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[bookmark: _Toc167241446]Executive Summary
This consultancy report seeks to address the critical issue that plagued The Lord Nelson Hotel with a newly emerged strong smell that prompted the evacuation of the hotel and the intervention of the police and hazmat teams. The purpose of this research is to support the issue of such incidents in the future and to help to improve the hospitality, safety, and operations of a hotel. The most critical issue emerges as the low level of upkeep of hotel facilities such as plumbing and ventilation. The intermittent and infrequent inspections and maintenance practices are likely responsible for issues such as the odor problem which is potentially harmful to the hotel guests and the hotel’s image. Furthermore, the response to the incident showed that the hotel lacked an effective and well explained emergency response process. A lack of communication between the staff as well as the guests contributed to the problem, and this further indicates how vital it is to streamline communication channels. To address these issues, several strategic frameworks such as PESTEL, SWOT, and TOWS were applied. The external factors affecting the operations of the hotel were captured in the PESTEL analysis. Politically, stricter safety and health regulations needed to be followed while economically, a possible reduction of bookings due to unfavorable wider economic factors was also considered. Social factors include changing expectations of safety and hygiene among customers, especially after COVID-19. Safety and communication: Technological enhancements can be harnessed in industry. Hotel operations are affected by environmental policies and practices and therefore need legal adherence to healthcare or safety laws. SWOT analysis offered a thorough analysis of the current position of the hotel. Its strengths include rich history, prime location, and quality service. Threats include the recent safety-related issue and possible weaknesses in emergency plans. Threats include factors such as negative publicity, economic instability, and increased competition, while opportunities include safety improvement and positive customer experiences. The TOWS matrix then assisted in determining which strategies are better suited for the hotel based on the external opportunities and threats as well as the internal strengths and weaknesses identified in the SWOT analysis so that the strategies developed do not go against the capabilities and resources of the hotel. Enhancing Safety Protocols: It is also important to carefully assess and upgrade all maintenance schedules for plumbing and ventilation systems. Following up with inspections regularly and by qualified personnel to detect and address faulty systems before they become dangerous. This includes synchronising monthly sessions for preventive maintenance, educating maintenance staff on the use of advanced tools and methods, and having a team that is responsible for organising and executing emergency protocols. Control processes for change will include an open dialogue with all the staff regarding the new schedules and the roles during the maintenance and training and exercises. The results of success will be a decrease of maintenance-related incidents and guest’ complaints; It should be based on monthly reports and guest feedback. The initial training for diagnostic tools costs about $30,000 and ongoing maintenance of the tools is approximately $5,000 per month. Improving Emergency Protocols Include detailed procedures for different situations, conduct regular drills, and establish simple communication mechanisms for the guests. This includes collaboration with safety experts to achieve the emergency response plan, holding regular safety training for all employees four times annually, and installing emergency communication systems in the guest rooms and public areas. Workshops and feedback consultancy sessions will ensure the staff understands the new procedures and that role-play scenarios will be effective in teaching it to the staff. The Emergency Response Plan’s success will be assessed through drill tests and surveys on the safety measures of the guests. To develop the emergency plan and conduct the first training will take an estimated $15,000 for quarterly training sessions $2,500. Enhancing Communication Systems develop better means of communicating internally and externally in order to deliver the right information at the right time during crises. This entails fitting guest rooms and other public places with emergency phones and devising communication policies for all kinds of emergencies. These systems should be deployed, and the staff trained in the use of these systems and the procedures for contacting guests during emergencies. Communication will support the control of perceptions and reinforce the guests’ satisfaction regarding the safety of the hotel. Customer satisfaction and the capacity of the guest to communicate during drills and emergencies will be used to assess success. The cost of installing communication systems and training personnel is $20,000 and the costs of maintaining and training an average of $2,000 per quarter. If these recommendations are implemented in The Lord Nelson Hotel, there will be great advantages. Improved safety measures and readiness for emergencies will assure customers of their health and preference. New communication channels will facilitate processes and even crisis management. Using the favorable experiences from guests as well as strategic public relations campaigns will be essential in restoring and building the hotel’s reputation. The cost of implementing these recommendations is also justifiable in terms of the size of the hotel and will in fact lead to continuous growth and profitability as the benefits will be enormous in comparison to the costs incurred. Finally, using the strategic recommendations to address the mentioned issues will boost The Lord Nelson Hotel’s operational efficiency, safety standards and customer satisfaction. This collaboration stands out as a testament to the hotel’s dedication to quality and quality enhancement. The findings generated and the way forward can therefore improve the performance of the hotel. This report has become proof.
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The focus of this consultancy report is an immediate situation that The Lord Nelson Hotel in Halifax, Nova Scotia finds itself in. The hotel recently encountered a severe case involving a strong odour that resulted in a full evacuation from the premises and emergency personnel including police and a hazmat unit intervention. This event has an impact on the reputation of the hotel, the satisfaction of guests, and the work of the hotel (Ackroyd & Thompson, 2022).
Background of The Lord Nelson Hotel
The Lord Nelson Hotel is situated at 1515 South Park Street in Halifax and has been a part of the city since 1928. Located in the heart of Downtown Halifax, the hotel has 260 rooms including extended stays which enjoy the backdrop of the Halifax Public Gardens (Acquah & Chen, 2021). It combines the traditional old English-style accommodations with contemporary services such as free Wi-Fi access and an on-site restaurant called The Arms Public House and or multiple meeting and event facilities. An exclusive lingerie shop located atop The Lord Nelson Hotel and steeped in tradition is another preferred place for event organisation. This hotel has some of the best facilities and is in one of the ideal locations in Halifax; this has made it rank amongst the top-performing hotels in the city (Ahmad et al., 2016).
Background of the Consultancy Firm
