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[bookmark: _Toc164641982]Executive Summary
The executive summary introduces the consultancy report on Accor Singapore, presenting the concerns related to the functioning of the Sofitel Singapore City Centre building, and key recommendations and conclusions to strengthen its services and enhance the overall visitor experience.
Introduction of the hotel 
Accor Singapore is one of the country’s most prominent hospitality firms owning and operating numerous hotels throughout the city-state. Among its most iconic structures, the Sofitel Singapore City Centre has been set amidst the lavishness of the city-state of Singapore. This structure is popular and widely recognized for its lavish accommodations and amenities, quality services offered, as well as its advantageous location, granting visitors an exquisite merging of French elegance and Singaporean expression. This report will consider the viable solutions to enhance the performance of a five-star hotel, the Sofitel Singapore City Centre. The hotel is located in the central business district of Singapore. The Sofitel brand has always been recognised as possessing the greatest French elegance. However, the SSCC is a luxury hotel that is rapidly losing out to the fierce competition from other luxury hotels in Singapore.
Key Challenge
The problem with the Sofitel Singapore City Centre is aggravated by the entrance of other new luxury hotels into the market. This places its ability to retain its distinctive character and competitive edge at risk, even though it is a world-renowned establishment. It needs to adapt to the changes in the hospitality sector caused by new entrants for it to continue to be a market leader in deluxe hospitality. However, with new entrants in the scene, it increasingly finds it difficult to differentiate itself. This raises concerns regarding its long-term existence and business importance. In the current fast-moving environment, the Sofitel Singapore City Centre needs to address this issue by implementing sound strategies to enhance its uniqueness and attractiveness to selective guests. Only in this way, the hotel will be able to succeed and accept the challenge.
Key Findings 
A review of the Sofitel Singapore City Centre’s performance and guest satisfaction provides important information. Many reviews say that although the hotel is fancy, it does not provide anything unique, thus serving one and the same to all guests. The brand potential is underused due to the hotel’s inability to implement Singaporean culture and French charm in the guest service, while the Sofitel brand has a pronounced focus on the “art de vivre” concept. Lack of differentiation strongly affects the hotel’s performance, including the decrease in potential revenue, the growth of negative guest reviews, and the drop-in visitor brand loyalty rates. Sofitel Singapore City Centre needs to act in such a way to guarantee its performance in the long run and enhance its competitive advantage.
Recommendation 
In order to address the problems mentioned and enhance the guest experience of Sofitel Singapore City Centre the following recommendations are offered:
Integration of Local Culture: In order to create a unique guest experience the hotel should add authentic Singaporean elements into its image. This could be done through the selection of local art that commemorates the city’s history, supply of traditional dishes from native cuisines, and encouraging partnerships with cultural organizations to allow guests to get an authentic experience.
Personalisation Through Technology: In the modern-day hotel sector, increasing visitor satisfaction and ease is critical. By applying guest preference platforms, visitors will be able to fine-tune their stay by pre-selecting their preferred accommodations—such as pillow types, lighting settings, and room temperature. Furthermore, advancing smart TVs with local content can enhance the in-room experience and make visiting guests feel closer to home. Mobile applications can also enhance the whole visitors’ experience by giving them instant access to the hotel’s details, requests for services, and suggestions for nearby places.
Sustainability Initiatives: With the level of knowledge on environmental disasters growing, travellers are increasingly interested in taking a more sustainable-focused vacation. The hotel can implement eco-friendly initiatives by incorporating locally and sustainably sourced items in its minibar selections to attract eco-conscious consumers and become less carbon-intensive. Smart minibar technology can also be implemented to monitor the consumption of the products to prevent waste and encourage responsible consumption. Additionally, the hotel can support other eco-friendly measures such as recycling schemes and using energy-saving strategies to underscore the hotel’s commitment to sustainability. By implementing these suggestions, the Sofitel Singapore City Centre can take a significant advantage over the competitors, improving guest satisfaction, and attracting new customers looking for an authentic experience from attentive staff in an eco-friendly establishment.
Potential Benefits 
Implementing the above recommendations could have the following beneficial effects for the Sofitel Singapore City Centre. Firstly, with the use of regional culture concierge and artificial intelligence, the hotel may expect a dramatic increase in visitor satisfaction. On the one hand, guests will appreciate the opportunity to use the national colour and provide a unique, personalised experience. On the other hand, the potential effect of these initiatives on guest happiness in general will also increase. Happy consumers are more likely to recommend a company to others and return, leading to long-term loyalty and positive word-of-mouth.
In addition, after following the recommendations, the hotel will be unique in the highly competitive hospitality industry. The Sofitel Singapore City Centre will become distinguishable compared to other hotels, especially many other hotels offering compendious guest service. The accommodation would be different by offering extraordinary and individual cultural adventure. The hotel will attract more sophisticated guests interested in different experience opportunities irresistible and memorable, accommodating leading the customer to differentiation and market share. Secondly, the hotel’s income is expected to rise. Softening the rivalry through recommendation happiness and additional brand building can cause the Sofitel Singapore City Centre could charge a higher price for the opportunity and possibly attain better speed. More satisfied clients may cause more clientele to consider and more reservations to be generated.
Implementing the proposed strategies has the potential to significantly increase guest satisfaction, differentiate the hotel from its competitors, and drive revenue growth. By focusing on cultural engagement, technology-enabled personalisation, and environmental initiatives, Sofitel Singapore City Centre can position itself as a leader in the fierce hospitality industry and offer its guests exceptional experiences.
Conclusion 
