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Executive Summary

The Problem
Currently, the Savoy Hotel, which is a well-recognized luxury facility that is in the center of London, is confronted with severe obstacles that put its position in the market in a precarious situation. A significant decrease in the degree of happiness that customers report experiencing, inefficiencies in operations, and inadequate utilization of innovative technologies are the principal challenges that have arisen. The reputation of the hotel, the financial outcomes, and the competitive position of the hotel in the luxury hospitality industry are all directly impacted because of these challenges.

Key Findings
1. Declining Customer Satisfaction
· Service Quality Issues: Concerns with the quality of service have been highlighted because of feedback from customers, which indicates that they are dissatisfied with the variable level of service that is offered. The inconsistency in question does not live up to the lofty standards that are anticipated from a premium hotel environment.
· Obsolete hotel amenities: Guests have expressed unhappiness with the antiquated state of the rooms, which has had a detrimental effect on their whole experience.
· Lack of Personalized Experiences: The Savoy has not consistently met the expectations of modern travelers who seek personalized services that cater to their own tastes.
   2. Operational Inefficiencies
· Check-In/Check-Out Delays: The existing manual check-in/check-out procedures lead to extended waiting periods and inconvenience for guests.
· Staff Training Gaps: Inadequate training results in personnel inefficiencies, especially during periods of high demand, which in turn leads to operational delays.
  3. Underutilization of Technology
· Lack of Modern Systems: The Savoy has not yet included innovative technologies such as mobile check-in/check-out, intelligent room functionalities, and automated payment systems, which have become customary in the luxury industry.


Analysis of Findings
PESTEL Analysis
· Political: Changes in UK immigration policy could impact the availability of skilled labor.
· Economic: Economic downturns and inflation affect consumer spending and hotel occupancy rates.
· Social: Increasing demand for personalized services and unique experiences.
· Technological: Advances in technology present opportunities for enhancing guest experiences.
· Environmental: Rising importance of sustainability practices among guests.
· Legal: Ongoing compliance with health and safety regulations.

SWOT Analysis
· Strengths: Prestigious reputation, prime location, high-quality amenities, strong brand loyalty.
· Weaknesses: Declining customer satisfaction, operational inefficiencies, high operating costs.
· Opportunities: Market expansion, technological advancements, sustainability practices.
· Threats: Increasing competition, economic volatility, regulatory changes.
Recommendations
1. Enhance Customer Experience- Utilise CRM software to collect and evaluate visitor preferences, facilitating customized service and updating rooms with intelligent technology and environmentally friendly amenities.
2. Improve Operational Efficiency- Deploy digital solutions for check-in/check-out processes to minimize waiting periods and establish extensive training programs to enhance the quality of service.
3. Adopt Advanced Technologies- Develop a mobile application to provide smooth interactions with guests, incorporating automatic lighting, climate control, and voice-activated assistants. Utilise technology to simplify the billing process and minimize mistakes.
4. Sustainability Initiatives- Implement sustainable practices and offer environmentally friendly facilities to appeal to guests that prioritize environmental consciousness.


Implementation and Change Management
· Engaging Staff- Effectively convey the rationales behind the modifications and their advantages, while cultivating a feeling of ownership and dedication towards the improvements.
· Continuous Training and Development- Ensure that staff members are regularly informed on new procedures and technology, and provide workshops and online courses to improve their abilities.
· Monitoring and Adjusting Strategies- Establish and oversee essential metrics to measure progress, and collect feedback from employees and customers to make required modifications.
Potential Benefits
· Enhanced Guest Satisfaction- Enhanced ratings, heightened customer loyalty, and favorable recommendations through word-of-mouth.
· Improved Operational Efficiency- Efficient processes and highly skilled workers enhance production and decrease expenses.
· Competitive Advantage- Advanced technologies and sustainability practices attract modern, eco-conscious guests.
· Stronger Brand Loyalty- Customised, premium experiences foster guest loyalty and promote repeat visits.
Conclusion
Putting these strategic ideas into effect will result in major improvements to The Savoy's operations, as well as to the enjoyment of its guests and its standing in the market. As a result of this collaboration, Prestige Hospitality Consulting would like to express its gratitude to The Savoy Hotel. The company is looking forward to providing support for The Savoy Hotel's future endeavors, which will ensure that it continues to be successful in the premium hospitality market.







