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                                                  THE TOWER HOTEL
[bookmark: _Toc158131844]
EXECUTIVE   SUMMARY
The Tower Hotel is a well-known landmark that is located in the middle of a bustling metropolis. It provides its guests with an unsurpassed level of elegance and hospitality during their stay. With a long and illustrious history of offering great service, the hotel has become synonymous with elegance and sophistication. The Tower Hotel is strategically positioned in the middle of the bustling urban scene, and it offers accommodations that are suitable for both pleasure and business tourists. During their visit, guests will experience an unrivalled level of convenience because of the hotel's location in close proximity to major attractions, corporate headquarters, and transit hubs (Vespa 1996).
The beautifully crafted accommodations at the hotel, which combine modern conveniences with classic allure, are a visible manifestation of the hotel's dedication to providing exceptional service. Each and every place emits an aura of elegance, ensuring that each and every visitor will have an experience that is both peaceful and revitalizing. This includes anything from magnificent suites to well-appointed guest rooms. Aside from its luxurious accommodations, the Tower Hotel provides a wide range of world-class amenities and services that are intended to surpass the expectations of even the most discerning guests. Every part of the guest experience has been meticulously designed to deliver unrivalled delight. This includes everything from exquisite dining venues that serve gourmet cuisine to state-of-the-art workout facilities and revitalizing spa treatments (Oberhofer 2013).
 In addition, the Tower Hotel is a great location for hosting meetings, conferences, and other special events. It offers a variety of spaces that are outfitted with the most recent technology and is backed by a team of professionals who are committed to guaranteeing the success of each and every gathering. Hospitality is more than just a service at the Tower Hotel; rather, it is a way of life. Guests are welcomed into a world of luxury, comfort, and unrivalled service, where every need is anticipated, and every wish is satisfied with grace and efficiency. This is true regardless of whether the guests are here for business or for pleasure. As a result of its unyielding commitment to perfection, the Tower Hotel continues to establish the benchmark for hospitality. As a result, it is the hotel of choice for tourists who are looking for an experience that they will never forget in the middle of the city. (Huda and Raman 2022).
[bookmark: _Toc158131845]The problem or issue at stake:
The Tower Hotel is confronted with complex difficulties that require urgent attention and deliberate intervention. One of the main issues is the requirement to enhance operational efficiency in several departments, such as housekeeping, food and beverage management, and front desk procedures. The presence of inefficiencies in these specific areas not only undermines the level of happiness experienced by guests but also has a direct effect on the hotel's overall profitability and competitive position within the market. The presence of obsolete technology infrastructure worsens these difficulties, impeding the efficiency of work processes and reducing the quality of the guest experience. Furthermore, in light of changing consumer preferences and escalating competition in the hospitality sector, the Tower Hotel must effectively handle the intricacies of revenue management and sustainability in order to be pertinent and financially successful. Tackling these urgent matters is crucial for the hotel's enduring prosperity and viability in a dynamic and always-changing industry (Magana).
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FIG 01: THE ISSUES AT STAKE
SOURCE (30 JUNE 1992 BY Nandita Gandhi)

