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[bookmark: _Toc147927113]Executive Summary
This report has been conducted for Hilton Vacation Club Polo Towers Las Vegas. It has investigated outlined issues of poor reputation management, brand image, issue with customers using their Hilton Honours Rewards and improving workplace culture to enhance productivity, provide authentic customer service and benefit financial performance.
The refurbishment of the hotel and the construction taking place outside the hotel has been considered and a solution to improve the experience customers receive and expect from their stays with work to be taken place outside of guest operational in-house hours and for construction to be discussed with the contractors to negotiate timings of disruption. 
The department of housekeeping has been highlighted where Hilton does not operate daily housekeeping in rooms, and it has been noted by guests. S.E. Consultancy found that Las Vegas could soon make a  mandate that housekeeping must be carried out every day as part of the fee’s guests pay for their experience at the hotel.
Poor reputation has been analysed and sourced from online review websites like TripAdvisor and a suggestion recommended for The Polo Towers to hire a Social Media Manager at a salary of $28,800 a year. The job role if carried out successfully will be more likely to improve guest relations and help market the hotel greatly. Poor brand image has been reflected in the low morale and lack of inclusivity in the hotel’s workplace culture and training has been proposed to managers of all departments that will be imparted to team members to become immersed in the Hilton brand standards, values, and mission statement. Also, the incorporation of CSR has been heavily suggested in the hotel to boost company reputation, and image, participate in community initiatives to improve guest loyalty and public trust, develop a competitive advantage, and engage employees to become part of a team that values authenticity in their work, understanding the necessity of change and how their efforts make a difference. These changes will benefit sustainability efforts and potentially increase finance for the company to invest and boost productivity. There are also social impacts on the community, the environment and to comply with Las Vegas governance initiatives.
The analysis of PESTLE, SWOT and TOWS were investigated and are crucial for the understanding and development of strategies and theories mentioned in the report with reference to John Kotter and Kurt Lewin. Their models of change management provide theoretical context for better comprehension of how change management works, and how they can help aid a smooth transition for stakeholders of the hotel.
The PESTLE and SWOT analysis discovered that technology is becoming more advanced in the hospitality industry and the upgrade of The Polo Towers PMS system has been presented, the new system can cost as much as $30,000 a year and can be integrated with the Hilton Honours Rewards scheme and app to allow guests to manage their booking, request room service, use their points, and check-in and out on their mobile devices. It will streamline processes at the front desk, reduce stress for staff, and allow better productivity and time to spend doing other tasks.
The report concluded with an action plan which in summary, the changes to the hotel operations and staff training will cost up to $130,000 in the first year. With reported earnings from Hilton of $4.05BN in June 2023, this investment in change management will greatly benefit the hotel by encouraging and developing staff training, providing them more opportunities for promotion, learning, and participation in projects within the community, encouraging innovation, and developing skills. Therefore, where staff can be trusted, and have good leaders and a sense of belonging, there will be authentic, genuine experiences created for guests at the hotel who feel that they are being cared for by the hotel and respond to requests, reviews, and can take experiences above and beyond. Consequently, the changes to staff morale and the refurbishment of rooms in the long-term will ameliorate guest reviews, demonstrate a clear direction for their future in Las Vegas, and define a benchmark for hotels in that area to consistently aim for improvement and recognise exceptional performance in team members' and CSR initiatives.
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Hilton Vacation Club Polo Towers Las Vegas have approached S.E. Consultancy to address issues that the hotel has been facing such as poor reputation and brand image, which has been caused by numerous factors that will be discussed throughout this report. With an increase in negative feedback on TripAdvisor* (*refer to Appendix 1-4) issues with guests using the Hilton Honours Rewards points and low morale amongst team members, the consequences of not addressing these concerns can lead to a decrease in occupancy rates and a potential decline in financial performance (Khalil, 2023).
The following report has been conducted for Hilton Vacation Club Polo Towers Las Vegas. This hotel is located along the Las Vegas Strip in Nevada, US and employs 60 members of staff. The hotel was built in 1992 with 22 floors and 829 rooms (Hotel Planner, 2023), (The Polo Towers by Hilton Grand Vacation, 2023). In 2022 the hotel has set to undertake some refurbishment to rooms and has rebranded with a takeover company from its previous name of ‘The Polo Towers by Diamond Resorts’ to ‘Hilton Vacation Club Polo Towers Las Vegas’ (O’Connor, 2022), (Hilton Grand Vacations, 2023). In addition to its renovation, the hotel has requested a solution to its issue of improving its brand image and reputation, attributable to feedback received from employees and online customer feedback** (**refer to appendix 5).
The hotel has been facing issues since the COVID-19 pandemic and the addition of the start of its takeover from the previous owners of Diamond Resorts and Hilton Grand Vacations is poor reputation and guest membership points issues (Lauzon, 2023). There are also additional complaints from guests recently on TripAdvisor (2023) stating the new construction in front of the hotel is ‘disruptive’ of their stay, the ‘hotel interior is dated’, and ‘the staff are rude’.* (* refer to appendix 1-4). Furthermore, Indeed (2023) displays feedback from previous employees as mostly an ‘Average’ hotel to work within and having descriptive views. The Indeed (2023)** website shows the primary areas for improvement with 8 survey responses are to develop an “inclusive work environment”, adopt a “feeling of personal appreciation” and have the foundations to place “trust in colleagues.” (** refer to appendix 5).
The scope of the report will discuss the issue Hilton Vacation Club Polo Towers Las Vegas is facing to improve the reputation and image of the sole site of the franchise. Hereby the contracted firm S.E. Consultancy will investigate and analyse the issue. It will use frameworks such as PESTLE, SWOT, and TOWS to critically evaluate internal and external factors that contribute to developing an effective strategy for The Polo Towers to execute efficiently and transparently. 
S.E. Consultancy is a reputable firm who are conducting this report. The firm has collated information from internally within Hilton Vacation Club Polo Towers Las Vegas during the duration of its observation of the hotel and its departments and will contrast external contributors to produce an effective strategy for The Polo Towers and its stakeholders to progress during its change stages. 
Throughout the report, there will be references of theorists such as Buttrick, Burnes, and Whittington to interlink within the analysis to reinforce the decisions upon recommendations and change management, these reputable theorists help demonstrate an understanding of theories and concepts that are relevant to develop strategies for the hotel. It will mention change management models by Kurt Lewin and John Kotter. These models of change management will be applied to reinforce strategy growth and progress that will build the foundations to assist effective change management for team members and help aid a smooth transition. Moreover, the analysis and recommendations will be placed into a table to demonstrate the plan of action for a solution to the concerns, the time scale it will take, and the planned budget. This will be an implementation of the strategies discussed and discloses a coherent breakdown of the problem.
The report will then be concluded by S.E. Consultancy, ultimately establishing the planned strategy, the steps Hilton Vacation Club Polo Towers Las Vegas can utilise going forward throughout and after their refurbishment period to improve the brand image, reputation, and develop a strategy to support change management to develop staff competency and skills to improve the reflection of the hotel to future guests and the service they receive during their stay. 




