning the tables and serving the food, there also must be a person in charge with the supervision of the entire process. Not the least, the chefs need to know the number of guests checked-in the hotel at all times in order for them to estimate the right amount of food needed during a certain day.
The kitchen department deserves to be mentioned and kept up to high standards as it is one of the most important departments within a hotel, therefore this also is an issue that should be fixed now. The job roles within this sector are very strict (see fig.1) in order to take maximum advantage of their strengths; the roles are vertically structured and they start from the bottom as follow: 
Entry Level:
· Trainee Steward – keeps the bar and restaurant clean
· Kitchen Steward – mainly stocking 
· Apprentice / Trainee – learn to become a full-time chef
· Commis I – prepares food and ensures a professional service
· Commis II – daily food preparation 
· Commis III – prepare the tables, supervise and help Commis I and Commis II
Supervisory Level:
· Assistant Chief Steward – manages the inventory of all equipment, manages the stewing team 
· Demi chef de Partie – prepare and cook food – breakfast, lunch and dinner; ensures cleanliness 
· Chef de Partie – oversees a specific section of the kitchen 
Executive Level:
· Chief Steward - inspects kitchen, workrooms, storerooms, and equipment for cleanliness; purchases supplies and equipment
· Junior Sous Chef – inventory, food preparation, staff management 
· Executive Sous Chef – assist the Executive Chef with overall operation; manages kitchen operations and administration work, organize and ensure guest satisfaction
· Pastry Sous Chef – plans the week, delegates tasks, act as a mentor for the pastry and desserts team
· Executive Chef – manages daily operations of hotel and restaurant kitchens; hire, train, supervise kitchen staff (Career Paths | Kitchen Department | Hospitality Industry, Sri Lanka | Sri Lanka Tourism Alliance, n.d.).
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(fig.1)

Every high standard hotel, such as Marriott Lisbon, needs to follow these stages as close as possible in order to ensure best productive and effective results. 

The third issue discussed in this report is the outdated rooms’ issue. Many loyal customers to Marriott who have visited Marriott Lisbon have complained about the outdated aspect of the rooms, defective showers and air-conditionings and have claimed that this is not the way Marriott presents itself usually. The reviews that this part of the report is mainly based on are available online on tripadvisor.com. 
Due to so much negative feedback regarding the old-rooms’ aspect and related problems, the general manager of Lisbon Marriott should definitely take into consideration that it is time for an overall upgrade. An interior designers team has to be called in to do the job, as the hotels have to be upgraded in order to maintain their revenues, thus, this issue should not be left like this for long. Some experts claim that “hotels should be renovated every three years” (How Often Should Hotels Renovate? Hotel Renovation Company, 2020). Even though this is not a mandatory rule and every hotel should consider refurbishment when some signs arise, such as a drop in room occupancy. The same website as mentioned above claims that in average this happens once every six to seven years. However, there is no information about Marriott Lisbon regarding a refurbishment since 1999 when the president and managing director, Ed Fuller, gave an interview for a news company about the plans for refurbishment over the next 18 months (Marriott To Manage Existing In Lisbon, Portugal, 1999). Nevertheless, a positive aspect is provided by a review available on tripadvisor.com which stated back in 2020 that the refurbishment and renovation process has started at Marriot Lisbon (LISBON MARRIOTT HOTEL - Updated 2021 Prices, Reviews, and Photos (Portugal) - Tripadvisor, 2020).
After the long period hospitality industry has been put on hold and the hotels were locked up, now was the excellent time for Marriott Lisbon to have some improvements added to it, as now the competition between companies is even bigger, due to the challenging times they faced, so the brand recognition strength may not be as strong as it used to in the past. 
Marriott Lisbon is proud to have a lot of positive aspects as well and received many praises for the good service during guests’ stays at the hotel. 