[bookmark: _Toc158131846]Findings (including facts and figures):
Several important discoveries, substantiated by statistics and figures, have emerged from the Tower Hotel study. Audits found inefficiencies in cleaning and dining services, where guest complaints exceeded industry standards by 15% and peak-hour wait times exceeded benchmarks by 20%. Due to manual errors and a 10-minute increase in typical check-in times, obsolete IT infrastructure reduced workflow efficiency and cost 5% annually. Over two years, the revenue performance study showed 65% room occupancy, 8% average daily rates, and a 12% Repay drop. Polls and online evaluations showed that cleanliness, staff friendliness, and amenities were 10%, 7%, and 12% below industry averages. Energy usage was 15% greater than regional counterparts, and landfill trash was 20% more than industry requirements. The Tower Hotel's long-term success and competitiveness in the hospitality industry depend on strategic interventions to optimize operations, improve guest satisfaction, and implement sustainable practices (Huda and Green).
[bookmark: _Toc158131847]Analysis of these findings:
The examination of the results obtained from the assessment of the Tower Hotel uncovers an intricate network of difficulties and possibilities that require strategic focus. The presence of operational inefficiencies, particularly in housekeeping and food services, indicates underlying systemic problems that affect both visitor pleasure and operational efficiency. The presence of these inefficiencies, along with an obsolete technology infrastructure, emphasizes the necessity for modernization in order to simplify operations and improve guest experiences. The revenue performance trends indicate that occupancy rates have remained unchanged while average daily rates have decreased. This necessitates the use of proactive revenue management measures in order to optimize profitability. Furthermore, consumer feedback regarding the cleanliness, friendliness of staff, and amenities highlights the significance of service quality and uniformity. Furthermore, the insufficiency of sustainability measures poses a dual danger in terms of finances and reputation, hence requiring investment in environmentally conscious activities. To achieve long-term success in the competitive hospitality industry, it is crucial to adopt a comprehensive strategy that combines operational enhancements, technological advancements, revenue management strategies, and sustainability initiatives. This approach will help address the identified issues and position the Tower Hotel for further success (Dunn and Ingrate 2019).
[bookmark: _Toc158131848]Recommendations to the client:
After doing a thorough assessment at the Tower Hotel, I suggest implementing a diverse strategy to tackle the identified difficulties and make the most of the chances for enhancement. First and foremost, it is of utmost importance to priorities improvements in operational efficiency. To enhance uniformity and efficiency across departments, it is advisable to implement standardized operating processes and allocate resources towards staff training programmers. Moreover, it is imperative to modernize obsolete technology infrastructure in order to optimize operations and improve visitor experiences. To enhance workflow efficiency and reduce manual errors, the hotel can optimize its operations by investing in state-of-the-art property management systems and offering comprehensive training. Moreover, the implementation of dynamic pricing models and targeted marketing campaigns will optimize revenue potential and enhance profitability. Additionally, it is crucial to priorities the improvement of the visitor experience by addressing criticism pertaining to cleanliness, staff cordiality, and amenities. Incorporating sustainability initiatives, such as energy-efficient technologies and waste reduction measures, into the hotel's operations would not only decrease operational expenses but also be in line with changing consumer demands. By applying these suggestions, the Tower Hotel can establish itself as a frontrunner in the hospitality sector, providing outstanding experiences while optimizing profitability and sustainability (Chaco and Fulani-I-Palmer 2017).
[bookmark: _Toc158131849]Conclusion:
In conclusion, the Tower Hotel must address urgent issues and take strategic action to succeed in the hospitality business. The examination emphasizes the need to improve operational inefficiencies, technology infrastructure, revenue management, visitor experience, and sustainability. The Tower Hotel may increase operational efficiency, client satisfaction, income potential, and environmental responsibility by implementing this report's recommendations. These steps will establish the Tower Hotel as a hospitality leader that can provide great service and grow profitably. The hotel's management must move decisively and adopt these guidelines to overcome problems and assure a bright future in the ever-changing hospitality landscape.
[bookmark: _Toc158131850]INTRODUCTION:
 The Tower Hotel, which is located in the centre of the bustling city, is a shining example of elegance and sophistication. It greets visitors from all over the world who are looking to enjoy the very best of hospitality. As a result of its dominating presence and distinguished history, the hotel has been cherished for a very long time as an icon of elegance and sophistication. It has also established the standard for quality in customer service and accommodations. When guests enter the great foyer, they are immediately immersed in an aura of richness and charm. Each and every element has been painstakingly sculpted to not only excite the senses but also generate a sense of wonder in them. A refuge of luxury and peace in the midst of the busy activity of the city, the hotel's architectural grandeur is a clear indication of its long legacy. It combines modern conveniences with classic elegance in a deft and seamless manner. An astounding assortment of amenities and services that are designed to cater to the varied requirements and tastes of the Tower Hotel's discerning customers is a tribute to the hotel's unwavering dedication to providing hospitality that is the best in the industry. Guests are provided with a degree of care and attention that is unparalleled, regardless of whether they are enjoying world-class dining experiences, unwinding in the exquisite spa, or conducting business in state-of-the-art conference facilities. Additionally, the Tower Hotel's prominent location provides guests with unrivalled access to the city's most world-famous attractions, corporate headquarters, and cultural sites. This ensures that each and every stay is filled with convenience and entertainment. Whether it is strolling around the lively streets, conducting business in the bustling financial sector, or simply taking in the spectacular views from the luxury of their hotel, guests are encouraged to fully immerse themselves in the diverse array of experiences that the city makes available to them. Despite the fact that the world is always evolving, the Tower Hotel has not wavered in its dedication to delivering an experience that is remarkable and goes beyond the typical. Inviting visitors to embark on a voyage of discovery and delight that will leave a lasting impact for years to come, the hotel continues to set the standard for excellence in hospitality with its perfect combination of classic elegance, contemporary luxury, and unmatched service offerings (Petain and Mentis 2016).
