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[bookmark: _Toc182307721]Executive summery
This report consultancy, requested by Hilton Molino Stucky Venice Hotel, deals with a significant customer complaint, the high cost of the hotel's water transportation services throughout the day and night, as well as the limited operating hours of the hotel shuttle. These concerns have been identified as important sources of guest unhappiness, affecting the hotel's overall customer service and image. Through assessing those problems, the research makes constructive suggestions to improve customer satisfaction and the property's position within the market.

The problem 
 The major issue is the high cost of transportation to and from the Hilton Molino Stucky Venice Hotel. The problem increases after 11:45 p.m., when the hotel's shuttle service stops functioning, forcing customers to either rely on costly private water transportation or navigate Venice's difficult public transport system. Furthermore, transportation costs to famous destinations such as San Marco Piazza or from the airport are often expensive. These issues are resulting in low guest ratings, especially on platforms like TripAdvisor, Booking.com, and Agoda, ultimately negatively impacting the hotel’s overall score and profitability.

Findings
Based on the research, the water transportation system falls short of meeting visitor demands, particularly for a 5-star establishment situated on an island. Tourists have frequently complained about the high costs of travel, which can vary from €30 to reach San Marco Piazza to €150 for getting to or from the airport. In the day, these high rates are unfair to a lot of people, yet by 11:45 p.m., when the accommodation's taxi service ends, the rates increase as guests have limited choices.



Analysis
A SWOT analysis shows that the hotel's strengths as distinctive location and high facilities are eclipsed by such operational weaknesses.
A PESTEL analysis reveals that outside factors like increasing demand from travellers for nighttime transport and the high prices are influencing customer expectations.
The TOWS model turns these findings into strategic proposals, such as expanding water taxi hours and launching an immediate water taxi service past twelve o'clock until 2.am.

Recommendations
Hilton Molino Stucky Hotel could create collaborations with local water taxi companies to supply less costly transportation during the day and after 11:45 p.m. The hotel might consider creating affordable transportation service to minimise customers' expenses for travel, as well as extending water transport hours until 2 a.m. for other travellers who wish to see more of Venice's beauties.

Conclusion
Hilton Molino Stucky Venice Hotel can dramatically increase the happiness of guests and its online reputation by solving transportation issues. These improvements will make the hotel more desirable to both business and leisure visitors, resulting in higher reservations and revenues.








[bookmark: _Toc182307722]Introduction
Hilton Molino Stucky Venice Hotel is a popular five-star hotel on Giudecca Island that offers an unforgettable escape from Venice's busy tourist areas. It is widely recognised for its historical architecture, which started as a flour mill in the nineteenth century (Hilton, 2024).
The hotel provides a rooftop pool, a wellness centre, and 379 modern accommodations. Tower suites have toile de jouy décor and oak floors (Rajesh, 2022), at the same time, the King Molino Family Suite offers a roomy 43 sq. m/463 sq. ft. space for a wonderful Venetian journey (Hilton For The Stay, 2024). 
The hotel offers a private water shuttle that takes guests to major sights like St. Mark's Square and important transit hubs. Still, there have been concerns about this service, especially regarding its high cost and limited operation hours.

[bookmark: _Hlk180085540]The First Hospitality Consultancy
Brandon-Jones et al. (2016) outlined the key challenges for tourism and hospitality consulting firms where client service, consumer enhancement, and skills leadership are top goals, while physical setup, organisational structure, and recruitment are lower. Bigger organisations prioritise employee-related issues, while smaller ones focus on quality and technology control because of limited funds and the need for reliable performance.
The First Hospitability Consulatancy, an internationally recognised consultancy that specialises in the hotel industry, focuses on efficiency in operations and enhancing customer satisfaction. Highly efficient at assisting Hilton Molino Stucky Venice with expensive transportation costs and their limited closing time.
This report uses the SWOT, PESTEL, and TOWS frameworks to solve all these issues. A SWOT evaluation will bring out the hotels' internal strengths, weaknesses, opportunities, and threats. Furthermore, The PESTEL research, as the political, economic, social, technological, environmental, and legal factor, will assess the external worries affecting Venice's transportation and technology, whereas the TOWS framework will offer attainable solutions.