This report is prepared by Nova Consulting Solutions, a professional company that provides its services in the area of strategic management and operational effectiveness in the hospitality industry. Nova Consulting Solutions is a firm that offers services that are specific to a company’s both short-term and long-term needs (Aldehayyat, 2015). The firm’s focus is on providing advanced data analysis, and critical assessment of information leading to actionable recommendations that can deliver meaningful improvements. Nova Consulting Solutions implements industry standards and modern frameworks to offer effective and durable solutions to clients.
Issue at Hand
The recent evacuation of the hotel because of a strange smell presents several challenges to The Lord Nelson Hotel (Apolloni et al., 2024). Such incidents not only hamper the overall functioning of the hotel but also affect the perception of the customers about the hotel and their faith in the services provided. The evacuation provided several lessons from the perspective of improving the emergency and crisis management plans and communication systems in the hotel. It is crucial to address these gaps so that similar tragedies are avoided and can respond promptly to the risk should the situation reoccur. Additionally, the incident gives the hotel a chance to re-demonstrate its priorities for guest safety and guest satisfaction ideals, hence improving its image (Bartram et al., 2021).
Analytical Frameworks
Several frameworks will be used in this report to further analyse the issues and make strategic recommendations: Porter five force model, business level strategy, value chain analysis, and activity system map. In analyzing the external environment in which The Lord Nelson Hotel operates, PESTEL will be applied here highlight some of the factors which includes Political, Economic, Social, Technological, Environment and Legal factors (Beshr & Hossan, 2018). It will also help in identifying the factors in the external environment that affects the prospects of the hotel facility as well as the management. In the SWOT analysis, the internal and external factors of the selected hotel will be discussed, and the areas of strength, opportunities, weakness, and threats will be established. The TOWS matrix will assist the SWOT analysis by looking at strategies based on strength/weaknesses and opportunities/threats. This ensures that the strategies that are being dealt with are realistic, feasible, and suitable for the hotel and its operating environment (Dragojlovic et al., 2016).
Objective
The objectives of this project report will be to present overview of the recent events at The Lord Nelson Hotel, and its implications. In order to accomplish this, the report begins by identifying some causative factors that can be evaluated in terms of their impact on various aspects of the operation of hotel in order to generate some useful recommendations (Bhebhe, 2020). Based on the analysis made in this paper, the following recommendations shall be made: The first recommendation shall be on the need to enhance emergency response mechanisms. According to this strategy, it should be possible for The Lord Nelson Hotel to help it maintain high levels of guest and operational performance even when encountering adversity.
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The Lord Nelson Hotel evacuation due to a strong odour poses negative implications. It was a case that involved the police force, and the hazardous materials response team brought the operations of the hotel to a standstill and raised red flags for the safety of the guests (Börjeson et al., 2015). This has affected the hotel since a customer may construe it as a dangerous place and might then write a bad hotel review and not book the hotel in future. Some of the direct financial effects are reduced revenues from unserved bookings and possible reimbursements for the guest. Furthermore, there is a need to examine the lapses in the emergency procedures of the hotel and the training of the staff in relation to this incident. It becomes imperative in this situation to fix these problems since it will help to regain the trust of the guests left in the hotel and allow continuing with the effective work of the premises (Bouwmeester et al., 2021).
[bookmark: _Toc167202491][bookmark: _Toc167241450]Impact on the Hotel
Reputation: The incident directly affects the hotel because of the evacuation. Customers may thus view the hotel as insecure and post bad ratings on the hotel, hence attracting fewer people to book hotel rooms in future (Brandon-Jones et al., 2016). The hospitality industry is very biased towards reputation and any event that could be perceived or actual as a threat to life, health and comfort of guests can easily destroy it.
Guest Feedback: It could be an easy target for people who will vent their frustration on social media and review sites. This feedback can make any person refrain from choosing to stay at The Lord Nelson Hotel in the future. Restrictions on how the feedback is used and the way it is responded to will help alleviate potential long-standing implications (Bresser, 2015).
Income: The possible economic effects embrace the reduction in income that occurs from the loss of revenue from cancelled visits and returned hotel fees (Buchanan & McCalman, 2018). Moreover, there could be costs that might have resulted from evacuating the guests including compensation for the inconveniences of the guests and other expenses incurred for calamity response.
Operational Scope: The case is another example of deficiencies in an emergency procedure in an out-of-home setting. This poses food for thought as to the need for the current safety precautions and conversely the safety of the staff to deal with such critical situations. The operational scope must cover adequate occupational safety and emergency relief guidelines.
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Inadequate Maintenance
One of the main factors responsible for the odour incident in The Lord Nelson Hotel is the lack of proper upkeep of the facilities in the hotel. The basic systems like the pipes, exhaust and venting and waste disposal particularly need to be maintained periodically to avoid associated hazards and maintain health standards (Carlisle et al., 2022). The cause of the evacuation could have been the stinking smell that arose from faulty or neglected pipelines or air-conditioning systems. These include omissions or diseases that may have been the source of the odour and the accumulation of harmful substances or gases. Preventive measures refer to routine inspections and maintenance to keep a check on possible problems before they become major crises. Thus, it can be concluded that a lack of proper measures and maintenance in these practices might have helped in the event the accident happened.
Insufficient Emergency Protocols
The incident also to some extent implies that the lord nelson hotel does not have effective emergency procedures in place or that the staff and clients do not receive adequate orientation on the procedures in place. Good emergency management necessarily includes established procedures as well as employees who are knowledgeable and prepared to mobilise as soon as an emergency strikes (Cavanagh et al., 2017). If the hotel did not train its staff in responding to the eventualities or if their protocols were incomplete in dealing with such occurrences, the response might have been delayed or conducted in a haphazard manner. This can only serve to worsen the scenario and thus undermine the integrity of the situation at hand. It is also critical to provide training on emergency procedures for the staff and regularly review the same to ensure that any changes can be made according to the situation. It is also important that communication at work is free and easy, enabling employees to agree on actions and share information with guests in case of emergencies (Chan, 2021).