Introduction
Background of The Savoy Hotel
The Savoy Hotel, which can be found on the Strand in the center of London, is often considered to be among the most prominent luxury hotels in the entire world. The hotel has a long and illustrious history, having been established in 1889. It has been frequented by many notable guests, including members of the royal family, celebrities, and political leaders. There are 267 rooms and suites available at The Savoy, each of which is created with a combination of Edwardian and Art Deco designs. This provides visitors with an experience that is both one-of-a-kind and luxurious (The Savoy, 2023).

Current Issues
Even though it has a famous reputation, The Savoy Hotel is currently dealing with substantial problems that threaten its status in the market for luxury hospitality goods and services. A considerable decrease in customer satisfaction, operational inefficiencies, and the underutilization of sophisticated technology are among the key challenges that need to be addressed. The manifestation of these issues has taken many forms, including unfavorable comments from guests over the quality of service, outmoded amenities in the rooms, and ineffective procedures for checking in and checking out. According to TripAdvisor (2023) and Ransley, Ingram, and Adams, 2022, if these problems are not handled in a timely manner, they may result in a further decline in the quality of the guest experience, a decrease in the number of repeat customers, and a weakness in the hotel's competitive position.
Problem Statement
There has been a significant decrease in client satisfaction at The Savoy Hotel, which is aggravated by operational inefficiencies and the underutilization of technology. This is the fundamental problem that the hotel is facing. These difficulties are important since they have a direct impact on the hotel's reputation, financial performance, and capacity to compete in the premium market. Dealing with these problems is necessary to preserve the illustrious reputation of The Savoy and to guarantee the establishment's ongoing success.





Background of Prestige Hospitality Consulting
Prestige Hospitality Consulting is a consulting firm that is at the forefront of the industry and specializes in the hospitality industry as its core field of professional knowledge. Our mission is to improve hotel operations, improve the quality of experiences that are delivered to guests, and boost profitability. This will be accomplished via the adoption of creative ideas and rigorous strategic planning. Hotel owners can make use of our personalized consulting services, which are tailored to address the challenges that hotels face. Our crew is made up of experts who have years of expertise in their respective fields. To deliver solutions that are not only efficient but also long-lasting, our approach combines our comprehensive understanding of the industry with an in-depth comprehension of the requirements that our clients have ((Prestige Hospitality, n.d.).

Theoretical Frameworks
This paper will make use of many recognized theoretical frameworks to conduct an in-depth analysis of the problems that have been occurring at The Savoy Hotel.
1. PESTEL Analysis: To evaluate the external macro environmental elements that have an impact on The Savoy, the PESTEL framework will be of assistance. The purpose of this research is to provide a thorough knowledge of the external influences that are affecting the hotel (Kotler, Bowen, and Makens, 2010). This analysis will encompass political, economic, social, technological, environmental, and legal elements.
2. SWOT Analysis: An analysis of strengths, weaknesses, opportunities, and threats (SWOT) will be conducted to determine the opportunities and threats that are external to the hotel, as well as the strengths and weaknesses that are internal to the establishment's operations. Based on the findings of Kotler et al. (2017), this framework will provide insights into the status of the hotel as well as suggestions for areas that could be improved and expanded.
3. TOWS Analysis: The TOWS analysis will be used to produce strategic actions by matching the hotel's strengths with opportunities and resolving weaknesses to reduce threats. This will be done by building on the SWOT analysis, which will be used to develop strategic actions. This strategy will assist in transforming the problems that have been identified into solutions that can be implemented (Oh, 2009).




Objectives of the Report
The Savoy Hotel is the target audience for this consultancy study, and its major purpose is to give the hotel in-depth insights into the underlying causes of its existing problems and to propose strategic solutions to remedy those problems. Using the PESTEL, SWOT, and TOWS frameworks, the report intends to accomplish the following goals:
· Determine the primary elements that are responsible for the deterioration of customer satisfaction and the inefficiency of operational processes.
· Make recommendations that can be put into action to improve personalized guest experiences, modernize amenities, streamline operations, and adopt innovative technologies.
· Design and implement change management techniques to guarantee the successful implementation of the recommendations that have been proposed.
· Describe the potential advantages that could result from implementing the recommendations, such as an increase in the level of satisfaction experienced by guests, an improvement in operational efficiency, and a deeper competitive posture.