[bookmark: _Toc182307723]Main Body

[bookmark: _Toc182307724]Analyse
The Hilton Molino Stucky Venice Hotel, an upscale five-star hotel in Venice, Italy, is facing transportation issues that have a major effect on guest satisfaction. TripAdvisor, Booking.com, Agoda, and Expedia online consumer reviews all show frustration regarding the high price of getting around from and to the hotel and the problematic shuttle service time frame, particularly after 11:45 p.m., when the transportation service ends functioning.

[bookmark: _Toc182307725]Identify the issue
The issue initially comes to light by feedback from clients. Reviews on the internet offer an accurate insight into customer frustration. Many guests have reported excessive fees for transportation as an important downside of their stay at the hotel. Albina (2023) stated on Booking.com that she needed to spend €30 daily just to travel to San Marco, while Flyer Talk Evangelist (2024) said that customers had no other option other than to spend €150 for a water taxi ride from the airport if they wanted to get away from the complicated public transit system. Furthermore, Omar (2024) from Booking.com complained that transportation in Venice was difficult, and the hotel provided limited support, offering only pricey possibilities. Tsouflidis (2023) suggested the idea that providing a second shuttle service beyond twelve o'clock would be advantageous, emphasising the absence of service.  These analyses highlight the high price of private water taxis and the disruption caused by the hotel shuttle service's absence after 11:45 p.m.
Furthermore, the issue is shown by inefficient operations. Although it is an expensive accommodation, the Hilton Molino Stucky Venice cannot supply 24-hour shuttle service to guests. This forces customers to rely on pricey private water ferries later at midnight, which causes irritation and unhappiness, especially among those unfamiliar with Venice's odd transit system.  Wolfsong88 (2017) noted on TripAdvisor that the hotel's last boat departs at 11:45 PM, which may frustrate midnight tourists. A visitor pointed out that although the Hilton shuttle is useful for some guests, its limited schedule from 9 a.m. to midnight causes difficulties for guests needing transportation beyond those hours (MrHandBaggageOnly, 2018).

Additionally, the problem for Hilton Molino Stucky Venice is linked to market trends. Venice is a destination that mainly depends on public transport by boat, such as water buses (vaporetti) offering easy accessibility to the canals starting at €7 per journey and gondola boats at 80 euro during forty minutes of travel, alongside motorised water taxis pricing approximately 70euro for short journeys (Kayak, 2024), furthermore, guests expect that hotels will facilitate convenient access ways to travel to well-known destinations. The Hilton Molino Stucky Venice might have to compete with rival hotels that provide easier access or reasonably priced public transport. One guest noted, for instance, that although though it takes about an hour and thirty minutes to get there, the water taxi ride to the lodging costs €170 for a group of five, which is significantly more than the standard water bus (DavMJ, 2023). Another reviewer suggests that for individuals who would prefer not to pay €15 per passenger per day to use the hotel's shuttle service, using public transit, like the vaporetto, which has daily tickets, would be a more cost-effective option (Aldebaran, 2023).

[bookmark: _Toc182307726]Impact of the hotel
[bookmark: _Hlk180603505]Hotel reputations are heavily influenced by reviews, as their importance in the hospitality industry is so critical that they can sometimes damage a hotel's standing (Ooley, 2019). According to surveys quoted by Global Newswire (2022), 58% of consumers are willing to pay more for a brand that has excellent ratings, and 95% of individuals read online reviews before making a purchase. Negative feedback from visitors who are unhappy by the costly and constrained options for transportation may throw off future buyers. A website such as Expedia reveals that numerous visitors have complained about transportation problems, with the most common complaints being on the exorbitant price of water taxis and the inconvenient shuttle timetable.
One reviewer pointed out that arranging a water taxi via Hilton costs far more than booking it independently and felt regret because the establishment failed to give higher quality service to its clients (Phyllis, 2024). Other guest noted that the hotel shuttle, which starts service at 9 a.m., is not appropriate for those who wake up early looking for sightseeing in Venice. She emphasised the inconvenience of having the option of paying for a private water transport, which is very expensive, or depending on public transports, which may be full, thereby causing passengers to endure the wait for another to arrive (Della, 2024). 