Communication Breakdown
This was the case during the recent evacuation incident where communication internally and externally was most probably affected. This is important in dealing with emergencies since it helps all parties in the communication process to have the required information that can guide the procedures. Similarly, staff working in the same disaster management facility within a country need to be able to communicate within the facility and from the facility to top management in an effective manner to coordinate an emergency (Chang & Werther, 2021). To the outside world, guests must be informed of the situation accurately and in time to prevent them from panicking or complying with safety protocols. This kind of delay or failure in communication may cause confusion in the people and make them panic, in addition to that it will cause inefficiency in the response process. The probability of such type of miscommunication underlines the importance of developing appropriate communication systems and procedures designed to deliver the right information in a timely and consistent manner during emergency situations (Dewah, 2018). Regular drills and mock communications can point out potential loopholes in administering these vital functions and instill confidence in employees and guests alike.
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PESTEL Analysis
PESTEL analysis helps identify the most impactful external factors related to The Lord Nelson Hotel. Ethically, the hotel must observe the heightened political safety and health standards. Financially the firm might experience a reduction in the number of bookings during recessions. It is a fact that people are extra conscious of maintaining hygiene and safety among themselves after the pandemic (Eriksson, 2016). Regarding technological aspects, the hotel should focus on advanced safety technologies and communication devices. From an environmental perspective, sustainability is also a necessity. The hotel staff must comply with the safety and health laws which have been changed. All these individual elements shape the company’s operations and define the management’s decisions.