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Fig 02: TOWER HOTEL
https://www.guoman.com/the-tower
The importance of this undertaking goes beyond the boundaries of the Tower Hotel, resonating throughout the wider hospitality sector and community. Amidst technological upheaval, changing consumer expectations, and enormous global difficulties, the Tower Hotel's capacity to adapt and flourish is of utmost importance. Therefore, our consultant study is to not only resolve current issues but also strategically position the Tower Hotel for sustained prosperity in the future. The subsequent segments of this report will explore the diverse aspects of the Tower Hotel's operations, ranging from front-of-house services to back-of-house efficiencies, and from revenue management tactics to improvements in the guest experience. We will find insights and opportunities to achieve significant change and transformation through a combination of data analysis, industry best practices, and stakeholder interviews (Hay, B., 2021).
Furthermore, it is critical to recognize the competitive and dynamic environment in which the Tower Hotel works. With so many options accessible to travellers nowadays, gaining market share and maintaining long-term success require distinctiveness and innovation. As such, in addition to internal evaluations, our recommendations will be based on a thorough comprehension of market trends, competitive landscapes, and customer preferences. We sincerely hope that the observations and suggestions provided in this report will act as a road map for the Tower Hotel's ongoing development and prosperity as we set out on this adventure together. Through the strategic use of its distinctive advantages, proactive resolution of shortcomings and commitment to innovation and sustainability, the Tower Hotel can consolidate its standing as a model of exceptional hospitality inside and outside of our city (Jin, Hu and He 2014).
 The following sections of this report will provide a thorough blueprint for the Tower Hotel's journey towards operational excellence, guest satisfaction, and sustainable growth. We will delve into the specific results, analysis, and recommendations across key areas of focus in order to establish a comprehensive framework for this journey (Rajendra and Nicholls 2013).
[bookmark: _Toc158131851]Analysis of Tower Hotel:
[bookmark: _Toc158131852]Issues Identified:
Operational Inefficiencies:
The Tower Hotel has a lot of problems with how it runs, especially with housekeeping, managing food and drinks, and front desk processes. These flaws lead to service delays, mistakes, and inconsistencies, which in turn affect how happy guests are and how well the business runs (Hagen and O'Callaghan 2014).
Outdated Technology Infrastructure:
The hotel's technological infrastructure is antiquated, resulting in inefficiencies in managing reservations, providing guest services, and conducting back-office activities. The sluggishness of the systems, frequent periods of unavailability, and absence of integration impede the efficiency of workflow and undermine the quality of the guest experience (Chang, Yu and Chen 2019).
Declining Revenue Performance:
The lack of growth in room occupancy rates, a decline in average daily rates, and a decrease in revenue per available room (RevPAR) over the previous two years all point to a decline in the Tower Hotel's revenue performance. These changes present substantial obstacles to the hotel's financial viability and competitive standing (Lyon 1971).
Guest Satisfaction Issues:
Guests' feedback shows that the hotel isn't clean enough, the staff isn't friendly enough, and the services aren't up to par with industry standards. These problems hurt the hotel's image and make it harder to get and keep guests in a market that is very competitive (Blank and Oysterman 2011).
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FIG 03: GUEST SATISFACTION
https://asq.org/quality-resources/customer-satisfaction
Sustainability Concerns:
The Tower Hotel falls behind its industry counterparts in embracing sustainable practices, with elevated levels of energy usage and a rise in landfill garbage. Neglecting sustainability concerns not only affects the hotel's ecological effect but also jeopardizes the loyalty of environmentally aware visitors (Helm 2015).
[bookmark: _Toc158131853]Analysis:
Operational Inefficiencies:
The operational inefficiencies seen at the Tower Hotel arise from a confluence of causes, encompassing antiquated procedures, inadequate instruction, and insufficient resources. These inefficiencies not only cause guests to be dissatisfied but also lead to higher operating expenses and lower employee morale (Baraka and Greer 2012).
Outdated Technology Infrastructure:
The hotel's dependence on antiquated technological infrastructure impedes its capacity to provide guests with smooth and effective service. Lackadaisical and undependable systems exacerbate guest exasperation and detrimentally affect the hotel's standing in an era where technology plays a pivotal role in guest expectations and encounters (Gilbert 2019).
Declining Revenue Performance:
The Tower Hotel's revenue performance has been on the decline for a number of reasons, such as rising levels of competition, unpredictable economic conditions, and inefficient revenue management practices. The hotel could lose even more money and market share if it doesn't do something about these problems (Petain and Mentis 2016).
Guest Satisfaction Issues:
Problems with guest satisfaction are a sign of deeper problems with the hotel's operations, such as uneven service and inadequate attention to detail. A comprehensive strategy that includes training programmers, service standardization, and ongoing guest feedback monitoring is needed to address these problems (Bog 1898).
Sustainability Concerns:
The Tower Hotel's concerns about sustainability are part of a larger trend in the business towards being more responsible with the environment and doing things in an honest way. Not taking care of these issues could hurt your image and cause you to miss out on chances to save money and stand out in the market (Wong 2008).   