[bookmark: _Toc147927115]Analysis of Hilton Vacation Club Polo Towers Las Vegas
At the outset, The Polo Towers are exhibiting difficulties with change management from their takeover with Hilton Grand Vacations from poor reputation, including low morale and inclusivity for staff members, outdated interior, and unsatisfactory customer service (TripAdvisor, 2023), (Indeed, 2023). This issue is impacting the hotel greatly because it is reflecting its brand image on feedback websites from guests who are placing negative reviews relating to the hotel and are dissatisfied with their experience. According to Elphick (2023), review websites influence “93%” of guest “booking decisions”, therefore, seeing multiple negative reviews will deter a volume of potential guests from booking. This then leads to a loss in revenue and a decrease in RevPAR*** (Khalil, 2023), (Chen, 2023), (Bigfoot Hospitality, 2022), (***refer to appendix 6). 
There are a few causes leading to these issues occurring at The Polo Towers which will be discussed and analysed separately. The disruption of the refurbishment currently taking place outside the hotel has been given a time scale of fifteen months, plus the hotel is updating its rooms to Hilton standards, this can result in long-term reputation damage from reviews and revenue loss (O’Connor, 2022). However, in an article by Spencer (2022) working on a hotel in London, they discuss that there are measures that have proven to be effective in keeping disruption to a minimum during a refurbishment and to “maximise available rooms throughout the process.” Firstly, there is planning effective guest communication management, which is pivotal for guests to fully understand the operations taking place, and to reassure the necessity of guest satisfaction. The refurbishments are being taken to improve the interior based on feedback and to align with the Hilton Grand Vacation standards to optimise the guests’ future experiences at the hotel. Secondly, the refurbishment of rooms and some areas of the building should take place during daylight hours to avoid complaints of noise during the evenings, this request should be clearly stated to contractors and have transparency throughout the process to have a smooth transition throughout the renovation. The validity of the article implies the crucial impact an active and effective communication system can have between a hotel and its guests on visitor behaviour and it is a gateway to begin improvements with reputation management (O’Connor, 2010). 
Next, The Polo Towers face issues with indifferences to staff cultures when Hilton Grand Vacations took over. According to Engert, et al. (2019), “cultural factors and organisational alignment are critical to success.” The text continues to say that “95% of executives describe cultural fit as critical to the success of integration.” The culture of an organisation is developed over a prolonged period of time and is affected by several internal and external factors from history, location, strategy, leadership, and size of the company (Mullins, 2016, pg. 542). In relation to The Polo Towers, management needs to focus on changing practices and relaying a vision to their Team Members to transition to Hilton’s brand standards and adapt to Hilton’s diversity, equity, and inclusion initiatives (Hilton, 2023). This will require strong leadership from all departments of the hotel to become immersed in upholding values and incorporating people into an organisation where employees and managers share the same values and principles (Dunford, et al., 2020, pg. 58-59). 
This links into the next area of improvement where management requires up-to-date training and leadership development to guide them and become equipped to deliver superb communication skills and motivate team members where they want to deliver customer service that exceeds expectations and consistently reaches brand targets (McGrath & Bates, 2017, pg. 55). It is vital that every department is provided with the same training and information throughout their employee lifecycle to establish a direction and alignment of the company’s vision, procedures, and practices to each individual employee as well as to encourage and embrace change (Kotter, 2008, Management and Leadership Section), (Armstrong, 2008, pg. 9-10). A strong and committed team operating in The Polo Towers can develop a competitive edge and a benchmark advantage amongst the competitors along the Las Vegas Strip (Kobeissi, 2023).