Analysis
Issue Identified
1. Declining Customer Satisfaction
When it comes to client happiness, the Savoy Hotel is witnessing a considerable fall, even though it has a reputation for being a luxury. This issue is brought to light by a variety of consumer evaluations and feedback on platforms such as TripAdvisor, where visitors have voiced their discontent with the quality of service, the conditions of their rooms, and the absence of personalized experiences (TripAdvisor, 2023).
Impact on the Hotel
· Reputation: According to Smith (2023), the hotel's prestigious reputation is tarnished by negative evaluations and diminishing satisfaction scores, which subsequently makes the property less appealing to prospective customers.
· Income: According to Chen, (2023), a decrease in customer satisfaction might result in a decrease in repeat business, which is particularly important for the maintenance of consistent revenue streams.
· Scope: According to Fitzsimmons and Fitzsimmons (2011), the feeling of dissatisfaction is ubiquitous and has an impact on a variety of components of the guest experience, including service and amenities.
Causes:
· Service Quality: One of the most common complaints has been about the inconsistent quality of the service, which indicates that there is a requirement for greater staff training and customer service guidelines (Baum, 2015).
· Outdated Amenities: It has been brought to the attention of guests that several room amenities are out of date, which is a detriment to the luxury experience that one would anticipate from a hotel of The Savoy's caliber (Hotel Management, 2023).
· Lack of Personalization: According to Chathoth et al. (2016), contemporary luxury travelers anticipate more personalized services that are tailored to their tastes. The Savoy has not been able to meet these expectations.




2. Operational Inefficiencies
The Savoy is plagued by considerable operational inefficiencies, most notably in the procedures for checking in and checking out travelers. Because of these inefficiencies, guests must wait for longer periods of time, which is an annoyance.
Impact on the Hotel:
· Guest Experience: According to Fitzsimmons and Fitzsimmons (2011), inefficient processes have a detrimental impact on the entire visitor experience, which contributes to discontent and negative feedback.
· Operational Costs: There is a negative impact on the hotel's profitability because of inefficiencies, which lead to higher labor expenses and worse operational productivity (OECD, 2023).
Causes:
· Outdated Procedures: According to Hotel Management (2023), a big contributor to operational inefficiencies is the reliance on traditional operations that are performed manually.
· Insufficient Staff Training: According to Baum (2015), the staff does not receive sufficient training to cope with peak times in an efficient manner, which results in bottlenecks and delays.
· Lack of Automation: The lack of digital solutions, such as mobile check-in and check-out and automated payment systems, contributes to the escalation of operational inefficiencies (Vinod Kumar Shukla, Verma and Paolo, 2024).











3. Underutilization of Technology
The Savoy has not fully incorporated these advancements, even though there is modern technology available that has the potential to improve the experience of guests and streamline operations.
Impact on the Hotel:
· Competitive Disadvantage: According to Deloitte (2023), The Savoy is at a disadvantage in comparison to its competitors since it has not adopted advanced technologies. These competitors specialize in providing seamless digital experiences.
· Guest Expectations: The incorporation of technology into a modern traveler’s stay is something that they anticipate, such as mobile check-in and check-out capabilities and smart room amenities. The absence of such conveniences can result in discontent on the part of the guests (Smith, 2023).
Causes:
· Resistance to Change: According to Potter (1996), there is a possibility that there will be resistance within the organization to adopting modern technology due to the perceived complexity or costs of doing so.
· Lack of Investment: The hotel has fallen behind in terms of meeting the expectations of modern guests since it has not made significant investments in technological advancements. (PwC, 2023)