	Factor
	Impact on Hotel Operations

	Political
	Need to comply with stricter safety and health regulations

	Economic
	Potential decrease in bookings due to economic conditions

	Social
	Increased guest expectations for safety and hygiene

	Technological
	Adoption of advanced safety technologies and communication tools

	Environmental
	Implementation of environmentally friendly practices

	Legal
	Ensuring compliance with updated safety and health laws


Table 1: PESTEL Analysis
SWOT Analysis
SWOT analysis presents the picture of The Lord Nelson Hotel’s strengths and weaknesses in an internal environment and conditions favourable or unfavourable for the firm in an external environment (Gajdošík et al., 2017). The hotel has the strong advantage of having a rich historical background; it is well positioned in Halifax’s city centre, which is an exciting area; and a positive reputation for quality service. But it has its internal vulnerabilities: the recent safety issue and possible inefficiency of the emergency procedures. Externally, some of the opportunities that this hotel has include improving the safety standards, focusing on positive experiences of the guests, and expanding to rebuild its ideals and image. Yet it must face challenges such as the adverse publicity resulting from the said accident, stiffening competition in the market, as well as economic factors that can impact the rate of spending and the number of bookings.

	Category
	Details

	Strengths
	Historical charm, excellent location, quality service

	Weaknesses
	Safety concerns, emergency protocol deficiencies

	Opportunities
	Improved safety measures, marketing positive experiences

	Threats
	Negative reviews, market competition, economic downturn


Table 2: SWOT Analysis
TOWS Analysis
The TOWS analysis is a strategic planning tool which categorizes internal factors as strengths and weaknesses and relates them to external factors such as opportunities and threats (Gannon et al., 2015). A hotel’s historical significance (strength) and safety (opportunity) may combine to provide a strong value proposition when positioning a hotel as a destination (SO strategy). At the same time, improving emergency procedures and maintenance (effectively fixing weaknesses) mitigates risks and turns threats into opportunities for delightful guest experiences (WO strategy). Additionally, leveraging on the hotel’s reputation for high-quality services to mitigate negative press is a sound way to address the threat (ST strategy). The hotel industry can still maintain its positive image and customer loyalty if it is always offering excellent service during normal and crisis situations. Likewise, planning to address the training needs of staff (weakness) and developing the ability of staff to respond to emergency situations (a threat) is important (WT strategy). This measure is proactive and helps in the prevention of loss of lives besides protecting the hotel’s reputation and business from loss due to accidents. In conclusion, the TOWS analysis can help to generate strategic alternatives that will be most relevant to the hotel’s strengths, weaknesses, opportunities, and threats. The hotel can improve its competitive advantage, its ability to respond to changes, and its long-term sustainability in this dynamic industry by taking advantage of opportunities and addressing threats by employing internal strengths (Gebbels et al., 2020).


	Strengths-Opportunities (SO) Strategies
	Weaknesses-Opportunities (WO) Strategies

	Leverage the hotel’s historical significance to attract guests while highlighting enhanced safety protocols.
	Invest in upgrading emergency protocols and maintenance to turn weaknesses into strengths.