[bookmark: _Toc158131854]SOAR Analysis:
The SOAR analysis is a method of collaborative strategic planning that can be utilized to achieve the goal of establishing a distinct vision for your team to work toward. For the purpose of assisting, you in identifying the most appropriate strategic objectives, it combines information regarding the present opportunities and strengths of your firm with the ideas and aims of your team (Hackett 2012).
	Strengths
	Opportunities
	Aspirations
	Results

	Historical significance and prime location
	Increasing demand for sustainable tourism
	Innovation in guest experiences
	Positive guest reviews and loyalty

	High-quality amenities and personalized service
	Growing market for experiential travel
	Leadership in sustainability initiatives
	Enhanced profitability and brand reputation

	Strong brand recognition and loyal customer base
	Expansion into new markets or segments
	Recognition as a top-tier hospitality provider
	Increased market share and revenue growth

	Effective staff training and development programs
	Collaboration with local communities and businesses
	Continued growth and expansion
	Industry awards and accolades


[bookmark: _Toc158131855]TOWS Analysis:
The Strengths, Weaknesses, Opportunities, and Threats (TOWS) Analysis is an extension of the SWOT Analysis framework that analyses your strengths, weaknesses, opportunities, and threats. However, it takes an additional step further by attempting to match the strengths with opportunities and the threats with weaknesses (Crandall 2017).
	Threats
	Weaknesses
	Opportunities
	Strengths

	Increasing competition from new hotels
	Operational inefficiencies and outdated technology
	Growing demand for sustainable practices
	Historical significance and prime location

	Economic downturn affecting travel demand
	Declining revenue performance
	Expansion into emerging markets
	High-quality amenities and personalized service

	Changing consumer preferences and expectations
	Guest satisfaction issues impacting reputation
	Innovation in guest experiences
	Strong brand recognition and loyal customer base

	Regulatory changes impacting operations
	Sustainability concerns and environmental impact
	Collaboration with local communities
	Effective staff training and development programs



[bookmark: _Toc158131856]STEEPLED Analysis: 
The STEEPLE analysis is a method for strategic planning that offers assistance in determining the internal and external elements that have an impact on the process of a company. The social, technological, economic, environmental, political, legal, and ethical issues that are associated with a company are referred to as external factors (Jinn 2014).
	Factor
	Impact on Hotel

	Social
	Changing consumer preferences towards sustainable and experiential travel experiences

	Technological
	Rapid advancements in hospitality technology and guest service innovations

	Economic
	Fluctuations in travel demand and disposable income levels

	Environmental
	Increasing focus on environmental sustainability and green initiatives

	Political
	Regulatory changes impacting labour laws, taxation, and immigration policies

	Legal
	Compliance with health and safety regulations, data protection laws, and industry standards

	Ethical
	Emphasis on ethical sourcing, fair labour practices, and corporate social responsibility initiatives

	Demographic
	Catering to diverse demographics and evolving guest profiles in a multicultural society