PESTEL Analysis
To have a better knowledge of the macroenvironmental elements that have an impact on The Savoy Hotel, the PESTEL framework is helpful. Included in the analysis are:
· Political: When it comes to the availability of skilled labor in the hospitality industry, changes in immigration policy in the United Kingdom could have an impact (UK Government, 2023).
· Economic: The ability of consumers to spend money is impacted by economic downturns and inflation, which in turn influences the occupancy rates and pricing strategies employed by hotels (OECD, 2023; Hall,2020).
· Social: According to Smith (2023), the need for innovation in service delivery is being driven by the growing expectations of customers for personalized services and experiences that are out of the ordinary (Edwards, 2018).
· Technological: According to Deloitte (2023), technological advancements present chances for improving the whole visitor experience by including intelligent room features and management systems that are efficient (Davis, 2020).
· Environmental: According to Green Hotelier (2023), a rising number of guests are placing a greater emphasis on sustainability practices, which calls for the implementation of environmentally friendly activities (George, 2021).
· Legal: The observance of health and safety rules continues to be of the utmost importance, particularly considering the current pandemic (UK Hospitality, 2023; Martin, 2020).

SWOT Analysis
	Strengths
	Weaknesses

	Prestigious reputation
	Declining customer satisfaction

	Prime location
	Operational inefficiencies

	High-quality amenities
	Negative service feedback

	Strong brand loyalty
	High operating costs (O'Reilly, 2020)



	Opportunities
	Threats

	Expanding market for luxury travel (Patel, 2021)
	Increasing competition

	Technological advancements
	Economic downturns

	Rising demand for sustainable practices
	Changing regulatory environment

	Potential partnerships and collaborations
	Negative online reviews (Young, 2020)


                                       (Table 1, Madalina Imbrea)


TOWS Analysis
	Strengths/Opportunities (SO)
	Strengths/Threats (ST)

	Leverage prestigious reputation to attract high-profile partnerships
	Use prime location to mitigate economic downturn impacts

	Utilize high-quality amenities to offer unique experiences
	Implement advanced technology to counteract competition



	Weaknesses/Opportunities (WO)
	Weaknesses/Threats (WT)

	Address customer satisfaction by enhancing personalized services
	Improve operational efficiencies to reduce high operating costs

	Adopt sustainability practices to meet rising demand
	Strengthen service quality to combat negative reviews


                                                     (Table 2, Madalina Imbrea)

Detailed Analysis of Issues
Declining Customer Satisfaction
· Feedback Analysis: Several areas of concern have been brought to light by the feedback received from customers, including the inferior quality of service, the antiquated conditions of the rooms, and the absence of personalized experiences. According to TripAdvisor (2023), these characteristics contribute to a negative overall guest experience, which in turn leads to lower satisfaction levels and a decreased possibility of individuals returning to the location.
· Impact on Repeat Business: An increase in the level of pleasure experienced by customers can have a substantial impact on repeat business, which is vital for ensuring a consistent flow of money. According to Fitzsimmons and Fitzsimmons (2011), guests who have a terrible experience are less likely to return to the hotel and are more likely to submit unfavorable reviews, which also contributes to the hotel's reputation being further damaged.
· Personalization: A great level of customization is something that modern luxury travelers anticipate receiving from their encounters. At The Savoy, the absence of personalized services is a crucial issue that contributes to the decline in customer satisfaction rankings. According to Smith (2023), personalized services can include customized room settings, arrangements for special occasions, and personalized communication to name a few examples.


Operational Inefficiencies
· Process Analysis: The guests are experiencing delays and unnecessary inconvenience because of operational inefficiencies, particularly in the process of checking in and checking out. These inefficiencies can be due to practices that have become obsolete, a lack of automation, and inadequate training for the workers (Hotel Management, 2023).
· Impact on Guest Experience: A negative influence on the visitor experience is caused by lengthy waiting periods and processes that are difficult to complete, which in turn leads to discontent and bad comments. According to Fitzsimmons and Fitzsimmons (2011), streamlining these processes is necessary to improve overall satisfaction and make a positive impact on the convenience of guests.
· Staff Training: The staff training programs at The Savoy are not adequately addressing the changes that are occurring in the hospitality industry, even though this industry is always subject to change. The lack of training has a negative influence not only on the efficiency of operations but also on the quality of the service that is provided. According to Baum (2015), to ensure that a high-quality service is provided, it is required to conduct technologically advanced training programs that focus on customer service, operational procedures, and modern technology.
Underutilization of Technology
· Technological Advancements: Even though the hospitality business is constantly evolving, the staff training programs at The Savoy are not appropriately addressing these changes. Because of this training gap, both the quality of service and the efficiency of operations are negatively impacted. According to Baum (2015), to guarantee an elevated level of service, it is necessary to carry out advanced training programs that concentrate on customer service, operational procedures, and modern technology.
· Guest Expectations: In today's world, vacationers have come to expect that their stay will be effortlessly connected with the proper technologies. As a result of the fact that it does not possess these characteristics, Smith (2023) asserts that The Savoy is at a disadvantage in contrast to its rivals. A few of its rivals have already adopted these technological advancements.
· Operational Efficiency: To further improve operational efficiency, technology can automate repetitive operations, thereby lowering the number of errors that occur and freeing up staff members to concentrate on providing personalized service. According to PwC (2023), the use of these technologies is necessary to maintain a competitive edge in the premium hospitality sector.