	Strengths-Threats (ST) Strategies
	Weaknesses-Threats (WT) Strategies

	Use the hotel’s reputation for quality service to mitigate negative publicity (González-Serrano et al., 2018).
	Implement comprehensive training for staff to address emergency response deficiencies.
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Despite the recent incident, The Lord Nelson Hotel excels in several areas: Despite the recent incident, The Lord Nelson Hotel excels in several areas:
Customer Service: Another core competency is good customer service even though it has been maintained in the hotel. The key to using this positive aspect is to the advantage of restoring guests’ faith in the hotel (Greenberg & Rogerson, 2018).
Historic Appeal: The architectural heritage and convenient geographic positions of the hotel are of great value for the hotel guests. These strengths can be used in new promotional and advertising methods to entice new customers.
Quality Amenities: The dietary options and other facilities like free Wi-Fi remain notable as strengths. This will ensure that these amenities are not only well maintained but also that the hotel is known for maintaining them.
Thus, a substantive analysis uncovers that The Lord Nelson Hotel is in a vulnerable position based on Health & Safety and Hospitality and Tourism Reputation Management. Resolving these issues means adopting a strategic solution by strengthening safety practices, better communication and adopting the strengths-based model for the hotel (Heenipellage et al., 2022). With that being the case, The Lord Nelson Hotel should adopt the pragmatic actions derived from the PESTEL, SWOT, and TOWS analysis to minimise the damage caused by the recent incident and expedite its recovery. The issue will be addressed proactively to ensure the hotel remains an industry leader in Halifax’s hospitality market and continues providing exemplary service and operations.
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Recommendation:
The number one recommendation for The Lord Nelson Hotel is to ensure that similar events such as the recent evacuation do not occur through improved safety systems. This encompasses carrying out an overvaluation and enhancement of all maintenance schedules, especially in the plumbing and ventilation area (Hildebrandt & Isaac, 2015). The overall safety of the hotel will only be maintained if it is subject to regular and effective inspection by certified professionals to prevent the conditions that can cause significant hazards from occurring and evolving into major risks.
Implementation:
To effectively implement this recommendation, several steps need to be undertaken: 
Schedule Monthly Maintenance Checks:
· Call for the monthly maintenance checks of all critical systems. This regularly scheduled maintenance will also allow the team to identify problems earlier to prevent emergencies (Jiang et al., 2021).
· Maintenance logs should also be updated and maintained so as to log all systems that are being maintained.
Train Maintenance Staff:
· An increased level of intelligence from maintenance personnel can be achieved by providing them with further training in diagnostic procedures and instruments. They will get more familiar with the procedure and be able to locate and correct problems faster.
· Training and outreach workshops, as well as certification programs, can be conducted to ensure the workforce learns about the latest industry trends and regulations (Kichuk, 2017).
Establish a Dedicated Emergency Response Team: 
· Establish the integration and development of a team that will be involved in emergency planning and response. This team will be responsible for creating new protocols and revisions on disaster management, administering disaster preparedness training and actual disaster simulations to all the staff that are working in this organisation.
· Regular training sessions and meetings for this team are necessary for an emergency response plan’s continuous effectiveness (Kinnie & Swart, 2020).
Change Management: 
Strategic plans and ways for implementing the new safety rules are crucial in actualized change. This involves:
Clear Communication:
· Ensure every staff receives complete explanation of the new schedules and emergency procedures. Making sure that employees know their job description will be of utmost importance in achieving a successful merger (Kiziloglu, 2021).
· This information should be communicated to another by using more methods which include email conversations, meetings, as well as the use of noticeboards.
Regular Training and Drills:
· Hold regular training presentations and drills for working with burns. These practices will assist the staff to familiarise themselves with procedures and better respond to emergencies with shorter turnaround times.
· It is helpful to give feedback after each drill to ensure that the emergency response plan is improving through each drill (Larkin, 2020).