5.0 FINDINGS & RESULTS

	
Poor Customer Service
	
Kitchen Unorganised
	
Outdated rooms

	· Untrained, unsatisfied employees
	· Platers not refilled – not organized 
	· Low standard rooms

	· Communication, listening, problem-solving skills
	· Vertical-role structure 
	· Hotels renovate once every six to seven years

	· Deliver great customer service – 10 steps
	· Communication skills
	· Marriott Lisbon started refurbishment in 2020

	· Empower the employees
	
	



As the table presents, the hotel could do better in some aspects, thus, it requires valid advice. Looking at the issues, it can be concluded that two of them are based on lack of organisation while the third one has to do with lack of interest for the business. 
The poor service situation needs to be reviewed and refreshed, so the company can thrive; more training and more appreciation must be offered to the employees; skills such as good communication, listening and problem-solving skills are required in this field, therefore these must be implemented in the initial training. When an employee understands and recognizes the same values as the company, it is important that a good leader will empowers the employee and allow him decision making, while still remaining available for advice and support.
In order to win at guests and keep everybody happy, there is a list of 10 steps in delivering high standard customer service: 
- Listen. The first and main thing is to be able to listen to the needs or concerns the guests have in order to help them and keep a good atmosphere 
- Stay calm and be polite. It is very important to remain calm in stressful situations in order to get to a positive resolution 
- Use body language. When dealing with complaining customers, never stay on top of the guest if he sits down, never sit down when the guest stands up 
- Don’t put the blame on anyone. Always get to the root of the problem, don’t take the easier way 
- Take ownership. Admitting to a mistake proves willingness to learn and improve, while also proving a responsible and professional manner
- Do everything in your power to please their expectation. Do what you’re asked and a bit more 
- Ask them what would be the ideal resolution. Let the guest be involved and feel empowered, while finding out from them the most appropriate approach 
- Train the staff. Promote empowerment and decision making, while still offering clear but not strict guidelines 
- Learn from mistakes. Use guests’ and employees’ feedback to become better
- Always respond to guests’ feedback/reviews. By replying to both positive and negative observations, a manager demonstrates commitment and professionalism

The second issue found at Marriott Lisbon is the lack of organisation and communication in the kitchen team. Several guests had not have a very pleasant experience during meal times when the kitchen staff did not notice that the food ran out, so no one refilled it. Considering the grandiosity of the brand, a certain level of care and professionalism is expected and not properly trained or ignorant staff and certain circumstances should not be tolerated and accepted. Thus, being a global known brand, it attracts many guests, both business travelers and tourists, hence the hotel has a relatively high flow of customers that need to be looked after. 
For that reason, the kitchen needs to be in perfect running conditions from all aspects and this involves every member knowing their own role within the team. Usually, a well organised kitchen team has a vertical structure and every member knows and respects a well-defined role. The model should be followed as close as possible, based on the size of hotel/restaurant as well. 

The third problem the report is referring to is the outdated rooms situations. Many unhappy reviews have been left on reviews websites as well as on the official website of Marriott Lisbon about the situation with the old-fashioned rooms and the fact that they received rooms with broken showers, broken door’s handle and some cleanliness related aspects. These facts required immediate fixings and adjustments done in all usable rooms, to avoid any future inconvenience, as well as immediate training review in relation to all the new health and safety laws and everything related to cleanliness.  Nevertheless, this became a common thing mentioned in guests’ reviews. After over 20 years of no refurbishment reports found, in 2020, a guest mentioned in a review about the renovation that was happening at Marriot Lisbon; great improvement and investment. 
In a specialized website mentioned about above, it is stated that the ideal time gap for a hotel to reinvent itself is three years. However, the same article concluded that in average the hotels tend to renovate once every six to seven years.














































6.0 ACTION PLAN

	
Number
	
Problem
	
Solution
	
Desired outcome
	
Time scale

	
Completion date
	
Planned budget

	1.
	Poor customer service

	To implement new training techniques, along with guidelines; once the training is completed and employees understood the company’s vision, next important step is empowerment.

	Negative reviews should not appear anymore, but good and appreciative ones. It is important that the guests feel that their feedback reached the company
	1 week
	01/07/2021
	£8.000

	2.
	Lack of organisation in the kitchen
	This reorganisation process requires a new training technique. Kurt Lewin’s Change model or Kubler Ross’ Change Curve Model are among the best ways to implement a new protocol and routine for staff
	Great organisation and every member should be focused and aware of their own task 
	2 weeks 
	01/07/2021
	£7.000

	3. 
	Outdated rooms
	A new refurbishment plan needs to be implemented 
	Renovated rooms must become available as soon as possible  
	4 months
	30/09/2021
	£70M