The following is a PESTLE analysis demonstrating external factors that can contribute to the operations of The Polo Towers in Las Vegas.
Political
· Since the mass shooting on Oct 1st 2017, tourism had been at a decline on the Las Vegas Strip by 3.3% (Martin and Montero, 2018) and a threat of another terror related attack or a military conflict can frighten tourism from Las Vegas.
· Tax rates charged in Las Vegas can affect the gambling and tourism trade with resort fee taxes which can be as much as $40 per day in Las Vegas ($31.75 per day, per room in The Polo Towers).
· Government stability with the latest 2023/24 elections/polls in the US is a vital factor that can impact trade in The Polo Towers (DCF, 2023)
Economic
· Any impact on the U.S. Dollar exchange rate overseas can discourage tourism from Las Vegas (DCF, 2023).
· The growth of the U.S. economy has a significant impact, where consumers have more disposable income, they are more likely to spend on luxury goods and services (DCF, 2023).
· Unemployment rates are high in Las Vegas which is influential on the cost of living, disposable income, and business operations.
Sociological 
· The Polo Towers (and Las Vegas) welcomes a diverse customer base from many individuals from diverse cultures, backgrounds, and age groups. Therefore, it is vital to offer tailored services to cater to all guests (DCF, 2023).
· Las Vegas heavily relies on tourism for hotels to thrive and is what McCallister (2012, pg. 19) says “is the dominant driver of Nevada’s economy.”
Technological
· The use of technology in hotels is becoming a global leader in sustainability and streamlining services (such as the introduction of upgraded PMS systems, online check-in systems, and self-check-in kiosks).
· A.I. Is developing and being implemented within the hotel industry (DCF, 2023).
Legal
· Post-pandemic, the state of Nevada could soon make it a mandate that every hotel will require the provision of daily housekeeping in their resorts and hotels as many have not resumed practice since 2019 to reduce costs, Hilton is one of the hotels that do not operate daily housekeeping (Schulz, 2023). 
· According to ROAR (2023), as of 2022, Hotel Laws and Regulations for Safety were tightened to “protect workers in the hospitality industry from assaults, threatening, or inappropriate behaviour. As much as 89% of hospitality workers have experienced sexual harassment and another 86% had felt unsafe or at risk in work.” In particular, Las Vegas hotels must equip their employees with personal safety devices.
Environmental
· The state of Nevada is being affected by a shortage of water crisis and increased air pollution which is seeing temperatures soar (Canon, 2022).
· Renewable energy is becoming an increasing part of an energy transition in Nevada, moving toward renewable power for electricity and transportation (Rothberg, 2022).
Next as part of this report, a SWOT Analysis was conducted for The Polo Towers followed by a TOWS analysis of action.
	Strengths
· The location of The Polo Towers is situated just off the Las Vegas Strip in proximity to The Cosmopolitan, Aria, Bellagio, and the Eiffel Tower.
· User-friendly online booking.
· Diamond Resorts is transferring from its annual revenue of $523.7M in 2022 to  Hilton Grand Vacation’s annual revenue of $4.05B in June 2023 (Stock Analysis, 2023), (Zippa, 2023).
· Clean rooms, spacious and bright spaces.
· Popular pool, spa, and fitness services.
	Weaknesses
· The hotel does not have a restaurant or bar on site which can mean lost revenue.
· Recent increase of poor reviews on TripAdvisor, Booking.com and Expedia.
· Outdated interior and rooms.
· Low morale and motivation in staff are causing a concern with customer service standards appearing to be dropping and training for management and staff is essential.
· Unlike its competitors, The Polo Towers does not have a casino onsite.