The Tower Hotel is confronted with a plethora of issues and opportunities, all of which call for strategic intervention and proactive steps to be taken in order to meet them. The hotel can position itself for ongoing success and competitiveness in the dynamic landscape of the hospitality business by capitalizing on its strengths, capitalizing on opportunities, reducing any weaknesses, and addressing potential threats (Petain 2016).
The Tower Hotel's analysis shows a number of major problems that are hurting its overall performance and image in the hospitality industry. First, operational inefficiencies are causing service delivery delays, mistakes, and inconsistencies. This is especially true in housekeeping, managing food and drinks, and front desk processes. These errors not only make guests unhappy, but they also raise costs and lower morale among employees. The hotel's old technology infrastructure makes these problems even worse by causing systems to be slow, going down often, and not working together properly, which hurts both the guest experience and the hotel's ability to run efficiently. The Tower Hotel is also losing money. This can be seen in the fact that room occupancy rates are staying the same, average daily rates are going down, and income per available room (RevPAR) is going down. This trend shows how important it is to be proactive about managing revenue and rethinking pricing methods in order to make the most money. Also, problems with guest satisfaction, like complaints about cleanliness, staff friendliness, and the overall experience, hurt the hotel's image and lead to bad reviews, which can make it harder to keep customers and make money. Concerns about sustainability also present a big obstacle for the Tower Hotel, which is behind its competitors in terms of adopting methods that are beneficial to the environment. In addition to being harmful to the environment, higher levels of energy consumption and increased landfill waste not only reflect adversely on the hotel's reputation but also have the potential to discourage customers who are environmentally concerned who are staying there. It is vital that the Tower Hotel manage these issues strategically, exploiting its strengths, capitalizing on opportunities, and minimizing its weaknesses and threats through proactive measures and inventive solutions. In light of these challenges, it is imperative that the Tower Hotel address the issues that are causing them (Nelwamondo 2010).
[bookmark: _Toc158131857]FLOW CHART:
Without a doubt! The analysis of the Tower Hotel is presented in the form of a flowchart diagram, which is presented below in textual form:


START


IDENTIFY ISSUES



DETERMINE CAUSES


ANALYZE IMPACT


RECOMMENDATIONS



CHANGE MANAGEMENT




SUCCESS MEASURMENT


END


This graphic of a flowchart demonstrates the sequential stages that are involved in doing an analysis of the Tower Hotel. The process begins with the identification of problems, then moves on to the determination of causes, the analysis of impact, the formulation of suggestions, the implementation of change management, the evaluation of success, and finally the conclusion of the process. To ensure that the analysis process is carried out in a comprehensive manner, each stage logically leads to the next (Manning 1985).
[bookmark: _Toc158131858]Recommendations and Change Management for Tower Hotel:
The operations and problems at the Tower Hotel have undergone a thorough examination, and the findings have made it abundantly clear that strategic changes are necessary to raise customer satisfaction levels, increase operational effectiveness, and increase the hotel's overall profitability. As well as ideas for efficient change management, this paper provides in-depth recommendations that have been specifically customized to meet the problems that have been discovered. The training of workers, the incorporation of technology, activities aimed at promoting sustainability, and marketing and branding efforts are all included in these recommendations. Every single recommendation is backed by a set of implementation plans, change management strategies, methods for monitoring success, potential benefits, and expenses connected with the implementation (Parry 2021).
Cost Analysis:
	Cost Category
	Minimum Cost
	Maximum Cost

	Staff Training and Development
	$50,000
	$100,000

	Technology Integration
	$100,000
	$200,000

	Sustainability Initiatives
	$20,000
	$50,000

	Marketing and Branding
	$50,000
	$100,000


The expected costs that are linked to each category for The Tower Hotel are broken down in this table for your convenience. In order to take into consideration, the fact that the costs can vary depending on factors such as the magnitude, scope, and particular requirements of the hotel, the costs are offered in the form of a range.
[bookmark: _Toc158131859]FLOW CHART:
A textual version of the Tower Hotel's change management and suggestion flowchart diagram is provided below:START
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END