These proposed strategies will grant the Sofitel Singapore City Centre a shortcut to victory in the cruel world of hospitality. By putting an emphasis on differentiation, customization, and sustainable development, the hotel should be able to resolve its current issues and transform itself into a pioneer of luxurious denizen in the region. There is no doubt that these endeavours will be successful and allow the hotel to remain a profitable business while expanding further in the future.
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[bookmark: _Toc164641983]1.0 Introduction 
The consulting study prepared by Heritage Horizons deals with the primary problems of the famous hotel of the Accor Group – Sofitel Singapore City Centre. The introduction to the case provides a general overview of the hotel, the identified problems, the consulting business, and the analytical frameworks that will be utilized.
[bookmark: _Toc164641984]1.1 Background of Hotel 
Singapore is a vibrant global hub for business and tourism with an attractive mix of technological wonder and old heritage. Located in the central business district of the hectic metropolitan of the country, Sofitel Singapore City Centre is a luxurious retreat for discerning travellers. The 186-room retreat, which opened in 2017, is ideally located for visiting the financial hub of the country, its active cultural scene, and a wide selection of delectable fine-dining options. From romantic couples to affluent business patrons, Sofitel Singapore City Centre provides a chic and chic getaway for all guests.
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Fig: Place of the hotel 
[bookmark: _Toc164641985]1.2 Background of the consultancy 
Heritage Horizons Consulting Group is a boutique consulting firm specializing in the hotel sector. The history of HHCG is a long and successful path of helping hotels unlock their full guest experience potential. Through a multi-layered strategy involving field-specific empiricism, invaluable data, and insightful analysis, our work has always been about helping hotels unlock their unique value and triumph in the most competitive market. Nowadays, in a situation where simply providing a luxury stay is not enough of a competitive edge, the Sofitel Singapore City Centre hotel reached out to HHGC to help them write a report on one of the most signification guest experience issues: the lack of the property’s unique appeal. Accor properties in Singapore. Heritage Horizons, are accompanying the hotel, aiming to face a difficult challenge: how to stay relevant and attract new guests, while preserving the hotel's history.  
[image: ]
Fig: Consultancy Logo
[bookmark: _Toc164641986]1.3 Analytical Frameworks
A mixed analytical method will be used by the firm to deliver this objective for the Sofitel Singapore City Centre. The STEEPLED analysis will present an understanding of the external environment of the company. It will deliver an understanding of the Social, Technological, Economic, Environmental, Political, Legal, Ethical and Demographic stakeholders affecting the Singaporean hospitality industry. Additionally, this analysis will be based on trends and challenges that affect the expectations and preferences of the visitors. In order to understand the mission, vision and opportunities Sofitel Singapore City Centre possesses, SOAR Analysis will be conducted. For this reason, the strong sides of the hotel would be identified, such as a perfect location, luxurious facilities and services, as well as its Elicott, Braidwood roads, and seamless transition to the MRT station. The present assignment serves in part as a conclusion to the previous one, describing how the information identified in it may be used. The purpose of this work is also to consider possible methods to combine Singapore’s unique cultural identity and the Sofitel brand’s well-known art de vivre French concept, creating an exceptionally unique experience for guests. Specifically, the results of the STEEPLED and SOAR analyses will be combined through a TOWS analysis. This technique creates strategic recommendations to exploit a hotel’s opportunities and overcome its threats after analysing its strengths and weaknesses in relation to the external environment’s opportunities and threats. I hope that by using this comprehensive approach, I will be able to identify ways in which the Sofitel Singapore City Centre can further secure its place in the Accor portfolio and become an even more unique and outstanding tourist attraction in Singapore.
[bookmark: _Toc164641987]2.0 Analysis 
[bookmark: _Toc164641988]2.1 The Issue
Several aspects of the Accor Singapore property’s guest experience must be improved. These include the variety of minibar offerings, Smart TVs’ functionality, and the site of the hotel itself (Nga, 2020; group.accor.com, 2023). As a result of adverse guest evaluations and uncritical social media remarks, the hotel’s performance suffers. This, in turn, corresponds to a decrease in the hotel’s revenue and shame of reputation. To achieve this, Accor Group’s 2014 statement describes its mission to deliver a guest experience marked by distinctive offerings and services combined with cordial and delicate warmth (group.accor.com, 2023). It appears, however, that the Accor Singapore resort falls short of the mark, as indicated by online testimonials and guest polls.
Second, for example, the small range of minibars made visitors complain about the experience that did not satisfy the image of an opulent hotel. “limited functioning of the Smart TVs in the rooms might also spoil the experience”. Finally, some visitors have trouble coming to the hotel because of its excellent location, which might cause them to suffer or have issues (Nga, 2020). It is essential due to the development of sustainable travel, as more and more visitors want their travelling to be ethical for the community and authentic for themselves (Berezina et al., 2016; Nga, 2020).
The proof of how such problems impact the hotel’s performance is given by finding out and numbers. For instance, Accor Group’s 2023 study shows that Sustainability is a significant traveller criterion, with 84% of Accor hotels worldwide having removed single-use plastic items from the guest experience (Chaker, 2023). Whatever the exact cause of this problem at the Accor Singapore property, it potentially influences visitor loyalty to the hotel and guests’ experiences.
Publicis Sapient’s 2022 study illustrates that travellers’ current needs, preferences, and selection criteria for hotels are consistent across seven nations (group.accor.com, 2023). Emotional and rational factors interact with one another, and visitors frequently change their preferences based on the situation. One of the most important findings revealed by Accor’s research is that offering and delivering a diverse range of offerings and services that cater to the varying needs and preferences of visitors is important (Hotels, 2015). The study has established that Accor Singapore's flawed guest experience factors, especially the quality of the minibar offers, the usability of the smart television, and the instant access in the hotel have an impact on the hotel’s revenue generation as well as reputation. This finding is also backed by data and statistics showing how both sustainable, authentic local experience, and changing visitor concerns among other factors are important and need to be improved upon or the guest desires them. To resolve this, the hotel manager should develop a comprehensive plan that addresses every aspect of the visitor experience and prioritizes all the changes they want.