Areas of Positive Performance
Prestigious Reputation: The Savoy Hotel has been able to maintain its legendary reputation in the premium hospitality business thanks to its long and storied history, its enviable location, and the high-quality services it provides. It is possible to make use of this reputation, which is an asset, to accomplish the objective of attracting high-profile guests and collaborations (The Savoy, 2023).
Prime Location: One of the major advantages of The Savoy is its ideal location, which is in the center of London. Because it provides guests with convenient access to key attractions, business centers, and cultural places, it is a favorite choice for travelers who are traveling for both business and pleasure (The Savoy, 2023).
High-Quality Amenities: The hotel provides a variety of high-quality services, such as upscale eating establishments, elegant spa facilities, and rooms and suites that are tastefully decorated and comfortably furnished. These amenities contribute to the overall appeal of the hotel and enhance the experience that guests have while staying there (The Savoy, 2023).
Strong Brand Loyalty: Because the Savoy is dedicated to offering high-quality service and the fact that many guests have had positive experiences while staying there, the hotel has a customer base that is loyal to it. According to The Savoy (2023), maintaining constant occupancy rates and increasing repeat business are both contingent on the patronage of customers who are loyal to the brand.











Recommendations and Change Management

Recommendations
1.Enhancing Customer Experience
A. Implement Personalized Services: 
Details:
· Utilize CRM Systems: To collect and evaluate the preferences of guests, you should implement a Customer Relationship Management (CRM) system. The hotel will be able to provide personalized services because of this, including individualized room settings, personalized welcome greetings, and arrangements for special occasions (Chathoth et al., 2016).
· Personalized Communication: Develop personalized communication strategies, including pre-arrival emails and post-departure follow-ups, to engage guests and enhance their experience. Personalized communication can make guests feel valued and appreciated, contributing to higher satisfaction levels (Smith, 2023; Stevens, 2020).
Implementation:
· Step 1: Choose and put into action a customer relationship management system that is specifically designed for the hospitality industry.
· Step 2: The personnel should be trained on how to use the CRM system so that they can successfully acquire and use guest data.
· Step 3: Incorporate the templates that you create for personalized communication into the customer relationship management system.
Cost:
· CRM system implementation and training: £30,000
· Development of communication templates: £10,000
Timeline:
· 6 months





B. Upgrade Room Amenities and Technology:
Details:
· Modernize Room Features: The facilities in the rooms should be upgraded to include high-speed internet, the latest entertainment systems, high-quality bedding and toiletries, and smart room features. The expectations of guests who are knowledgeable about technology will be met by these enhancements, which will also improve the whole experience that they have throughout their stay (Deloitte, 2023; Nelson, 2019).
· Eco-Friendly Initiatives: Introduce environmentally friendly practices and amenities, such as lighting that is more energy efficient, fixtures that save water, and toiletries that are more environmentally friendly. According to Green Hotelier (2023), these activities will appeal to customers who are ecologically sensitive and will align with global trends in sustainability.
Implementation:
· Step 1: Identify areas for improvement and do an assessment of the facilities that are already available in the rooms.
· Step 2: Collaborate with your suppliers to acquire products that are both of high quality and environmentally sustainable.
· Step 3: Conduct the upgrades in stages to cause the least amount of inconvenience to the visitors.
Cost:
· Room upgrades: £100,000
· Eco-friendly amenities: £20,000
Timeline:
· 6 months