[bookmark: _Toc182307727]Revenue Impact
   According to a PwC report from 2018, providing an exceptional client experience is critical for increasing revenue, trust, and sharing. More than 80 percent of consumers consider rapidity, convenience, educated guidance, and kind friendliness to be the foundations of having an enjoyable experience. Furthermore, the hotel industry experiences an array of challenges, such managing consumer demands, effectiveness of operations, revenue growth, employee turnover, ineffective technological advances, along with security rules (SiteMinder, 2023). Moreover, changes in consumer preferences and trends in travel may cause a major influence on a hotel's income; thus, hotels need to stay competitive and adaptive to the tourism sector (Lavi, 2023). 
In addition, even a 1% rise in the hotel's Global Review Index (GRI), a standard for hotel reputation in the hospitality sector, comes with an impact on revenue, based on Cornell University's analysis. A one-point increase in GRI results in a 0.89% rise in ADR, a 0.54% boost in occupancy, and a 1.42% gain in RevPA (Cueto, 2024). In this situation, the absence of effective travel options might turn away potential tourists, which therefore might result in lower customer satisfaction, a substantial impact on hotel revenues and a bad image of the business.

[bookmark: _Toc182307728]Causes of the issue
One of the causes is that the Hilton Molino Stucky's water shuttle service stops at midnight, putting guests in need of another means of transportation when they may require the most. Sightseer16104196980 (2023) expressed frustration with this constraint, adding that for newcomers arriving late in Venice, the necessity of arranging independent transport tends to be difficult due to a lack of familiarity with the city's structure.
[bookmark: _Hlk180885130]Another  cause for Hilton Molino Stucky clients is the costly price of other means of transportation after the hotel transportation service finishes at midnight, with private water taxis pricing between €105 and €135 for airport-city centre paths and gondolas priced at €80 for 30 minutes, rising to €100 after 7 p.m. Local vaporetto, a less expensive option, run from 4:30 a.m. to 12:30 a.m., whereas hop-on-hop-off boats operate between 9 a.m. and 5:30 p.m., leaving few inexpensive options for transportation later at night (Civitatis Venice, 2024; Headout, 2024).

[bookmark: _Toc182307729]Feedback
Feedback from TripAdvisor and Agoda reveals ongoing dissatisfaction with the Hilton Molino Stucky Venice's transportation. Visitors frequently complain that it is limited or "expensive." For instance, Gordon G. (2024) claimed that a single water taxi from the hotel to San Marco costs about 50 euros being expensive, yet PINTIRA (2022) claimed that access was "limited" because each journey required a 70-euro night cab. These recurring problems suggest that the hotel needs to improve its transportation options.

[bookmark: _Toc182307730]Reputation
[bookmark: _Hlk180958535][bookmark: _Hlk180962819]According to Morch (2023), a hotel's reputation is highly influenced by its online reviews, having positive ones to draw the guests in and negative ones to deter them. To deal with this, hotels ought to focus on offering customers outstanding hospitality, creating lasting impressions, and educating personnel to minimise negative feedback. As per Zanapure (2023), the Hotel Tech Benchmark 2023 report indicates that 43% of hotels worldwide, which represents 45% of rooms, use reputation software for managing comments from consumers and assess efficiency.
The Hilton Molino Stucky in Venice faces reputation issues because of transportation limits reported by many travellers on feedback platforms such as TripAdvisor and Agoda. In Venice's hotel industry, where accessibility matters most to numerous tourists, a reputation for being hard to reach could have an enormous influence on booking decisions and loyalty.





[bookmark: _Toc182307731]SWOT
By doing a SWOT analysis, hotels may determine their strengths, weaknesses, opportunities, and threats to establish precise and successful strategies for expansion and improvement (Dunne, 2024). The Hilton Molino Stucky Venice's SWOT analysis, as seen in the table above figure 1, outlines the hotel's main problems and opportunities, mainly those related to transport. The hotel could boost its overall earnings and customer satisfaction by managing its threats and weaknesses and utilising its opportunities and strengths.