Impact Measurement:
To measure the success of the enhanced safety protocols: 
Monthly Reports:
· Record of maintenance–related incidents and guest complaints during the last month. Such reports will prove beneficial by ensuring information on the impact of the new protocols.
· Data churn rate analysis can be used to find trends and areas for improvement.
Guest Feedback Forms:
· Surveys can be conducted using guest feedback forms to gather data regarding the guest’s perception of safety at the hotel (Liu et al., 2022). Some positive feedback will thus point out success and any feedback that is negative will ensure the task in respective areas.
Cost: Implementing these safety enhancements will involve an initial investment and ongoing costs: 
Initial Investment:
The author explains that training members of staff and buying advanced diagnostic equipment will cost $30,000. This one-time cost will regard the purchase of training programs that are necessary for the students as well as the proper equipment (Martínez-Martínez et al., 2021).
Ongoing Maintenance Costs:
Cost of transportation, staff training, regular maintenance checks and emergency drills will be ongoing with a baseline cost of $5,000 per month. This will include system maintenance, maintenance of parts that have worn out and ongoing staff education.
These safety additions can go a long way to making The Lord Nelson Hotel a safer place to stay in for everyone involved, while also boosting operational safety. Reasons for investing in these protocols are that it would reduce emergencies and improve the hotel’s safety and reliability image/brand (Melián-Alzola et al., 2020a).
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Recommendation:
To overcome the shortfalls in emergency protocols, The Lord Nelson Hotel should establish and put in place an effective emergency plan. It should also include specific procedures for different situations, the training of staff, communication with customers, and so on.
Implementation:
Develop a Comprehensive Plan:
· Work together with safety professionals to develop an action plan for emergency situations (Melián-Alzola et al., 2020b).
· The plan should address different possible situations such as evacuations and health issues.
Conduct Quarterly Training:
· It should provide training for all the staff members in times of emergency that they need to refresh their memory about the emergency.
· It might also be used to rehearse various protocols which the staff will be expected to master through the sessions.
Install Emergency Communication Systems:
· Propose installation of banners in rooms and reception areas for unobtrusive conveyance of emergency information (Nazarian et al., 2017).
Change Management:
Introduce your staff to understand the new measures by training and educating them. They will also create a forum through which staff can pose questions and even make recommendations to ensure that they are interested in the process.
Impact Measurement:
Conduct regular drills and guest satisfaction surveys focused on safety measures to assess the effectiveness of the emergency response plan (Nicoli & Papadopoulou, 2017). These evaluations will allow for the identification of any performance gaps.
Cost: The development of the emergency plan and initial training is estimated to cost $15,000 and quarterly training is $2,500. This investment is crucial for guaranteeing guest and staff safety and for protecting the hotel’s image.
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Recommendation:
Improving channels of communication within the organisation and with the outside world is also very important (Nicolini & Monteiro, 2017). This includes the development of a communication system among staff that works well within the institution. The internal preparation includes the collection and dissemination of timely and accurate information to the guests during any event.
Implementation:
· Else implement an internal messaging system for staff.
· Figure out a way for guests to communicate with the hotel and get updates with their phones during emergencies.
· It is also important to train staff in the need to use appropriate communication during crises.
Change Management:
Memo messages and announcements will be sent out to staff to remind them of the new communication tools (Nieves & Segarra-Ciprés, 2015). All the information about the guest will be through the app and by providing information materials in the rooms.
Impact Measurement:
Overall outcomes, including improvements in communication channels will be evaluated through the lapse of time staff takes to report the drill and guests’ reactions to the improved communication application.
Cost: The cost of the first development for the app and setting up of the messaging system is expected to be $20,000, including $5,000 for annual maintenance (Papaioannou et al., 2018).
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Recommendation:
Even though it has recorded several complaints, The Lord Nelson Hotel is a hotel with a lot of positive factors ranging from being a historical site to offering high-quality services. It is therefore prudent for any hotel to tap this positive aspect to resurrect its reputation through emphasis on customer satisfaction and personalisation (Post & Altman, 2017).