2.Improving Operational Efficiency
A. Streamline Check-In/Check-Out Processes:
Details:
· Digital Solutions: It is possible to reduce the amount of time that guests must wait and improve their convenience by implementing digital solutions such as mobile check-in and check-out, self-service kiosks, and automated payment systems. According to PwC (2023), these technologies have the potential to streamline the check-in and check-out process, making it both faster and more efficient (Quinn, 2018).
· Efficient Staff Allocation: It is important to optimize the distribution of staff during peak times to guarantee that there are sufficient people available to manage the arrival and departure of guests. According to Hotel Management (2023), this method has the potential to assist in the reduction of bottlenecks and the improvement of the overall efficiency of the check-in and check-out process.
Implementation:
· Step 1: Choose digital solutions for the check-in and check-out procedures, and then put them into action.
· Step 2: The staff should be trained on the new procedures and systems.
· Step 3: To guarantee that there is adequate coverage at peak hours, adjust the schedules of the workforce.
Cost:
· Digital solutions implementation: £40,000
· Staff training: £10,000
Timeline:
· 3 months









B. Enhance Staff Training Programs:
Details:
· Comprehensive Training: It is important to provide comprehensive training programs that encompass topics such as customer service, operating procedures, and the utilization of modern technologies. According to Baum (2015), these programs ought to be created in such a way that they provide employees with the information and abilities necessary to continually provide an excellent level of service (Xavier, 2021).
· Continuous Development: It is essential to adopt initiatives for continuous professional development to ensure that staff are kept abreast of the most recent developments and best practices in their respective industries. According to Fitzsimmons & Fitzsimmons (2011), taking part in frequent training sessions and workshops can be beneficial in terms of assisting in the upkeep of high service standards and the enhancement of operational efficiency.
 Implementation:
· Step 1: It is important to develop training modules that include important aspects of customer service and operations.
· Step 2: Training courses and workshops should be scheduled on a regular basis.
· Step 3: The effectiveness of training programs should be monitored and evaluated, and adjustments should be made as required.
Cost:
· Development and delivery of training programs: £30,000
· Continuous professional development initiatives: £15,000
Timeline:
· 4 months








3. Adopt Advanced Technologies
A. Mobile Check-In/Check-Out
Details:
· Implementation: Through the implementation of a mobile application that enables visitors to check in and leave using their cell phones, wait times can be reduced, and the overall experience of the guests can be improved (PwC, 2023; Wallace, 2019).
Cost:
· Development and integration of mobile app: £25,000
Timeline:
· 3 months

B. Smart Room Features
Details:
· Integration: Intelligent technology should be included in guest rooms to create a contemporary and convenient experience (Deloitte, 2023). This includes the incorporation of automated lighting, climate management, and voice-activated assistants (Kelly, 2021).
Cost:
· Installation of smart room features: £50,000
Timeline:
· 6 months

C. Automated Systems
Details:
· Payment Systems: Implement automated payment systems to streamline billing processes and reduce manual errors (Davis, 2020).
Cost:
· Automated payment systems: £15,000
Timeline:
· 2 months



4. Sustainability Initiatives
A. Eco-Friendly Practices
Details:
· Sustainable Operations: It is important to establish environmentally responsible business practices, such as waste reduction programs and the purchase of goods and services from local vendors who are ecologically concerned. According to Green Hotelier (2023), these activities will not only reduce the impact that the hotel has on the environment, but they will also make the establishment more appealing to guests who are concerned about the environment (Underwood, 2021).
Cost:
· Implementation of sustainability practices: £20,000
Timeline:
· 4 months














Change Management Strategies
Engaging Staff
· Transparent Communication: Ensure that all staff members are aware of the rationale for the adjustments in a manner that is both clear and transparent. Make certain that they are aware of the advantages that the modifications will bring to the hotel and how they will help the establishment's success (Kotter, 1996).
· Involve Staff in Decision-Making: Make sure that the staff participates in the process of change by asking for their thoughts and feedback. According to Baum (2015), this strategy has the potential to facilitate the development of a sense of ownership and commitment to the changes, making the transition more seamless and successful.
· Support and Resources: To assist the personnel in adjusting to the changes, it is important to provide the necessary support and resources. In addition to providing access to modern technology and tools, this support may also involve training and mentoring opportunities (Kaplan & Norton, 1996).