	STRENTGHTS
· reputable brand
· outstanding location 
· lavish facilities
· excellent services
· conference facility

	WEEKNESSES
· limited transportation access,
· high prices, 
· insufficient information of local transport,


	OPPORTUNITIES
· Collaborations with Local Transportation, 
· Sustainable Transportation Projects,
· The increase of midnight services
	THREATHS
· bad online feedback,
· competition,
· fluctuations in the economy.


Figure1.        SWOT Analysis (made by author)

Strengths
Hilton is a famous international hospitality brand that is known for its outstanding customer service. Tourist looking for superior accommodation and outstanding client service are drawn to Hilton establishments because of their solid reputation for innovation and elevated standards (Hilton, 2024).Because of its unique location on the island of Giudecca, the hotel is the perfect getaway for travellers looking for tranquillity and natural splendour far from the busy metropolis (Steele, 2023).
The Hilton Molino Stucky's superior facilities for both business and leisure travellers add to its popularity as a luxury hotel. Along with a conference centre, a huge spa, and a variety of culinary options, it offers luxurious rooms and suites with breathtaking views of Venice. The major attraction is the Presidential Suite, which is the tallest in Venice and provides luxurious amenities and special access to the sky pool (WarmWelcomeMagazine, 2024).
Weaknesses
Tanya (2022) experienced challenges using nighttime service transport to return to the Hilton Molino Stucky Venice hotel. She found it hard to get around water buses and ended up having to take an expensive water taxi that cost €70 for an 8-minute ride. This draws attention to the costly and limited nighttime transit choices, which can put off travellers on restricted finances or families who are not accustomed to Venice's location.

Opportunities
Partnerships between hotels and taxi services favour consumer satisfaction by offering efficient transport that boosts revenue, improves tourist reviews, and increases brand loyalty (LINKEDIN, 2024). According to a WTTC and TRIP.COM Group report (2023), a third of tourists are thinking about ecologically friendly travel in the future with more than 60% having embraced green choices in recent years. Furthermore, premium tourists are eager to spend more money on sustainable getaways. This is an opportunity for the Stucky Venice Hotel to attract green travellers by providing environmentally friendly transportation choices.
Sun, Fang and Hossin (2021) states that offering a range of transportation options, along with convenience and quality, significantly improves a hotel's client satisfaction. While fun is the most important concern for travellers, business travellers appreciate amenities more. By expanding shuttle service hours, Hilton Stucky could immediately satisfy guest requirements, which could boost satisfaction and income from midnight customers.
Threats
[bookmark: _Hlk181620137]Hilton Molino Stucky has strong competition from hotel chains that have more effective transport choices, which could lure customers away, particularly in Venice, where access is paramount. To remain competitive, Hilton uses franchises to efficiently expand internationally with fewer investments and faster market adaptability (Zeng, 2021).
[bookmark: _Hlk182138294]Behsudi (2020) underlines that COVID-19 caused a catastrophic impact on the tourism industry, putting 100 million jobs in danger while decreasing revenues in travel-dependent economies. Economic fluctuation decreases even more travel costs, which might result in fewer reservations and a reduction in Hilton Stucky Venice's profits.

[bookmark: _Toc182307732]PESTLE
The Hilton Molino Stucky Venice's PESTLE analysis provides an in-depth investigation of the external elements impacting the hotel's travel services. To enhance efforts to promote sustainability, increase customer loyalty, and possibly gain a competitive edge in Venice's upscale tourism market, the hotel can tactically adapt by managing political, economic, social, technological, legal, and ecological concerns.
Figure 2's PESTEL (Political, Economic, Social, Technological, Environmental, and Legal) analysis examines external factors causing the operational and transportation issues faced by the Hilton Molino Stucky Venice.
	Political
	To manage waterway traffic, safeguard the environment, and maintain historical areas, the city government of Venice restricts boat taxis; thus, the Hilton Stucky Venice Hotel's alternatives to transportation have restrictions during certain times.

	Economic
	Costly water transportation costs in Venice, especially in times of low occupancy, increase guest payments and reduce satisfaction. This may result in fewer requests for hotel shuttle services, particularly whenever the economy is suffering. 