[bookmark: _Toc164641989]2.2 STEEPLED Analysis
	Factor
	Impact on Accor Singapore

	Social
	Changing Tourist Demographics: The current traveller demands more authentic experiences, and the millennial spends more on travel than the baby boomers (IJspeert and Hernandez-Maskivker, 2020). It is essential to design the hotel packages according to the interests of millennial and Gen Z visitors. Local culture can be incorporated into the hotel offerings, which will make the stay a memorable one, and it will reflect the commitment of the hotel to the values of the local culture.
Cultural Diversity in Singapore: The Singaporean society is diverse, the country is multicultural, and the different races live in harmony (Reddy and van Dam, 2020). The offering developed by the hotel should reflect the multicultural society and demonstrate the commitment to the values of diversity. The hotel offerings should reflect the diverse local culture and, in doing so, will attract guests of various cultures.

	Technological
	Advancements in Smart Technology: Continuous advancements in technology can help improve guest experience and convenience (Yang et al., 2021). There are several components of this aspect, including the ease of integrating Smart TVs and digital concierge services across all rooms and the potential challenges of maintenance and infrastructure cybersecurity. 
Data Privacy and Security: While many other threats may also disrupt brand reputation, ensuring data protection has an importance of its own. Cyber security and data protection need to be ensured along with the experience integration of the two (Rawat, Doku and Garuba,  2019).

	Economic
	Competition from Regional Destinations: Singapore faces competition for tourist arrivals from neighbouring countries. Differentiate through unique experiences to justify higher costs. Adapt pricing strategies to remain competitive in changing economic conditions. 
Economic Volatility: Fluctuations in the economy impact consumer spending and travel patterns. Stay adaptable to changing economic conditions. Adjust pricing and promotions to maintain competitiveness and revenue growth.