	Opportunities
· Potential to use profits to open a restaurant, bar, breakfast room, or casino area at The Polo Towers.
· The Polo Towers can update technology in rooms while refurbishing to follow competitors.
· Updates to the Hilton Honours Points system to reward guests.
· Management in all departments can use Hilton brand standards and renew their practices and vision to their team members.
	Threats
· The work being conducted at the Hawaiian Marketplace in front of The Polo Towers is becoming disruptive of guests’ stays (TripAdvisor, 2023), (O’Connor, 2022). 
· Intense competition in the area from MGM Resorts and Caesars Entertainment.
· Tsai (2023) states “Las Vegas is facing staffing shortages”. The city continues “to grow and industry workers are not returning to work post-pandemic.”
· Hospitality union workers going on strike will affect hotel operations (McHardy, 2023).



TOWS Analysis
From the SWOT analysis conducted, the strengths and opportunities can be discussed to display how they can be maximised for optimum benefits and how weaknesses and threats can be addressed and minimised. The location of The Polo Towers is at a prime destination and should be utilised to its maximum. Using opportunities such as opening a restaurant, or bar or partnering with a local café or franchise (that it be either outsourced or internally set up by the hotel) can increase visitation, improve guest experience, and increase revenue generated at the hotel as much as a 5% growth rate to revenue (FinModelsLab, 2023), (HotelMinder, 2023a). 
Next, the user-friendly experience when booking online makes the process seamless for a guest to book The Polo Towers at ease. Additionally, what the hotel could initiate in relation to its booking system is to adapt its in-room technology systems such as introducing an online check-in system and generating a virtual key to allow access to allocated rooms for guests to improve the guest experience and reduce time waiting at the check-in desk upon arrival. Moreover, guests may be able to add extras to their stay, request room service, and check out all on one system. This sort of technological integration with the hotel’s PMS system can cost The Polo Towers as much as $30,000 annually ($3 per room, per month over 12 months) (HotelMinder, 2023b). A source from Travel Pedia (2023) expressed investing in these systems is beneficial because they “save time, automates manual check-in tasks, reduces queuing, and enhances the overall guest experience.” Plus, it can also reduce the stress and pressure on front desk staff (Pagel, 2023). Furthermore, Hilton can integrate their Honour Rewards Points systems stating on their guest booking website that they can collect points when they book directly and not through third-party sources to avoid complications when customers book stays with the hotel and reduce complaints.
In continuation, the issue of increased negative feedback on review websites will be addressed in this report in the recommendation section with change management, strategies that can be put in place to improve overall guest and employee experience, and how communication is crucial throughout a guest’s stay. Actions for how staff culture can be developed and improved will be discussed and can help address the staffing shortage issue to a moderate extent.
Unfortunately, there is a limitation to solutions such as the disruption of the construction outside of the hotel with development ongoing. However, if senior management can contact the contractors working on site, a negotiation may be considered where work may start from 8 a.m. rather than 5:30 a.m. to allow guests a more comfortable night's rest as mentioned in a few TripAdvisor reviews from September 2023 onwards (TripAdvisor, 2023). On the other hand, with the internal refurbishment being rolled out to revamp the hotel to the Hilton Grand Vacation standards, communication is vital with guests and anywhere to minimise disruption for guests should be planned effectively. For example, closing off an area or floor of the hotel at a time to carry out work to avoid health and safety issues and only carry out work during times when guests are not usually in the hotel (such as after breakfast hours and before 7 pm) complaints can be reduced and more positive reviews may be placed as guests are placed in newly renovated rooms.
[bookmark: _Toc147927116]Recommendations and Change Management
From the information collated, a strategy of recommendations and change management can be presented. Here, it can be emphasised that there are solutions that will address the issue of the brand image and reputation of The Polo Towers. 
Firstly, improving brand reputation can start with the process of building an active and responsive social media presence on online review websites whereby a dedicated employee with attributable, professional, communication, and customer service skills can respond to all reviews, positive and negative. They should customise feedback to the individual to acknowledge fault, address any complaints and explain how their feedback will be used to improve their services, or recognise praise on the hotel’s behalf and forward feedback directly to the staff personally or to the departments to understand any areas of improvement or to congratulate and appreciate team members' work. They can also issue satisfaction surveys after guests’ stays and ask relevant questions to see first-hand what is working and what needs changing (Lacalle, 2021), (Pandey, 2023).
Furthermore, a suggestion for how this can be monitored and implemented consistently and effectively is to consider hiring a Social Media Manager to build the foundations of bettering the reputation of The Polo Towers, a position like this could cost the hotel between $500 to $5,000 per month depending on the job description and expectations the hotel requires (Giuliani, 2023), (Chacko, 2023). Moreover, every quarter, data collected and analysed by the Social Media Manager can share findings with the hotel staff and a meeting can be organised to discuss how improvement can be made and to acknowledge positive changes that have worked in the hotel.