	Social
	Convenient, quickly accessible transportation alternatives are greatly appreciated by tourists today in Venice; therefore, the Hilton Stucky Hotel's broadened late-night facilities are necessary. Being a UNESCO World Heritage site, Venice welcomes tourists seeking effectively managed, culturally competent service.

	Technological
	Mobile devices provide clients comfort and safety by permitting them to arrange travel immediately with live tracking. A smartphone app offering easy water reservations for taxis and accurate transport updates would help improve the Hilton Molin Stucky visitor experience.

	Environmental
	Implementation of rigorous environmental rules is crucial because boat emissions threaten Venice's sensitive habitat. Promoting environmentally friendly accessibility choices would help the Hilton Molino Stucky Venice accomplish its sustainable development targets and welcome green travellers.
 As the growing popularity for sustainable tourism expands, sustainable methods such as low-emission transportation have become more important among government and visitors. The hotel could boost its appeal to consumers and brand while drawing environmentally aware guests by promoting ecological initiatives along with offering details about other methods of travel.

	Legal
	Hotels providing transportation are required to operate by liability laws, guaranteeing that their services fulfil security demands. 


Figure 2. PESTEL analyse (made by author)


Political 
To prevent ships from eroding its historical waterways, Venice enforced water transportation rules. Its historic centre frequently gets damaged by cruise ships; therefore, the Italian authorities banned them from operating there (BBC, 2023). In the Bacino, Canale di San Marco, and Canale della Giudecca, boats carrying over 40,000 tonnes are strictly forbidden by legislation, currently the limitation is 25,000 tonnes (TheSmartCityJournal, 2021). Those limitations could prevent Molino Hilton Venice from delivering adaptable or even extensive travel options, such as water taxis, at late times.
Economical
[bookmark: _Hlk182161372]Despite the growing popularity of travel to Europe, planning has shifted because of higher costs. According to the European Travel Commission's Long-Haul Travel Barometer (2024), 44% of visitors stated that cost was the biggest barrier to them. Although the costs of accommodations, food, and activities keep increasing, most travellers only plan to spend anywhere from €100 to €200 each day. 
Furthermore, based on the Statista (2024) research, rising costs of travel remain the biggest difficulty for 25% of Spanish, 23% of French, and 23% of Italian travellers, while the UK, Germany, and Belgium have particularly significant financial concerns (17%) as shown in figure 3.
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Figure3. Countries with the highest share of travellers concerned with rising travel costs and personal finances in Europe as of April 2024.
Economic incertitude, as stated by Nguyen et al. (2022), lowers economic growth, jobs, investment, and consumption, particularly in the tourism industry, resulting in less money spent at home as well as fewer trips abroad.
The expensive water taxis in Venice have a negative impact on traveller’s happiness, especially during less busy times. Those high prices might get even more expensive for visitors due to inflation and financial limitations.


Social
Because customer satisfaction is essential to business, the hospitality industry must adapt to changing customer preferences. (Hotelogix,2022). Unique experiences have become more significant for visitors than luxurious goods (Mann et al, 2024, figure 4).
[image: ]

Figure 4. Consumers shows increasing interest in experience
In tourist attractions like Venice, where transport issues are likely to impact tourist satisfaction, travellers today put considerable importance on accessibility and expect smooth, all-the-time transportation.
With its architectural and natural splendour developed through centuries of human creativity, Venice and its lagoon are a UNESCO World Heritage site of immense cultural value that attracts an abundance of visitors (UNESCO, 2024).

Technological
Technology is rapidly evolving the hospitality industry, which constitutes one of the biggest developments for 2023. Technological advances are increasing efficiency, enriching customer service, and accelerating growth in the hotel and restaurant sectors. Nowadays, hotels use AI and machine learning in their mobile applications to supply services like smart room keys, mobile registration, instant updates, and alerts for nearby sights; all these substantially improve customer convenience as well as comfort (Glion, 2023).
The transportation problem can be significantly minimised through technology; a mobile application offering simple water taxi reservations and accurate transport updates would improve the Hilton Molin Stucky client experience.