	Environmental
	Sustainable Tourism Practices: Emphasis on sustainability presents opportunities to showcase environmental responsibility (Ansari, Farrukh and Raza, 2021). Implement eco-friendly initiatives to align with consumer preferences for sustainable travel. Promote energy-efficient technologies and reduce single-use plastics.

	Political
	Government Regulations: Operation including relevant Singaporean laws and policies relevant to tourism and hospitality Compliance with regulations should see the operating licence maintained Working with government-based initiatives to promote tourism and economic development (Wisnumurti, et al., 2020).

	Legal
	Contractual Obligations: In order to maintain smooth operations, it is critical to adhere to the contractual agreements as per the set agreements. Additionally, compliance with the legal requirements and the set deadline shall prevent the occurrences of disputes

	Ethical
	Ethical Sourcing and Practices: In sourcing suppliers and business operations, ethical standards should be a priority. One can do this by selecting suppliers that are reputable and operate within the ethical code. Finally, ethical standards can be made by appealing to the conscious of the travellers.

	Demographic
	Changing Demographics: Evolving demographic trends impact traveller preferences and behaviour. Stay abreast of demographic shifts to tailor offerings to target audience preferences. Understand changing needs and preferences to enhance guest satisfaction


[bookmark: _Toc164641990]2.3 SOAR Analysis
	Factor
	Description

	Strengths
	Strong Brand Affiliation: Accor Singapore benefits from its association with the global Accor brand, known for its reputation for luxury and hospitality excellence. 
Prime Location: The Accor Singapore is located in the heart of Singapore making it closer to the key attraction areas, shopping and dining destinations.
Gorgeous accommodations: The hotel offers gorgeous rooms, modern amenities, and the finest in-house dining experiences to enhance the comfort of the guests.
Multicultural Staff: With a diverse and multilingual staff, Accor Singapore creates a welcoming and inclusive atmosphere for guests from around the world.

	Opportunities
	Personalised Guest Experience: There is an opportunity for Accor Singapore to further personalise the guest experience by leveraging guest data and preferences to tailor services and amenities. 
Cultural Integration: Accor Singapore can capitalise on Singapore's rich cultural heritage by integrating local experiences and traditions into its offerings, providing guests with authentic and memorable experiences (Koh and King, 2017). 
Technology Integration: Embracing innovative technologies such as AI-powered concierge services and mobile check-in/out can enhance guest convenience and streamline operations (Das, 2023).

	Aspirations
	Enhanced Sustainability: Accor Singapore aspires to become a leader in sustainable hospitality by implementing eco-friendly practices and initiatives, reducing its environmental footprint, and promoting responsible tourism. 
Exceptional Service: The hotel aims to exceed guest expectations by delivering unparalleled service excellence, personalised attention, and memorable experiences that leave a lasting impression. 
Community Engagement: Accor Singapore seeks to actively engage with the local community through partnerships, outreach programs, and cultural initiatives, contributing to social responsibility and community development.

	Results
	Positive Guest Feedback: Accor Singapore consistently receives favourable reviews from guests, praising the hotel's luxurious ambience, attentive service, and convenient location (Sadhale, 2023). 
High Occupancy Rates: The hotel maintains consistently high occupancy rates, indicating strong demand and customer satisfaction. Brand Recognition: Accor Singapore enjoys strong brand recognition and loyalty, attracting both leisure and business travellers seeking premium accommodations and experiences.


(Source: group.accor.com, 2024; all.accor.com, 2024)
[bookmark: _Toc164641991]2.4 TOWS Analysis
	Internal 
	

	Factor
	Strengths 
	Weaknesses

	
	· Prime Location
· Strong Brand Affiliation
· Sophisticated Amenities such as rooftop pool, French Restaurant
· Skilled Staff
	· Lack of Differentiation 
· Limited Technology Integration 
· Limited Personalisation such as Gust preferences, Dietary Restrictions
· Limited Minibar Options

	External

	
	Opportunities 
	Threats (T)

	
	· Evolving tourist demographics 
· Sustainability focus 
· Government tourism policies 
· Technological advancement 
· Ageing population 
	· Intense Competition (Luxury Segment, Unique Experiences)
· Economic Fluctuations
· Data Privacy Regulations