Additionally, another method of improving brand image is to utilise the Hilton Honor Rewards scheme. For example, introducing location-based offers for the hotel such as better points systems for staying at this location, reward guests for their loyalty such as discounts off rooms, a free drink at the bar, or an option for an upgrade with the use of the guest’s points. The hotel must communicate brand values to staff and guests which can be highlighted at every touchpoint the guest and staff make, it will create a visible reminder and statement of the hotel and how they are aiming to improve and sustain its image during its change transition (Oaky, 2022). 
These methods are beneficial for what Cvent (2023) conveys is building trust with your guests, reducing the marketing costs, and developing an edge on the competition within Las Vegas. Although, gaining a competitive advantage doesn’t just require hiring a social media manager, improving the points system, or having visible prompts to show that the hotel is ‘improving brand image and reputation.’ These are elements to build the foundations of acknowledging the required systemic change. The primary focus to attain consistent and effective results is setting a priority on the team members and creating a quality of service that is memorable, passionate, and aligns with Hilton’s brand values (Manhas and Tukamushaba, 2015). 
Employees at The Polo Towers implied that the current working conditions are not inclusive, and there is little personal appreciation and trust in colleagues. An inclusive working environment is what Mor Barak and Daya (2013) describe as “a pluralistic value frame that respects all cultural perspectives represented among its employees.” A strategy to highly consider adopting in The Polo Towers is to incorporate Hilton’s Corporate Social Responsibility (CSR). Chiang (2010), explains “CSR is now considered a strategy to create, develop and sustain positive company reputations and brand images.” Hilton has developed and implemented a ‘Travel with Purpose’ strategy that incorporates Environmental, Social, and Governance (ESG) elements that cooperate across Hilton’s operations, supply chain, and communities (Hilton, 2023b). 
By adapting to Hilton’s ESG strategy, employees are more likely to feel included in an initiative that positively helps the wider environment and will greater the chances of job satisfaction if the changes and scheme are led and encouraged by a passionate and charismatic leader (Vlachos, et al., 2013), (Jha and Dash, 2023, pg. 3). Hilton actively takes pride in acknowledging their staff and displaying personal appreciation within their company’s vision which has contributed to its 2nd place scoring on the UK’s Great Place to Work in 2023 (Great Place to Work, 2023). 
Moreover, employees who take pride in their work, excel in their customer service skills, and always strive to do better usually have well-trained, knowledgeable, and passionate leaders and managers on their teams (Buckingham, 2005). The Polo Towers need to refashion their strategy of management to strengthen their own leadership skills, knowledge, and enthusiasm to impart the same expertise and energy to their staff who will encourage them to engage with and embrace changes happening to the hotel (Bruch and Vogel, 2011, pg. 4-5). This can begin with setting up an up-to-date training scheme for all managers and supervisors across all departments within the hotel, there may be an in-person conference/meeting arranged within hotel grounds to discuss ideas, theories, and strategies that can be implemented that will work alongside the personalities of each manager and reinforces their knowledge of Hilton’s brand values and vision. There may be an online portal to evaluate this knowledge and space to gain access to the information again if needed. Furthermore, simulations and real-world roleplays may be incorporated to experiment with what is working and what can be improved, therefore, each team can find a new best practice that is understood and agreed with all team members to develop the foundations of effective change management and an inclusive workplace culture (Buttrick, 2009, pg. 21-22).
There may be a variation of change management strategies that will suit some workforce cultures more than others (Whittington, et al., 2020). For example, there is the ADKAR Model by Hiatt (2006) whereby it investigates five successive goals of “Awareness, Desire, Knowledge, Ability and Reinforcement.” This model focuses on the stakeholders affected by the change, in this case, the main stakeholders affected by this change are the Team Members (employees/managers/supervisors), and guests. The stakeholders need to be aware of the urgency for change and have to have the desire to be involved with the new strategy, once the new system has been embraced, stakeholders should then know how to carry out their jobs, and be able to carry out the new skills and behaviours, leading the change to be a success while being continuously reviewed and reinforced so it continues to be a success (MindTools, 2023a). 
Regarding The Polo Towers, change needs to follow the ‘SMART’ goal process. The hospitality industry often requires implementing such a strategy within the workplace carefully, clearly, transparently, and with encouragement and support from leaders who understand the key elements of change (Epsilon, 2023). If team members are given objectives and standards that are specific and realistic within a reasonable time scale, there may be less resistance to change, and will be able to celebrate short-term wins where the teams feel that their efforts are being recognised and are being measured by the reflection in the company’s established Key Performance Indicators (KPIs). If the changes are actioned too quickly and rushed, the strategy is likely to fail (Epsilon, 2023), (Revenio and Jalagat, 2015, pg. 1).
Similarly, John Kotter’s theory of his Leading Change model in 1995 supports the thesis. Although the model is three decades old, it is still of relevance today. The Polo Towers to implement its changes appropriately and successfully to workplace culture, reputation, and brand image should follow this process by Kotter (2012). Firstly, Kotter (2012, section 3, para 2) states that establishing a sense of urgency amongst stakeholders for why change is needed is crucial to gain “cooperation” and “create and communicate a change vision” at this stage of the process. This can be conducted by a meeting for all departments and an email issued to employees acknowledging the beginning of the change transition. It is important from the start to address transparency and effective communication and have the option to allow employees to input their own ideas to incorporate the inclusive culture setting. 