Legal
LinkedIn (2023) reports that hotel and event venues, alongside the travel industry, put a significant value on client safety. By delivering a layer of safety, liability insurance allows organisations to concentrate on delivering outstanding consumer service while safeguarding themselves against financial and legal risk. Transportation liability protection, for example, protects a hotel in the case of a shuttle incident.
In the event Hilton Molino Stucky increases its transport services, it must adhere to legal obligation rules regarding passenger safety and insurance and also make sure that service providers comply with safety protocols.

Environmental
[bookmark: _Hlk182185369]Known for its culturally diverse past, heritage, and architectural importance, Venice received recognition as a UNESCO cultural site. This coincides with the 2030 Agenda for Sustainable Development, specifically SDG Goal 8.9, which supports environmentally friendly tourism, which produces employment opportunities and protects the region's cultural heritage (United Nations, 2023). Additionally, Venice, which has been designated as the Sustainability Capital of the World, is spending 2.5–4 billion euros on environmentally friendly development, which includes green tourism, energy transition, urban reconstruction, and green energy production (Live Venice, 2021).
[bookmark: _Hlk182209816]Also, Venice supports environmentally conscious tourism by acquiring sustainable transportation like electric and hybrid boats as well as energy-saving lodging. Venice has established itself as a pioneer in environmentally friendly travel through supporting ecologic tourism and protecting its cultural heritage through community involvement and educational projects (Michieli, 2024).
Venice's infrastructure, which relies on canals, faces serious threats to the environment. Electric water taxis are a prime instance of a sustainable transportation choice that could establish Hilton Molino Stucky as an environmentally conscious leader in the hotel sector.

[bookmark: _Toc182307733]TOWS
A TOWS analysis, as described by Indeed (2023), serves with determining a business's strengths, weaknesses, opportunities, and threats. The main goal is to correlate opportunities with threats and strengths with weaknesses with the aim of supporting decisions about strategy. Frequently, this occurs following a SWOT analysis.
According to BiteSize Learning (2024), using strengths to take advantage of opportunities is an essential aspect of SO approaches. A strong company image, for example, can be utilised for entry into a growing market, increasing the chance of demand.
The Hilton Molino Stucky Venice's SO Strategies (Strengths-Opportunities) use the hotel's internal advantages (such as its reputable name and advantageous location) to take advantage of external opportunities, such as the increasing need for environmentally conscious tourism and the increasing popularity of mobile technology.
By using external possibilities, WO Strategies (Weaknesses-Opportunities) aim to reduce Hilton Molino Stucky's weaknesses.
 Strategies (Strengths-Threats) takes full advantage of the hotel's strengths to protect itself against external risks like rules or competitors.
Strategies (Weaknesses-Threats) combat weaknesses while trying to reduce any potential risks or external threats.
 As shown in Figure 5, the following table contains each strategy outlined in the TOWS framework and classifies them according to the hotel's particular strengths, weaknesses, opportunities, and threats.

	SO (Strength-Opportunities)
	· Encourage ecologically friendly ways of travel, such as electric water taxis.
· Set up a transportation application for quick reservations.
· Promote the hotel as a luxurious travel destination with distinctive, green transportation possibilities.

	WO (Weakness-Opportunities)
	
· Collaborate with municipal officials to improve client satisfaction and services.
· Include transport in reservations for accommodations. 
· To reduce reliance on unreliable services, work with trustworthy community transportation companies.

	ST (Strength- Threats)
	· Enhance Hilton's branding and image as a supplier of upscale, exclusive transport services.
· To stick to transport restrictions and guidelines, work together with local governments.
· For avoiding problems, develop technological solutions such as transportation management apps.

	WT (Weaknesses-Threats)
	· Engage with the local government to establish late-night transportation possibilities or increase transportation operations
· To minimise the price of travel, 
· For an ongoing, exceptional customer experience, prioritise water transportation services or work together with reliable partners





SO (Strength -Opportunities) Hilton Molino Stucky can take advantage of its remarkable location and powerful reputation through launching a transit app for easy bookings as well as green transportation choices like electric water taxis. 
WO (Weakness-Opportunities) The hotel must partner with the local authority and local suppliers to stop relying on unreliable services, boost the reliability of transportation, and integrate it into bookings.
ST (Strengths- Threats) Hilton Molino Stucky could boost its luxurious transport branding, guarantee all regulations are adhered to, and make use of technology, such as a transport management app, for easier operations and reduce risks.
WT (Weakness- Threats) With the objective to remedy the lack of travel alternatives, the hotel might work with city officials to negotiate lower fares and extend services. Partnering alongside reliable suppliers will ensure the maintenance of a persistent, great visitor encounter.