(Source: group.accor.com, 2024; all.accor.com, 2024)
[bookmark: _Toc164641992]2.4.1 Strategic Responses
S-O Strategy: One of the ways Accor can take advantage of its brand strength and location to create a unique art de vivre experience in Singapore is to merge the sophistication of French culture with elements of regional culture (Abellanet Miranda, 2021). The approach is relevant since it meets the needs of the changing demographics in the travel and tourism sector.
W-O Strategy: A simulation in which a team must develop a business strategy for a hostel was extremely useful in terms of understanding how to use theoretical knowledge in practice (Park and Widyanta, 2022). There are four strategies for establishing competitive markets that can be successfully applied within the given context. One of the most effective strategies is termed W-O. It is about using knowledgeable employees to help customise experiences and the flow of information in accordance with visitor preferences and dietary needs. 
S-T Approach: Since visitors are not happy with the condition of the minibar and its contents, the team should consider expanding the selection to include more regional offerings. As far as the S-T strategy is concerned, the team can showcase the tremendous sites and proximity of the hotel to the city centre to attract eco-aware visitors. Partnering with nearby companies might help to establish unique experiences while still adhering to privacy laws.
W-T Strategy: Investing in the modernisation of the existing technology infrastructure, in particular Smart TVs, will provide a unique experience and enable guests to enjoy staying at the hostel. The W-T strategy should be its consideration with changing requirements of the elderly population to avoid the exclusion of part of the target population that is younger and experiencing certain financial instability.
[bookmark: _Toc164641993]3.0 Recommendations and Change Management 
Several serious problems with the Accor Singapore property have been found after a thorough investigation. The hotel’s poor choices in tech and marketing mean the hotel fails to offer anything beyond cliched and outdated guest experiences. These tech issues not only impede guest experiences but leave the brand behind in terms of how these experiences should be tailored and delivered. Since the hotel’s staff and management are not being correctly informed of the issues with marketing and guest experiences. They do not understand or realise the impact of this on the guest experience, and revenue, and how it limits their hotel’s ability to maintain its place in the market. The issue is made worse by unfavourable word-of-mouth and internet reviews, which could discourage future guests and harm the hotel's brand.
A broad spectrum of issues, from operational inefficacies to strategic shortcomings, exists across the organization. And this is not only seen in the subpar service that customers receive from a generic property. Still, it is felt by its employees, who struggle to meet guest demands without the necessary resources or support. Overall, an Accor Singapore property is faced with several complex and pervasive issues that prevent it from thriving in the hospitality industry’s competitive environment. Addressing those issues necessitates a holistic approach to execution and impact change, one that takes into account the scope scale and root causes of those challenges.
[bookmark: _Toc164641994]3.1 Embrace the "Art de vivre" Philosophy with a Singaporean Twist
Inspired by the Sofitel brand’s “art de vivre” philosophy at its core, Accor Singapore should be suggested to blend with the fast-paced culture of Singapore in order to offer an authentic encounter (Batat and De Kerviler, 2020). That means local designers will need to inject some local design into the hotel’s public areas. Furthermore, they should source a collection of local artworks by Singaporean artists that celebrate the city’s thriving arts scene and artistic heritage. Fill the minibar and room service menu with various regional foods and drinks and offer them at cultural-themed social gatherings and cookery workshops led by regional chefs. Accor Singapore can likewise boost the visitor experience by collaborating with local companies or cultural establishments and facilitating unique activities like as traditional craft classes, museum visits, and more (group.accor.com, 2024).
Anticipated benefits include differentiation from other Accor establishments, increased customer satisfaction due to tailored and culturally immersive experiences, positive online reviews as guests share their unique experiences on social media, and an attraction for a new type of guests who are curious tourists (Sotiriadis and Sarmaniotis, 2016). As a part of the implementation plan, six months is the proposed timetable, with three months being set for sourcing and research, and the other three being allocated to delivery and implementation. The required resources include budgeting for artwork purchasing and event participation, as well as partnership arrangements with local artists, businesses, and cultural institutions.
As per Čuić Tanković et al., (2022), the need for employee education regarding the cultural value of local offers and good guest communication, as well as close attention to partnerships’ screening to match the hotels’ brand and guest expectations, are among the challenges to be addressed. The scholar also says that to promote employees’ buy-in and compliance with hotels’ goals, change management tactics presuppose that the staff training should be conducted on the cultural aspects of Singapore, local partnerships, and the “art de vivre” philosophy. In addition, regular internal communication also serves as a part of these strategies.