Once the change strategy has begun, a coalition must be built because it is the individuals who make up teams within departments that can elevate the success and strength of the change (Kotter, 2012, section 4, para 20). Next, integrating the vision will pave the direction for a clearer picture and understanding of the new standards, why they are needed, and how they will be implemented by staff from all departments coherently. This will be the foundation for making the vision a reality (Kotter, 2012, section 5, para 3), (Cummins, et al. 2020). Furthermore, alongside Hilton’s brand vision and values, it is vital to empower employees which Kotter (2012, section 7, para 4) says is to remove “as many barriers to the implementation of the change vision.” This will help lead to “short-term wins and anchor new approaches” in The Polo Towers Culture.
To reinforce the change transition to make it as seamless as possible, it is good practice to consider Lewin’s Change Management Model developed by Kurt Lewin in the late 1940s. His theory consists of three concepts: Unfreeze, Change, and Refreeze (Lewin, 1951). For the Polo Towers to implement their new strategies of change, the unfreezing stage is where communication is necessary to build cooperation and begin the stage of changing the way things were done before, which will take employees time to adjust (MindTools, 2023b). During this period of adjustment, it is vital to provide employees/ team members with an appropriate length of time to adjust, support and comply with the recent changes. Within The Polo Towers, all employees must understand the necessity for change and how it will benefit the hotel and themselves. For example, the change in culture will make the work environment more inclusive, less stressful and increase job satisfaction which for the hotel can lead to better productivity (Perucci, 2023). 
Once a suitable period has been given and employees have adjusted to the changes, it falls to the last stage of refreezing to the new strategy which should become the norm for the business (MindTools, 2023b). However, Lewin’s theory is dated by eight decades, and it can be suggested that there are limitations to the model. There has been an argument by Burnes (2004, pg. 290) who explains that organisations today “adopt flexible cultures that promote innovation and entrepreneurship”, therefore, to adjunct to this statement, it is proposed that The Polo Towers refers to Lewin’s model to some extent but should repurpose the model. For instance, Burnes (2004, pg. 290) conveys to create conditions where employees are not completely frozen, as it will create a growth in resistance to change, instead allowing them to “flourish” and have “Culture-Excellence [that] advocates recognised top-down coercion.” This means leaders must positively instruct and control the flow of information to employees who obey but allow them the freedom to speak out when things are wrong, want to make suggestions or ask reasonable questions about changes being made without implications so they can feel like the contributions they are working on are meaningful and have a purpose (Dynamic Achievement, 2018, pg. 2 & 15).
According to ELM Learning (2022), they suggest that the cost of training can cost as much as “$1,071 per employee”. This figure incorporates a range of costs listed by State of the Industry (2020, pg. 15) from:
· Staff salaries
· Travel costs
· Admin costs
· Delivery costs (such as online learning tech infrastructure/ a conference /classroom learning).
· Learning supplier expenses
· Tuition reimbursement
Post consultation, The Polo Towers can implement a Total Quality Management (TQM) practice whereby it assembles an approach to focus and improve the output of the business’s performance (Barone, 2023). The Polo Towers intend to be one of the best amongst the competition for brand image and reputation in Las Vegas and one way to improve and adapt to change is by incorporating the CSR initiatives to the hotel alongside TQM practices simultaneously. The framework of the CSR practice will focus on elements such as sustainability, social relations with the stakeholders of The Polo Towers and the Hilton brand and collaborating with governance schemes within Las Vegas. Whereas the TQM will benchmark the strategic components to improve and work towards the quality of maintenance in the building (such as adapting rooms during the renovation to comply to environmental targets, improving the image around the building inside and out), The Polo Towers need to consistently communicate and strengthen its quality of social relationships with stakeholders (such as participating in community projects, paying fair wages to staff, reducing the carbon footprint and providing opportunities for promotion and training) this can empower, motivate and reward positive change and improvement (Jalivand, et al., 2018, pg. 2), (Ghobadian, et al., 2007, pg. 713). 
The impact of these changes can benefit The Polo Towers to lead towards sustainable competitive advantage. Moreover, after the transition of change, a reflection on the Key Performance Indicators (KPIs) should become apparent to the success of the implementation of strategies. KPIs are important to recognise any adjustments that may be needed, holds teams accountable where progress may be underperforming, keeps teams aligned to strive for the same company goals and work in the same direction to company values. Therefore, it provides an overall ‘health check’ of the hotel to provide a realistic guide to how the organisation is performing (Qlik, 2023).
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	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Poor reputation management
	Hiring a social media manager to monitor online feedback platforms (the Hotel’s website, TripAdvisor, Facebook, Instagram, Booking.com and Google Reviews).
	To collect and summarise feedback data, analyse and develop strategies to increase followers, improve the reputation of the hotel with better responses to reviews, oversee and create social campaigns, produce content, and communicate with key stakeholders of the hotel.
	6 months to hire, 12-18 months for job to be fulfilled, and reviewed after the time period.
	05/04/2024
	$28,800 yearly salary.
($15.00 p/h, 40hrs a week, monthly pay).