Continuous Training and Development
· Regular Training Sessions: Training sessions should be held on a regular basis to keep employees up to date on the latest procedures, technology, and best practices. According to Baum (2015), these sessions must be dynamic and interesting, and they ought to provide opportunities for staff members to practice and apply what they have taught them.
· Professional Development Opportunities: Help your employees improve their abilities and grow their careers by providing them with opportunities for professional development. These possibilities can take the form of workshops, seminars, or even online courses. (Armstrong & Taylor, 2020) Continuous learning has the potential to assist in the maintenance of good service standards and the improvement of job satisfaction (Lewis, 2018).






Monitoring and Adjusting Strategies
· Key Performance Indicators (KPIs): To follow the progress of the modifications and quantify their influence on guest happiness, operational efficiency, and service quality, key performance indicators (KPIs) should be developed and observed closely. Review these indicators on a regular basis to discover areas that could use improvement and adjust your strategies as required (Kaplan & Norton, 1996; Fisher, 2017).
· Feedback Mechanisms: To collect information from both the staff and the guests regarding the modifications, it is necessary to establish feedback systems. According to Fitzsimmons and Fitzsimmons (2011), it is essential to make use of this input to make revisions and ensure that the modifications are providing the effects that are wanted.

Potential Benefits
Enhanced Guest Satisfaction: Increasing the level of happiness that guests have with The Savoy can be accomplished through the implementation of personalized services, the enhancement of room amenities, and the adoption of innovative technologies. According to Smith (2023), these enhancements will result in higher ratings, an increase in the number of repeat reservations, and good word-of-mouth referrals received (Zimmerman, 2018).
Improved Operational Efficiency: Through the streamlining of processes and the enhancement of staff training, operational efficiency will be improved, resulting in decreased wait times and reduced levels of productivity. It is anticipated that these efficiencies will lead to cost reductions as well as an increase in profitability (Fitzsimmons & Fitzsimmons, 2011).
Competitive Advantage: Through the implementation of innovative technologies and ecologically friendly business practices, The Savoy will be able to achieve a competitive advantage in the luxury hotel industry. According to Deloitte (2023), these technologies will set the hotel apart from its rivals by compelling guests who are concerned about the environment and informed about technology to stay at the establishment (Vincent, 2020).
Stronger Brand Loyalty: By delivering high-quality, individualized experiences to its customers, The Savoy will be able to strengthen its brand loyalty. This will encourage guests to return to the hotel and recommend it to others, which will lead to increased revenue. This devotion is crucial, according to The Savoy (2023), for guaranteeing that occupancy rates remain consistent and for producing businesses that return to the establishment (Taylor, 2019).



Cost Analysis
The total cost of implementing the recommendations is detailed as follows:
· Implement Personalized Services: £40,000
· Upgrade Room Amenities and Technology: £120,000
· Streamline Check-In/Check-Out Processes: £50,000
· Enhance Staff Training Programs: £45,000
· Adopt Advanced Technologies: £90,000
· Sustainability Initiatives: £20,000
· Total Estimated Cost: £365,000

Implementation Timeline
The implementation time limit for the recommendations is designed to minimize any disruptions to hotel operations while efficiently attaining the intended benefits.
Phase 1 (0-3 months):
· Implement mobile check-in/check-out and automated payment systems.
· Begin staff training programs.
· Start sustainability initiatives.
Phase 2 (3-6 months):
· Complete the integration of digital solutions for check-in/check-out processes.
· Continue staff training and professional development programs.
· Upgrade room amenities and integrate smart room features.
Phase 3 (6-9 months):
· Fully implement personalized services using CRM systems.
· Complete the implementation of eco-friendly initiatives.
· Monitor and evaluate the effectiveness of the changes, adjusting as needed.