Implementation:
· Come up with marketing strategies and roughs that focus on the hotel’s history and peculiarities.
· Furthermore, it would be necessary to use a loyalty programme to attract customers to return to the restaurant.
· Assist guests in customising their visit to the city via guided city tours and providing information regarding historical places.
Change Management:
Employees will know how to give and implement the special needs of the customer as well as the values of the hotel. The marketing department will develop tailor-made campaigns that will encourage new and old customers to visit the hotel (Puteh et al., 2016).
Impact Measurement:
These developments will be achieved in terms of the effectiveness of the initiatives by checking booking rates, online reviews, and rate of enrolments in the loyalty program (Robinson et al., 2016).
Cost: The initial cost of the marketing campaign and the establishment of the establishment of the loyalty program is budgeted to $25,000 per year while the annual cost for upkeeping the marketing and the loyalty program is expected to be $10,000.
[bookmark: _Toc167202500][bookmark: _Toc167241459]Addressing Negative Publicity
Recommendation:
The recent incident has exposed the company to a lot of public outcries because of negligence by the hotel; to counter this, the hotel should embark on public relations strategies that would offset the effects of the exposure. This includes timely communicating the safety improvement measures it undertakes and publicising good news about the hotel in the media (Ryan, 2015).
 Implementation:
· If the incident has occurred, issue a release stating how it has changed since then.
· Contact local media channels and pitch to them the positive news and guest stories that the hotel has to offer.
· Create profiles on social media websites to enable direct communication with the public and explain any emerging issues.
Change Management:
The PR team will be trained in predicting and preventing a crisis in the media. Progress and success stories will be discussed with the public (Saito et al., 2016).
Impact Measurement:
PR strategies and their impact will be assessed via media attention and participation logs and social media metrics (Schönherr et al., 2023).
Cost: For the initial PR campaign and any follow-up engagements like media appearances it is projected that it will cost $15,000 while for continued support every quarter will then cost $5,000.
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This is why implementing the suggested safety and emergency procedures will have a tremendous positive impact on The Lord Nelson Hotel’s management, its safety, and the guests’ experience. By improving maintenance systems and emergency management, the hotel will be able to send the right message to the customers about their safety, hence developing a trusting relationship with the customers (Tang et al., 2017). Enhanced safety and security systems will ensure that there are fewer accidents and other negative experiences on the property which means that there will be fewer negative word of mouth reviews and referrals. The added communication channels will facilitate communication tools which will make the overall work easier when dealing with any crisis. It is always a good idea to train the staff hands-on and teach them how to handle emergency situations because any expertise will minimise the effects of the incident. These efforts will also boost employee morale and increase confidence that employees have in managing crises. Also, developing the positive experiences that the guests have and utilising them as proactive public relations-building initiatives will ensure that the hotel gains back its glory and becomes more useful to society. Promoting the new safety features in marketing initiatives might entice safety-conscious tourists, hence boosting occupancy levels and or sales (Van Sprang & Drion, 2020). The cost of implementing these recommendations and the initial capital expenditure for training equipment upgrades and emergency communication systems are affordable and commensurate to a hotel of the above dimension. The Lord Nelson Hotel will continue to experience growth and profitability due to the outweighing effects of increased safety, improved operations, and positive repute. These measures will not only assist the hotel in becoming recognised as a safe environment but also as one of the best-organised hotels, which will help sustain market share in the future.
Providing such targeted recommendations and strong change management that specifically addresses the issues will be key to the revival of The Lord Nelson Hotel after the recent incident and to ensure it does not repeat again. Safety improvements, better evacuation plans, enhanced communication systems, harnessing positive customer feedback, and investing in pro-active public relations may be of use in risk management and in preventing the hotel from suffering from the recent incident of fire in particular and in future as well (Vigolo et al., 2016).
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Below is a detailed action plan for The Lord Nelson Hotel to address the identified issues and implement the recommended solutions effectively.