Success will be measured in terms of attracting new guest demographics seeking cultural experiences, with the help of booking data, analysing sentiment by tracking what guests say about the hotel’s unique identity on social media, and monitoring guest reaction through satisfaction surveys. In terms of costs, based on a provided cost analysis, this suggestion would be reasonably well-budgeted through staff training materials, partnerships with events, artist fees, and the purchase of artwork, as mentioned by Wolka, (2022). The increase in guest pleasure should make the return on investment worth it and may lead to the possibility of higher room rates and repeat business.
[bookmark: _Toc164641995]3.2 Personalise the Guest Experience with Technology
Accor Singapore can maximize its guests’ satisfaction and happiness by implementing technology strategically. Guests may interact with a straightforward guest preference platform to choose amenities, control the preferred temperature, or even select local minibar options before entering the hotel (GUPTA, 2024). The experience in the room may also be personalised and sophisticated by leasing Smart TVs with easy-to-use interfaces, streaming services, local content or device connectivity. A mobile app allows visitors to make self-service choices and keeps them informed of the hotel’s services, special deals and activities, and carefully selected local events (Kelly, Lawlor and Mulvey, 2019).
Solutions require nine months to be implemented, with three months needed for personnel training and testing and six months for development. However, the long-term benefits of technological development, mobile app production, and possible Smart TV upgrades are worth the upfront costs. Future results involve increased guest satisfaction, positive online reviews, and operations efficiency through simplified guest demands (Vo et al., 2022). Two critical challenges must be addressed to effectively implement the three venues. First, technical expertise could be required to ensure these platforms effortlessly connect with the current hotel systems. Secondly, these versatile systems require user-friendly interfaces and easy-to-understand demonstrations to boost the visitors’ level of acceptance.
[bookmark: _Toc164641996]3.3 Technological Personalization and Convenience
The idea is to improve the quality of visitors’ experience at the Accor Singapore resort with technology. Arapou and Kapiki, (2023) suggest creating a user-friendly system for guest preferences, updating Smart TVs, and integrating a mobile application for guest services and local experiences reservations. An implementation strategy is determined by the hotel’s technology staff, and it suggests a great investment in technology development. The employees plan to be trained so they are able to help visitors use the new technology quickly, and the visitors will receive the documents, which clearly define the benefits. 
The effectiveness of these technological improvements is going to be evaluated through a number of indicators, including such as guest satisfaction surveys, app downloads, and usage rates, as well as a decrease in the number of guests who call for service. These indicators should demonstrate how well the technology works to improve the visitor experience and operational efficiency. Increased guest happiness, favourable online reviews, better financial outcomes for the hotel, and increased visits from tech-savvy guests are some of the possible benefits of these improvements (Vo et al., 2022).
The long-term benefits of technology development and Smart TV upgrades justify the initial costs. Improving the visitor experience, as well as staff efficiency, can bring financial benefits and increased revenues for the hotel. Thus, even though putting these technical improvements into reality.
[bookmark: _Toc164641997]3.4 Sustainability and Minibar Enhancement
The proposed solution is to implement sustainability to enhance the minibar experience at the Accor Singapore property. This solution involves replacing standard minibar offerings with locally produced environmentally friendly items, possibly including smart minibar technology, and promoting sustainability efforts through in-room messages. The implementation plan requires a moderate initial investment to source environmentally friendly items and perhaps integrate smart minibar technology; the task will be handled by hotel staff. Employees will be trained on the new minibar offerings along with developments in sustainability to facilitate the transition (D’Souza and D’Souza, 2023). Furthermore, guests will receive messaging material that will be easy to understand and will provide reasons for the change and promote participation.
There are many measures through which success will be measured, such as minibar revenue analysis, guest input on environmental improvements, and visitor satisfaction surveys. These measures will indicate how well the sustainability improvements are contributing to visitor satisfaction and ultimately potential revenue increases. The sustainability enhancements have several possible benefits. It would increase differentiability by attracting through sustainable means, enhancing minibar joy, creating a good image with guests, and attracting eco-tourists. Both of the mentioned long-term and short-term advantages balance the minor short-term investment needed. As a result, a hotel implementing sustainable programs is likely to generate significant long-term profits.
[bookmark: _Toc164641998]3.4 Change Management Practice 
It is critical to utilize change management methods in the Accor Singapore property to prevent resistance and guarantee a seamless transformation. Several strategies would be included to support this change. At the forefront will be excellent communication, with regular updates to team members detailing the rationale for changes and the expected benefits of this strategy (Vuchkovski, et al., 2023). This strategy is put in place to ensure that staff remains involved and informed about the whole process. Furthermore, challenging and growth efforts will be supplied to ensure certain personnel have enough tools and familiarity to implement the changes and adapt more effectively to new procedures and technology (Saarikko, Westergren and Blomquist, 2020). The aim of these initiatives is to equip team members with sound training and assistance; they feel competent and confident in their roles once they've been implemented.