	2
	Improvement to brand image necessary
	Training is required to transition managers and employees to new change strategies through the implementation of learning platforms such as conferences, online training portals, and real-world delivery to guests and departments.
	Managers and employees will be well-rehearsed in Hilton’s brand values, company vision, and best practices in all departments. Guests will be more satisfied with their service and are likely to leave better reviews and return to the hotel in the future with use of the Hilton Honours Rewards.
	12 months
	30/11/2024
	$70,000
(60 employees x 1,071)

	3
	Technological upgrade suggested for The Polo Towers PMS system
	Investing and integrating an upgraded PMS system to the hotel that allows streamlining of processes from checking in, out, requesting room service/ extras/upgrades to rooms to guest’s mobile devices.
	It will reduce waiting times at the front desk, reduce stress on front desk staff and will align with technological change competition within Las Vegas hotels.
	13 months
	01/01/2025
	$30,000


[bookmark: _Toc147927118]Conclusion
This report conducted for Hilton Vacation Club Polo Towers has recommended frameworks and strategies in that the hotel can implement. As stated in the action plan, there are three main objectives identified to aid The Polo Towers to a successful future amongst their competitors, stakeholders, and guest experiences. Improving the brand reputation of the hotel will be vital to maintaining a healthy communication channel for guests to review the hotel and have readily available a team member who can respond appropriately and collect information that can be used to praise team members and recommend areas of improvement that are required, if the job role once fulfilled over 12-18 months is proven to be a success under review, it is up to the company to continue the professional development or to discontinue.
With the refurbishment taking place outside the hotel, the internal operations of The Polo Towers can work simultaneously to prepare themselves for a workforce who are motivated, engaged, and have elevated levels of job satisfaction while working for Hilton Grand Vacations. Communicating with stakeholders about changes and the necessity for change will build a coalition; providing team members with updated training programs, new best practices, and CSR learning and participation will be pivotal for the hotel and guests to experience and acknowledge the positive changes that will create a diverse and inclusive workplace culture where staff can feel appreciated, trusted, and can deliver authentic customer service experiences. Adopting CSR practices incorporates sustainability within the hotel room refurbishments and introduces forward changes alongside the governance in Las Vegas.
Furthermore, it has been highlighted that technology is adapting in the hospitality industry and understanding the market changes to position The Polo Towers to the same standard as most competitors in the area such as MGM Resorts and Caesars Entertainment requires upgrading Hilton Vacation Club Polo Towers to a new PMS system that can integrate with guests mobile devices and allow guests to manage bookings from their devices, check-in and out and request room service or extras to their rooms. It has been noted that such an investment will reduce waiting times at check-in, allow guests to use their Hilton Honours Rewards points and the app, and relieve some stress from team members who are able to provide meaningful customer service and efficiently use their time to improve productivity. 
On behalf of S.E. Consultancy, I would like to issue my sincere thank you to all the staff at The Polo Towers. It has been a pleasure to collaborate with Hilton Vacation Club Polo Towers, its team members, managers, and guests to create and develop this report. S.E. Consultancy will contact the hotel in six months' time to review progress and will be happy to make a visit to discuss anything further at any time. I wish the business a prosperous success in its future and that it withstands and maintains the highest competitive edge in its operations. If there is anything further S.E. Consultancy can provide and assist with, please do not hesitate to contact us again in the future for further business opportunities that can be explored. 


















Appendices
Appendix 1-4 (TripAdvisor Reviews from July 2023)
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Appendix 5 (Indeed ratings and insights from employees)
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Appendix 6 Table from Anderson and Han (2019, pg. 4) (Table of review performance impacting hotel performance metrics from
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Vigjeroltinerante wrote a review Oct 2023 .
©New York « 91 contributions » 64 helpful votes

0000
A condo complex—not your typical Hilton full-service hotel

Earlier this year (around April), Polo Towers was rebranded as a Hilton property. BEWARE: This is not your
typical full-service Hilton Hotel. If you want to stay in a hotel (versus a condo unit), find other options.
-my Diamond membership was not recognized