	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Inadequate Maintenance
	Upgrade maintenance schedules, regular inspections
	Prevent disruptions, ensure guest safety
	Monthly
	31/08/2024
	$30,000 initial, $5,000/month ongoing

	2
	Insufficient Emergency Protocols
	Develop emergency response plan, quarterly staff training
	Enhance staff readiness, improve guest safety
	Quarterly
	31/12/2024
	$15,000 initial, $2,500/quarter ongoing

	3
	Communication Breakdown
	Install emergency communication systems, establish a clear communication strategy
	Ensure accurate and timely information during emergencies, reduce panic
	2 months
	30/09/2024
	$20,000


Table 3: Action Plan
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Problem 1: Inadequate Maintenance
Solution: Carry out a full cycle audit and optimisation of scheduling. It is prudent to set certain times for examination by qualified personnel to determine the operation of the entire system and specifically plumbing and ventilation work (Williamson et al., 2017).
Desired Outcome: Avoid interruptions resulting from maintaining the building thereby allowing the building to process services without any interference or compromise of customer safety.
Time Scale: Monthly checks.
Completion Date: 31/08/2024.
Planned Budget: $30,000 as initial start-up costs and $5,000 per month in maintenance fees.
Problem 2: Lack of Standardised Disaster Management Processes.
Solution: The development of an emergency response plan with well-described provisions for different situations. Develop a procedure that should be undertaken by training all staff members every three months to familiarise them with the procedures. Enhance the use of emergency communication devices within guest rooms and public spaces (Wood, 2021).
Desired Outcome: Educate employees about hotel emergency safety procedures and keep guests safe when crisis strikes to increase confidence in their safety.
Time Scale: Training at four points during the quarter.
Completion Date: 31/12/2024.
Planned Budget: $15,000 for the plan development and initial training of employees and $2500 per quarter for continuous training.
Problem 3: Communication Breakdown
Solution: Make certain that there are emergency communication stations in each bedroom and in common spaces. One of the most important points is to adopt a formal communication plan for the prompt disclosure of information during disaster scenarios (Zech, 2016).
Desired Outcome: Improve the efficiency with which information is communicated during emergency situations to the guest in order to prevent the likelihood of stressful events.
Time Scale: 2 months for the next 42 months of the implementation.
Completion Date: 30/09/2024.
Planned Budget: $20,000.
This action plan will help guide The Lord Nelson Hotel into the process and the way of carrying out the solutions for the current issues to make sure that they can do their solutions in the right, effective, and efficient way (Zhang, 2016).
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To conclude, the systemic assessment of the current situation related to the operations of The Lord Nelson Hotel has revealed the following major concerns and has outlined the following strategic recommendations. One of the main issues demonstrated by the recent evacuation of the hotel due to a strong odour is problems associated with lift maintenance, management of emergency situations, and communication systems in the lobby. They are not only thwart organisational efficiency but also have implications for the reputation and safety of the customers. Steps like routine hotel machinery maintenance and properly training the staff to perform advanced diagnostic tests for the hotel can help mitigate such occurrences in the future. Another way to address them is by having a strong response plan, training the staff regularly as well as having proper communication systems to increase the safety responses in the hotel which will in turn build the guest's confidence. Strategies for communication breakdowns involve adoption of technologies such as installation of emergency communication systems that enhance information flow process during crisis. These levels of control will go a long way to reduce risks and increase efficiency. Does the implementation of these recommendations involve a structured change management system? The staff should be informed openly and any drill will be done to ensure that staff members are well aware of danger-prone places. Regular reports every month, customer feedback, and regular drills will greatly assist in ascertaining the level of positive change and the steps that will be needed to correct deviations from the desired course. The first costs of the training and diagnostic tools and the communication systems are high but this would be justifiable by the long-term outcomes of enhancement in safety as well as efficiency and growth in guest satisfaction. The potential advantages of pursuing these strategies include elevated guest confidence and brand advocacy, fewer maintenance-related accidents, and greater effectiveness in addressing crises. By encouraging positive reviews about customer experiences and implementing public relations campaigns before the crisis begins, the hotel can recover from the reputation shock. The scope of the financial investment is in line with the operating scale of the hotel and leaves room for significant returns that will help the hotel maintain healthy growth and achieve the desired profitability. It is important to express special gratitude to The Lord Nelson Hotel for giving the permission to participate in this work. This is an excellent venture for the hotel as it focuses on quality and improvement. The information obtained and the recommendations provided will certainly help the hotel manager organise efficient service delivery. The best for the organisation – this report proves the effectiveness of professional consulting in the solution of large-scale problems and the promotion of technological development in the company. The Lord Nelson Hotel’s approach to addressing these issues demonstrates that problems can be fixed right away and prepares for future trends and the success of the company. It also hope that there is potential for further cooperation and that the recommendations below will be embraced and benefit the hotel.
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