In addition, employee participation and engagement will be encouraged throughout the entire transition. The hotel can employ staff members’ ideas and insights to guide implementation plans and anticipate problems by soliciting their opinions and inviting their participation in decision-making. In addition, the development of feedback channels is crucial to maintaining a setting that is transparent and open. Employees will be encouraged to submit their opinions, raise any concerns, or make suggestions to facilitate the process of improvement ( Gabriel and Aguinis, 2022). Such feedback will be actively sought and taken into account to demonstrate that management is committed to hearing and valuing the opinion of every staff member.
Additionally, rewarding and recognizing the employees who embrace the changes and actively engage in their implementation will be essential to maintaining motivation and reinforcing desirable behaviours (Kang, 2020). By encouraging and promoting an inclusive and supportive work environment, in which the accomplishments and efforts of the employees are recognised and valued, the hotel will be able to facilitate effective change management. Thus, the Accor Singapore hotel can address its obstacles and enhance the guest experience by following these recommendations and implementing the above change management strategies. By focusing on comprehensive feedback mechanisms, employee involvement, effective communication, extensive training, and unambiguous reward and recognition systems, the hotel can establish its place in the competitive hospitality sector and promote innovation and continuous enhancement.
[bookmark: _Toc164641999]3.6 Measurement of Success, Potential Benefits, and Cost Analysis
One of the necessary steps to check how efficient the suggested techniques are and to determine how they influence the performance of the hotel is monitoring the success of the measures that have been implemented. To evaluate the success of the adjustments that have been implemented, a range of critical metrics will be used (Karakas Morvay, 2014; Gavilan et al., 2018; Jeong and Phillips, 2001; Arora et al., 2021):
· Guest satisfaction surveys: To receive feedback on multiple aspects of the guest experience, including the success of the adjustments that have been made, guest satisfaction surveys will be conducted regularly []. The data will help identify weaknesses and provide valuable information on how the guests see the experience.
· Online Reviews and Ratings: Monitoring the number of reviews and ratings available online on Booking.com, TripAdvisor, and Google Reviews is another useful source of information concerned with the hotel and its customers’ level of satisfaction and perception. The high number of ratings and favourable reviews might indicate that the tactics were successfully used. 
· Operational Efficiency measures: In terms of measuring the effect of the implemented tactics on the organization’s success, the second-order metrics will be monitored. These include staff productivity, minibar profits per month, guest service response time, etc. A positive trend in these metrics will be a favourable sign.
· Guest Engagement with New Technology Platforms: Guest engagement and satisfaction with new technological platforms will be measured through the adoption and usage of the various new technology platforms including the mobile app, as well as the guest preference platform. 
· Financial Performance metrics: Financial performance metrics such as revenue per available room, average daily rate, and total revenue growth will help assess a return on investment for the implemented improvements in the hotel.
the hotel could get the following potential benefits:
· Enhanced Guest Satisfaction: The hotel may ensure the rise of overall guest satisfaction levels so that the improved guest experience through personalised services, sustainability, and technology may increase guest retention and result in favourable word-of-mouth exposure (Pelet, Lick, and Taieb, 2021). 
· Good Online Reputation: Better guest satisfaction and favourable reviews may result in the improved online reputation of the hotel, which may attract a greater number of potential visitors and enhance the hotel’s exposure and competitiveness in the market (Neirotti, Raguseo, and Paolucci, 2016.).
The benefits of the stem solution to the hotel include but are not limited to:
· Operational efficiency: by streamlining processes and introducing technology-based solutions, the hotel is bound to become more efficient, leading to lower expenses and increased worker productivity.
· Differentiation and brand loyalty: by offering guests unique, memorable experiences, the hotel can distinguish itself from rivals and foster a higher degree of brand loyalty among its customers. As a result, repeat business and references will occur with greater frequency.
· Environmental sustainability: by adopting sustainable programmes, the hotel is bound to attract eco-conscious tourists and enhance its image in corporate social responsibility by presenting its commitment to environmental conservation.
Expenses connected with the proposed recommendations will depend on the details and scale of the changes. However, it is critical that these expenses are equitable and proportional to the hotel’s scale and profit potential. We will allocate capital to staff training, technology improvements, the purchase of sustainable products, and other implementation-related costs. These costs are going to be restricted and controlled to ensure the hotel’s long-term success and the optimum return on investment.
[bookmark: _Toc164642000]4.0 Action Plan
	Issue
	Solution
	Desired Outcome
	Time Scale
	Cost