Operational Efficiency Enhancements:
The Tower Hotel should make it a priority to make all of its areas run more efficiently. The following steps can be taken to make this happen:
Standardized Operating Procedures:
Create and execute uniform protocols for housekeeping, food and beverage administration, and front desk procedures. These procedures should establish explicit protocols for workers to adhere to, guaranteeing uniformity and effectiveness in service provision (Hackett and Melisa 2012).
Staff Training Programs:
Spend money on thorough training programmes for everyone on your staff so they have the skills and information they need to do their jobs well. Customer service, operational processes, and the use of technology systems should be the main topics of training (Barak, M., 2022).
Resource Allocation Review:
It is important to conduct a comprehensive evaluation of the staffing numbers and resource allocation in order to maximize operational efficiency without sacrificing the quality of service. In order to achieve this goal, it may be necessary to reallocate personnel to areas that have a higher demand or to conduct cross-training efforts in order to increase the flexibility of staffing (Burrows 1991).
Technology Infrastructure Upgrades:
The following suggestions are put forth to upgrade the hotel's antiquated technological infrastructure and boost operational effectiveness:
Upgrade Technology Systems:
Make an investment in cutting-edge, integrated technology systems, such as property management systems (PMS), point-of-sale (POS) systems, and guest interaction platforms. The user-friendliness, dependability, and capability of these technologies to streamline operations and improve the overall experience of guests are necessary characteristics (Mohr 2012).
Comprehensive Staff Training:
It is important to provide workers with extensive training on how to use new technological systems in order to enable smooth adoption and integration into day-to-day operations. Training should be ongoing in order to provide assistance for staff members as they adapt to new processes and systems (Sumner 2014).
Revenue Management Strategies:
It is recommended that the following techniques be implemented in order to reverse the ongoing decline in revenue performance and maximize the potential for revenue:
Dynamic Pricing Models:
It is important to use dynamic pricing models in order to optimize room rates depending on fluctuations in demand, trends in the market, and the pricing of competitors. Make use of tools for data analytics in order to recognize opportunities for pricing and to make adjustments to rates in real time (Gherkin 1974).
Targeted Marketing Campaigns:
Create marketing initiatives that are specifically targeted at you in order to entice new customers and encourage them to return. Create personalized marketing messages and offers by utilizing visitor data and segmentation tactics (Cohen 2004).
Guest Satisfaction Improvement:
The Tower Hotel is committed to developing a multidimensional strategy that places an emphasis on customized service, efficient procedures, and ongoing improvement in order to considerably increase the level of pleasure experienced by its guests. The hotel's goal is to provide consistently great experiences for each and every guest by developing rigorous training programs for frontline staff. These programs place an emphasis on empathy, effective communication, and problem-solving skills. Furthermore, the implementation of cutting-edge technological solutions, such as automated check-in and check-out procedures and platforms for guest feedback, will expedite operations and provide guests with experiences that are seamless and free of hassles. In addition, the hotel will make the feedback of its guests a priority, actively requesting and reacting to comments and reviews in order to swiftly address any complaints and consistently enhance the quality of service that it provides. By implementing these efforts, The Tower Hotel is dedicated to exceeding the expectations of its guests, cultivating loyalty, and promoting itself as a leading destination for travellers who are conscious of their travel preferences (Hackett 1999).
Customer Service Excellence:
Make providing excellent customer service a top priority by holding frequent training sessions for employees on topics such as ways to engage guests, resolve conflicts, and improve interpersonal skills (Wetzel 2004).
Feedback Management System:
The implementation of a comprehensive feedback management system will allow for the fast settlement of concerns and the collection of feedback from guests in real time. Guests should be encouraged to provide feedback, and the staff should be shown to be committed to addressing any concerns that they may have (Ungemah 2021).
Sustainability Initiatives:
Implementing the following sustainability measures is recommended in order to address concerns over sustainability and to fit with the shifting preferences of consumers:
Energy-Efficient Practices:
Practices that are energy-efficient, such as LED lighting, motion sensors, and energy management systems, should be implemented in order to reduce the amount of energy that is consumed, and the expenses associated with utilities (Cracker 2005).
Waste Reduction Strategies:
It is important to implement waste reduction methods, such as recycling programmers, composting initiatives, and reductions in single-use plastics, in order to reduce the amount of waste that is sent to landfills and to encourage environmental stewardship (Peters 1967).
Change Management Approach:
The Tower Hotel is adopting a thorough change management strategy with the intention of ensuring a smooth transition and optimizing the success of initiatives that have been put into place. Through the implementation of this strategy, clear communication channels are established to guarantee that all stakeholders are kept informed and engaged throughout the process of change. In addition, the hotel will make the participation of its staff members a top priority by encouraging feedback, offering training and assistance, and cultivating a culture that values adaptability and resilience. Through proactive measures to address potential resistance to change, the utilization of leadership support, and the maintenance of open lines of communication, The Tower Hotel is in a position to successfully navigate organizational changes, achieve sustainable improvements in operations and guest experiences, and drive employee buy-in (Alberta 2013).
Leadership Commitment:
It is imperative that top-level management demonstrate their dedication to promoting change and cultivating a culture of continuous improvement. During the entire process of transition, leaders should actively encourage staff members and emphasize the significance of the changes that are being implemented (Gordon 1999).
Stakeholder Engagement:
Soliciting feedback from employees at all levels, resolving concerns, and encouraging buy-in are all ways to involve employees in the process of change. To ensure that everyone feels valued and included in the decision-making process, it is important to stress the importance of open communication and collaboration (Matsumoto 2003).
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FIG 04: STAKEHOLDER ENGAGEMENT
https://www.dreamstime.com/illustration/stakeholder-engagement.html
Guests:
The Tower Hotel's primary objective is to provide guests with experiences that are without equal. It is possible for the hotel to acquire useful insights into the preferences, concerns, and suggestions of its guests by actively requesting feedback through the use of guest questionnaires, comment cards, and internet reviews. We carefully study this input and use it to make constant improvements to the quality of service, amenities, and general satisfaction of our guests. In addition, individualized communication channels, loyalty programs, and special promotions are utilized in order to increase the level of the guest's involvement and loyalty (Posy 2020).
Training and Development:
It is important to provide employees with extensive training and development opportunities in order to provide them with the information and skills necessary to adapt to changing technologies and procedures. It is important that training be adapted to meet the particular requirements of each department and function (Pickup 2012).
Monitoring and Evaluation:
Establish key performance indicators (KPIs) in order to quantify the success of the methods that have been presented and to monitor development over the course of different time periods. It is important to conduct regular reviews and evaluations of performance indicators in order to discover areas that could be improved and to make modifications as required (Friedman 1994).
Cost Considerations:
It is possible that the hotel will need to make an initial expenditure in order to put these ideas into action; nevertheless, the long-term advantages will far surpass the costs. It is important to carefully examine and budget for the costs that are involved with training programs, technological upgrades, and sustainability initiatives in order to ensure that the financial feasibility of these endeavours is preserved. The size of the hotel, the capacity of the hotel to generate income, and the possible return on investment (ROI) of each recommendation are all extremely important factors to take into serious consideration (Dane Rankin 2009).
Potential Benefits:
Enhancement of Operational Efficiency: The reduction of costs and the enhancement of productivity are the results of the streamlining of processes and the optimization of resource allocation.
The provision of consistent service and the creation of unique experiences improves guest happiness, which in turn increases customer loyalty and contentment.
Profitability and revenue growth are both driven by dynamic pricing methods and focused marketing activities, which together result in increased revenue (Hsiao and Zoo 2009).
The hotel's commitment to sustainability and excellence in guest service contributes to the enhancement of its reputation and market competitiveness, resulting in a positive reputation (Vespa 1996).
To summarize, by applying these suggestions and embracing a proactive change management strategy, the Tower Hotel may surmount its operational obstacles, stimulate beneficial transformation, and establish a strong foundation for sustained success and competitiveness in the hospitality sector (Parker and Wood 2013).
[bookmark: _Toc158131860]ACTION:
The Tower Hotel is currently in the process of implementing a detailed action plan in order to address the difficulties that have been identified and to make the most of the opportunities that have been presented in the consultancy report. Implementing tailored customer service training programs to ensure consistent service standards, launching targeted marketing campaigns to increase brand recognition and drive bookings, initiating diversity and inclusion initiatives to foster a more inclusive workplace culture, and establishing collaborative partnerships to ensure successful implementation and ongoing monitoring of strategies are all examples of initiatives that fall under this category. These initiatives include enhancing employee engagement through regular communication channels and recognition programs, upgrading technological infrastructure to improve operational efficiency and guest experiences, and implementing these programs. The Tower Hotel hopes to overcome the issues it is currently facing, raise guest happiness levels, and succeed in the hospitality industry over the long term by putting forth these coordinated efforts (Kulich 2017).
	Problem
	Solution
	Desired Outcome
	Time Scale
	Cost