Measuring Success
Guest Satisfaction: Use feedback channels and conduct surveys on a regular basis to assess the level of satisfaction of your guests. (Fitzsimmons & Fitzsimmons, 2011) It is important to keep track of the changes in customer satisfaction ratings and consider feedback to identify areas that have room for improvement.
Operational Efficiency: Assess the effectiveness of the operations by making use of Key Performance Indicators (KPIs), which include the length of time required for the check-in and check-out procedures, the levels of productivity achieved by the workers, and the amount of time required to finish the various activities. It is important to monitor these metrics on a consistent basis to ensure that the improvements that have been performed are providing the enhancements that were planned (Kaplan & Norton, 1996).
Service Quality: It is important to evaluate the quality of service by studying reviews left by guests, conducting evaluations using mystery shoppers, and evaluating the performance of staff members. It is recommended that this data be used to consistently improve training programs and service standards (Armstrong & Taylor, 2020).
Financial Performance: Assess the financial consequences of the modifications by monitoring the generated income, profitability, and reductions in costs. Examine financial performance statistics to verify that the investments made in enhancements are yielding a favorable return (OECD, 2023).










Action Plan
The action plan for The Savoy Hotel offers a comprehensive analysis of the identified issues, suggested remedies, expected results, schedules, and corresponding expenses. By using this methodical strategy, the hotel will be able to successfully apply the recommended solutions and attain the intended enhancements.

	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1.
	Declining customer satisfaction
	Implement personalized services using a CRM system
	Improved guest satisfaction and loyalty
	6 months
	30/11/2024
	£40,000

	2.
	Outdated room amenities
	Upgrade room features and integrate smart technology
	Enhanced guest experience and satisfaction
	6 months
	30/11/2024
	£100,000

	3.
	Operational inefficiencies
	Streamline check-in/check-out processes with digital solutions
	Reduced wait times and increased operational efficiency
	3 months
	31/08/2024
	£50,000

	4.
	Insufficient staff training
	Develop and implement comprehensive training
	Higher service quality and staff performance
	4 months
	30/09/2024
	£45,000

	5.
	Underutilization of technology
	Implement mobile check-in/check-out and automated payment systems
	Improved guest convenience and operational efficiency
	3 months
	31/08/2024
	£40,000

	6.
	Lack of sustainability practices
	Introduce eco-friendly amenities and sustainable operations
	Enhanced brand image and appeal to eco-conscious guests
	4 months
	30/09/2024
	£20,000


                                         (Table 3, Madalina Imbrea)









Conclusion 
The Savoy Hotel has been subjected to an analysis by a consultant report, which has revealed a decrease in customer satisfaction because of inconsistent service quality, obsolete hotel amenities, and a lack of personalized guest experiences. Furthermore, this has had a detrimental effect on the hotel's reputation as well as its financial performance. The inefficiencies that have been introduced into the operations, particularly in the check-in and check-out procedures, have led to lengthier wait times and inconvenience for the guests. Since Savoy has not fully incorporated advanced technologies, such as mobile check-in and check-out and smart room features, the hotel is at a disadvantage in comparison to its competitors. 
To take care of these problems, the research suggests boosting the customer experience by implementing a Customer Relationship Management (CRM) system and improving the amenities that are available in the rooms. As a result, this will fulfill the expectations of contemporary travelers and enhance the overall experience of guests. Increasing operational productivity and decreasing wait times are two outcomes that can be achieved by enhancing operational efficiency with digital technologies and staff training programs. Using innovative technology such as mobile check-in and check-out, smart room features, and automated payment systems, The Savoy will be able to conform to the contemporary expectations of its guests and the operational standards of hospitality. 
The hotel's brand image will be improved because of the introduction of environmentally friendly amenities and sustainable operational procedures, which will appeal to visitors who are environmentally sensitive. To achieve a successful implementation, it is necessary to take an organized strategy that incorporates transparent communication, ongoing training, and the monitoring and adjustment of key performance indicators (KPIs). 
Enhancing the satisfaction of guests, enhancing operational efficiency, gaining a competitive edge, and strengthening brand loyalty are some of the potential benefits that could result from embracing these ideas. Prestige Hospitality Consulting would like to express its appreciation to The Savoy Hotel for providing them with the opportunity to work together on this project. The company is certain that the execution of these strategic recommendations would improve The Savoy's internal operations, as well as the satisfaction of its guests and its position in the market.
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