	Embrace the "Art de vivre" Philosophy with a Singaporean Twist
	Integrate local artwork, offer Singaporean culinary experiences, and partner with local businesses
	The hotel will differentiate its guest experience by infusing Sofitel's "Art de vivre" philosophy with unique Singaporean cultural elements. This will create a distinct identity, attracting guests seeking authentic and immersive experiences.
	9 months
	50000

	Personalise the Guest Experience with Technology
	Develop a guest preference platform, upgrade Smart TVs, and integrate a mobile app
	By implementing advanced technology solutions, the hotel aims to personalize guest experiences, providing tailored services and enhancing convenience. This will lead to increased guest satisfaction, positive reviews, and improved loyalty.
	12 months 
	100000

	Technological Personalization and Convenience
	Implement guest preference platform, upgrade Smart TVs, and launch mobile app
	Seamless integration of technology into guest services will result in enhanced convenience and satisfaction, ultimately driving guest loyalty and increasing revenue.
	12 months
	30000

	Sustainability and Minibar Enhancement
	Introduce sustainable minibar options, smart minibar technology, and sustainability initiatives
	By embracing sustainability and enhancing the minibar experience, the hotel aims to attract eco-conscious guests, differentiate its offering, and reduce environmental impact. This will lead to positive guest perception, increased revenue, and long-term cost savings.
	6 months 
	20000


[bookmark: _Toc164642001]5.0 Conclusion 
Important mistakes have been explicitly pointed out by this investigation in connection with Accor Singapore ‘s guest experience. The main business this investigation underlined was the absence of uniqueness, the limited level of personalisation and an outdated understanding of utilities and technology. The consultancy focuses are building a characteristic image which is a combining Singaporean cultural features and French elegance. In other words, Accor’s Minibar will exhibit local artwork, provide specially cooked Singaporean food and cooperate with local institutions to organize cultural events. As for technology, its role is obvious through updated Smart TVs, Accor’s tailored mobile app, and a guest preference platform. Overall, the minibar is environmentally friendly by focusing on local products and, maybe, smart minibar technology.
Implementing these propositions will result in significant benefits. First of all, a more targeted and culturally experienced trip will result in a more satisfied customer who is likely to write a positive review on the Internet. The hotel is likely to attract tourists who are concerned about the environment because of its dedication to sustainability. The use of technology will make operations faster and may even save some expenses. In sum, these measures will strengthen Accor Singapore’s competitive position in the market. The experience of a unique brand, focus on customisation, and demonstration of environmental awareness results in the conclusion that the hotel will solidify its position as a leading entity that offers guests a unique experience. Additionally, it will attract high levels of customer loyalty and repeat purchases, which will eventually lead to higher revenue.
Follow our lead to a truly amazing visitor experience at Accor Singapore. Picture your guests arriving at a sanctuary that fuses Singapore’s vibrant energy with French chic. Unique cultural partnerships, hand-picked cuisines, and locally-made art will make your stay truly special and personal. They can harness technology to face their needs, choosing Accor’s personal preference platform. Improved Smart TVs will supply them with seamless entertainment options and a mobile app will be at their disposal for easy facility requests and local adventure bookings. Their preservation duty is evidenced by Accor Singapore’s eco-friendly minibar choices. Such alterations would significantly reinforce the hotel’s competitive edge. While it would enhance guest happiness and encourage positive internet reviews, Accor Singapore would gain a distinctive experience. Because today’s travellers are seeking customization and culture immersion, they are particularly motivated. Encouraging environmentally friendly visitors to the hotel expands its target market. Moreover, Accor Singapore undoubtedly benefits from heightened guest satisfaction as it fosters loyalty and boosts repeat business. Furthermore, the systematization of operations and potential cost reductions that accompany technology integration would not hurt. Ultimately, however, the hotel would see an increase in its revenue base.
Thank you for the opportunity to work on this project with Accor Singapore. We are confident that if you implement these recommendations, you will be able to transform the customer experience and ensure the success of your business in the South Asian competitive market.
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