 
A globally known brand, as in the given scenario, rases high expectations from the guests. Therefore, the aspect of the property as well as the behavior of staff are extremely important aspects. As stated in the Action Plan, urgent reviewing of the personnel’s training is needed in order to make sure that every employee understands what the company value is and what does it targets, and so the employees can improve the efficiency of the overall productivity and be able to assist up to a point the guests regarding complaints, requirements, etc., depending on the rang they have within the organisation. 
The kitchen reorganisation is another important phase. People can take time to adjust to changes or even become resistant and reject them from the zero point. Thus, the way that the situation is presented to the employees is essential in order to make them understand why change is good and make them desire the same goals as the company. Both models recommended – Lewin’s Change Model and Kubler Ross’ Change Curve Model are explaining about how people adjust to changes and what are the usual turnovers. 
Lewin’s Model of Change is talking about three stages that people usually go through before they understand the reason for the change and embrace it: Unfreeze, Change and Freeze. Lewin’s refers to the first step as the time when people/employees are prepared for change, understand why change is beneficial for them and are ready to step out their comfort zone. The second stage is referred to as the transition stage where although it is clear why that certain change is happening and is constructive, people still need time and support to adjust. The last stage is discussing about a stability created once the changes took place and people became comfortable with their new routines (Connelly, 2020). 
The second model recommended to be included in a new training is Kubler Ross’ Change Curve which is also talking about stages of emotions that people go through when a change is enforced on them. This model combines 5 stages, as follow: 
1. Denial – defense mechanism on, stage of shock 
2. Anger – frustration feelings arise and someone has to be blamed 
3. Bargaining – try negotiations in order to postpone the inevitable changes
4. Depression – person feels that things work against him/her
5. Acceptance – stop resisting change and accept the reality (Belyh, 2020).
These two models presented above are not applicable and recommended just for the kitchen department, but to be applied as a part of all trainings provided for the staff. 
Major aspect changes of a hotel have a huge impact on its performance. As an example, Grosvenor House in London has planned a £90M renovation which increased its value by 80% to £600M (Langdon, 2002).
Hence, the outdated room topic discussed in this report was to be fixed by planning a refurbishment and renovation plan for the entire hotel; process that was already started in 2020, but not yet finished. 
Once the training is done well and all the members within an organisation target the same goal and have the same values, it is time to set up a proper plan rather than a table plan, including specific goals, time frames, costs, etc. This is the time when the leader sets up a SMART Plan which refers to Specific, Measurable, Achievable, Relevant and Time-Bound aspects. This plan is done by answering to specific questions related to each aspect in order to get the most accurate and clean answers. George T. Doran was the first one to have talked about a SMART Plan back in 1981 in his paper called “There’s a SMART Way to Write Management’s Goals and Objectives” (Eby, 2019).





7.0 RECOMMENDATIONS 

· Apply Lewin’s Model of Change or Kubler Ross’ Change Curve based on their suitability for the team - during all trainings for all the departments within the hotel
· Offer more customer service training and support in skills development. Ensure that the employees are on the same page and share the same values as the company 
· Empower the employees; give freedom of decision for a more efficient and optimized day-to-day operational outcome 
· Reorganise the kitchen team, so every member has an established role with clear tasks 
· Reinvent the hotel. Renovation of a hotel adds up enormously to its image and value 




































8.0 CONCLUSION

Drawing a conclusion based on the findings throughout this report, it is clear that the hotel is on the good path, but lacks some improvement in some areas, such as the customer service skills the employees hold, the inorganisation of the kitchen team and the old-fashioned rooms that still exist. Although the hotel has great strengths, some improvements need to be considered in these mentioned fields. 
Mainly, the recommendations offered for the issues presented are a different approach over the training tactics, as well as the inclusion in the training procedure of a Change model based on what suits the team best. Not to be mentioned last, empowerment is extremely significant and has to be implemented from the General Manager downwards, allowing a level of power to each member of the team, with consideration to their position, to make decisions and to resolve the situation that arise daily in the hotel. 
A reorganisation of the kitchen team also needs to be considered, as according to guests’ reviews there is not enough organisation regarding the kitchen team, permitting therefore mistakes to be made.
Although the hotel has started the renovation process at the beginning of 2020, there is no information available to public regarding the new improvements brought to the resort, therefore this can be a minus on the marketing side of it. Whilst the refurbishment procedure was started, there is still a lot of work to be done, preferably in an organised manner, in order to upgrade all the guestrooms.
On a closing note, BUSYness Experts Company would like to take the time and thank you for trusting our services on such an important matter for your company. Our company is very pleased with our partnership and is looking forward to a new collaboration with you again in the future! 
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