-no onsite restaurant; therefore, no free breakfast, no executive lounge, no room service, no place to eat
-no elite room upgrade

-noise due to the construction site next door was worse than expected—will keep you awake if you're a
light sleeper

-daily resort fee was charged even though there were no resort facilities; it’s not a resort

-there really are no hotel amenities at this property—it’'s a condo complex

-staff texted regularly to make sure you were enjoying your stay—but the property didn’t have a way to
meet required guest services due to lack of facilities/amenities

-driving to the property is like going through a maze due to on-going construction

-housekeeping upon request at least one day before

Read less a

Date of stay: October 2023

Trip type: Travelled solo
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Kristy W wrote a review Oct 2023 see
3 contributions

®0000

No customer service here

Customer service at the front desk was definitely missing. They were super rude. I'm here with my
grandmother who is handicapped and can't be left alone. Yet the staff would not allow food deliveries to
the room. They wouldn't even allow them to walk through the lobby to the hallway where the elevators
are. They can't even walk through the lobby! Seriously makes no sense. They can't even enter the
elevator without a key. What harm is it to meet me at the elevator so | am not away from my grams too
long. They wouldn't allow me to grant a key to the delivery person. They wouldn't allow security to escort
the delivery up. And they don't touch food so the staff can deliver it up. Absolutely ridiculous. Rooms are
out dated but still nice. Views are somewhat nice. Location is great a few blocks from Vegas blvd.

Read less a

Date of stay: October 2023
Trip type: Travelled with family

This review is the subjective opinion of a Tripadvisor member and not of Tripadvisor LLC. Tripadvisor performs checks on reviews as part of
our industry-leading trust & safety standards. Read our transparency report to learn more.

\(9 Helpful (1 share

o Response from HGV Resorts, Owner at Hilton Vacation Club Polo Towers Las Vegas
Responded 2 weeks ago
Thank you for your review. We are happy you enjoyed our location. We apologize for the challenges you
encountered during your stay. Your feedback will be used to help us make improvements moving forward.
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RDUworkhardplayhard wrote a review Oct 2023 see
QRaleigh, North Carolina + 1 contribution « 4 helpful votes

@000

AVOID at all costs!

Do not stay here if you want a convenient location with updated amenities that are open at reasonable
hours to accommodate business travelers. You will stay in an outdated property that reeks of smoke.
Worst of all, there is a Hilton Honors sign affixed to the front desk, but you do not earn any Honors points
for your stay here. Lesson learned - avoid at all costs until the adjacent construction is complete and the
property is brought up to Hilton standards.

Read less a

Date of stay: October 2023

Trip type: Travelled on business

This review is the subjective opinion of a Tripadvisor member and not of Tripadvisor LLC. Tripadvisor performs checks on reviews as part of
our industry-leading trust & safety standards. Read our transparency.report to learn more.

2Helpful votes
\(9 Helpful (1 share

Response from HGV Resorts, Owner at Hilton Vacation Club Polo Towers Las Vegas
Responded 2 weeks ago
Thank you for your review and loyalty as an Honors member. We are sorry to hear you were disappointed
with your recent stay. Honors members earn points on eligible stays as outlined on the Honors website.
Thank you for sharing your feedback.
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T D wrote a review Jul 2023 see
9 Chicago, lllinois « 158 contributions 14 helpful votes

00000

Wait until construction is over to visit.

Wait until construction is over. There is construction going on to bring it up to Hilton standards, not sure
what that means. | have stayed here several times and was very pleased with my total stay, not some
much this time. Location is still great.

Read more v
Date of stay: July 2023

This review is the subjective opinion of a Tripadvisor member and not of Tripadvisor LLC. Tripadvisor performs checks on reviews as part of
our industry-leading trust & safety standards. Read our transparency.report to learn more.

1Helpful vote
\(9 Helpful (1 share

o Response from HGV Resorts, Owner at Hilton Vacation Club Polo Towers Las Vegas
Responded 9 Aug 2023
Thank you for your feedback and loyalty to our property. We are sorry you were disappointed with your
recent stay. We look forward to welcoming you back in the future.
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Polo Towers insights

Based on 8 survey responses

What people like
/ General feeling of work happiness /' Supportive environment

+ Clear sense of purpose

Areas for improvement
— Inclusive work environment — Feeling of personal appreciation

— Trustin colleagues
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3.6 % Work/Life Balance
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Performance and review impact of review encouragement (indices compared to competitive set)

TripAdvisor Metrics Hotel Performance Metrics
Percentage
Number of | of positive
TA Score reviews | reviews ADR Occupancy RevPAR
Before 9900 861 999 943 1034 986
After 10080 2244 1029 943 1045 9861
Significance 000350 000000 | 003190 048860 018920 049690

Note: “Before” refers to a 12-month period before implementation of the Revinate Surveys tool to encourage guest reviews.“After” s
the 12 months following implementation.
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