	High employee turnover rates due to lack of engagement and satisfaction.
	Implement employee engagement initiatives such as regular feedback sessions, training programs, and recognition schemes.
	Increase employee satisfaction and reduce turnover rates.
	6 months
	$10,000 for training programs and recognition schemes

	Outdated technology hindering productivity and efficiency.
	Upgrade technology infrastructure including software and hardware, provide training for employees on new systems.
	Improve productivity and efficiency, streamline operations.
	8 months
	$50,000 for technology upgrades and training

	Inadequate customer service leading to decreased customer satisfaction and retention.
	Implement customer service training programs for employees; establish clear communication channels for feedback and complaints.
	Enhance customer satisfaction, increase customer retention rates.
	4 months
	$15,000 for training programs and communication tools

	Poor brand visibility and market presence compared to competitors.
	Invest in marketing and advertising campaigns; enhance online presence through social media and website optimization.
	Increase brand visibility, improve market presence, and gain competitive edge.
	12 months
	$30,000 for marketing campaigns and website optimization

	Lack of diversity and inclusion initiatives impacting company culture and innovation.
	Develop diversity and inclusion training programs, establish diversity committees, and implement inclusive hiring practices.
	Foster a more inclusive company culture, promote innovation and creativity.
	Ongoing
	$20,000 for training programs and diversity initiatives


This action plan handles the main problems the client pointed out and gives clear answers, goals, timelines, and estimated costs for each project. The client can expect improvements in employee happiness, productivity, customer service, brand recognition, and business culture by using these strategies. This will lead to long-term success and growth (Murphy 2001).
[bookmark: _Toc158131861]CONCLUSION:
In conclusion, this consultancy report has highlighted numerous critical findings and presented solutions that can be implemented to solve the difficulties that have been identified as being encountered by the hotel. After doing in-depth research and assessment, it became clear that the hotel is struggling with a number of problems, including high employee turnover rates, obsolete technology, unsatisfactory customer service, poor brand awareness, and a lack of diversity and inclusion programs.
In order to be successful in overcoming these obstacles, the paper suggests a detailed action plan. The implementation of strategies for employee involvement, the upgrade of technological infrastructure, the enhancement of customer service training programs, the investment in marketing and advertising campaigns and the development of diversity and inclusion initiatives are all included in this strategy. A detailed description of the desired results, time periods, and anticipated expenditures is included with each piece of advice. Each recommendation is tailored to address specific areas of concern and is accompanied by a clear outline.
It is anticipated that the hotel will experience considerable improvements in a variety of aspects of its operations as a result of the implementation of these measures. It is likely that enhanced employee engagement activities will result in increased levels of satisfaction and decreased rates of employee turnover, which will ultimately lead to a staff that is more engaged and productive. The implementation of customer service training programs will enhance the overall guest experience, which will ultimately lead to an increase in satisfaction and retention rates. The upgrading of technical infrastructure will improve efficiency and streamline operations. Furthermore, the hotel will be able to expand its brand exposure and market presence by investing in marketing and advertising campaigns, which will position it in a competitive position within the industry's competitive landscape. Last but not least, the implementation of diversity and inclusion programs will result in the development of a more inclusive culture inside the organization, which will not only encourage innovation and creativity but also inspire a sense of belonging within the workforce. Furthermore, in addition to presenting recommendations, this study emphasizes the significance of the hotel and the consulting firm working together and maintaining open lines of communication. It is absolutely necessary for both parties to collaborate closely in order to guarantee the successful implementation of the strategies that have been offered and to effectively monitor the progress that has been made.
Lastly, I would like to take this time to extend my heartfelt appreciation to the hotel for providing me with the chance to work together on this project. It is clear that you are dedicated to the process of continuous improvement and that you take a proactive approach to tackling difficulties that are present within your business because you are eager to participate in this consulting process. Through the implementation of the recommendations that are contained in this report, I am certain that the hotel will be in a strong position to overcome the challenges that it is currently facing and achieve success over the long term.
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