[bookmark: _Toc182307734]Recommendations and Change Management

To establish a more increased, reliable, and reasonably priced transportation service, Hilton Molino Stucky needs to work with local water taxi companies. The plan would include reducing the cost of water taxis throughout the day while maintaining them open until at least two in the morning for guests who are interested in exploring the city beyond midnight.
Firstly, to boost the hotel's transportation services, it would be beneficial partnering with nearby water taxi companies to offer customers cheaper transportation costs, especially during periods of low occupancy, which could contribute to lowering the cost of their travels (Imboden, 2024).
Secondly, for the benefit of travellers taking full advantage of Venice's unique nightlife, water transport services should be expanded until two in the morning. This would enable secure transportation back to lodging as well as essential accessibility for late into the night exploring (Pool, 2023).
 Thirdly, hotel success relies on efficient budgeting, as midnight water taxi services are projected to run between €80,000 and €120,000 annually, combining tourist enjoyment with financial safety, where this cost includes agreements with local suppliers and personnel. Efficient price management, such as monitoring expenses for labour and employing technological advances, helps hotels to continue offering superior guest experiences whilst ensuring profit (SiteMinder, 2024).
Implementing the strategies mentioned above into action might substantially benefit the hotel by boosting customer happiness, particularly regarding late-night tourists, which might result in more great reviews, loyal consumers, and more exchange revenue. Furthermore, giving reasonable day transportation options could draw in budget-conscious travellers, enhancing the hotel's customers and all occupancy rates.




Change Management Plan
Change management, as defined by Prosci (2024), is a planned method designed to assist both individuals and organisations in adapting to new targets, tasks, or innovations while lowering a challenge and ensuring ongoing integration. Buttrick (2018) underlines that businesses are frequently struggling with change, running into difficulties with staff, technology, or operations. Although there are so many methodologies meant to improve productivity, such as Lean or Six Sigma, plenty of tasks continue to fall short of delivering permanent benefits, where the two main causes of failures tend to be misalignment with the main plan and ineffective change management across the business. Planned project success relies on efficient administration of projects, programs, and portfolios. Applying the above recommendations requires a thorough management change plan, specifically about client satisfaction, technology changes, and staff engagement. A structured change management approach will make sure that those changes happen effectively and with no difficulties through strategies of effective communication, employee engagement, monitoring and evaluating and KPY.
Managing organisational transformation involves the application of successful methods of communication. Although visitors require clear information on improvements to services for effective acceptance and low resistance, employees are ensured to fully understand and adapt to changes via internal communication, management engagement, and feedback systems (Grossman, 2023). Hilton Molino Stucky Venice will make certain that employees are made aware of changes in an effective way via conferences and emails. Internet platforms and the website site will all be utilised for informing tourists. A straightforward communications plan will additionally be developed by the executive team, and workers will receive instruction on how to effectively communicate the recent rules to clients.
Employee engagement has a close connection to change management. Staff involvement and engagement get stronger through transitions if the personnel become involved early, encouraged, and communicated effectively. Establishing confidence along with assisting personnel adjust to change are vital responsibilities for leaders (Ganesh, 2023). To guarantee that employers feel motivated and ready to help with the effective launch of new services, Hilton Molino Venice should encourage staff for change by rewarding involvement through performance rewards or holiday time.
Monitoring and evaluation (M&E) are an essential strategy for businesses for maintaining cost efficiency, transparency, and accountability. It additionally makes it simpler to recognise difficulties in early stages, minimise waste, develop knowledge, take better decisions, and receive feedback from stakeholders (Huberty, 2022). The Hilton Molino Stucky intends to monitor and evaluate the success of the newly introduced water taxi service using surveys, online reviews, and feedback from guests. Operating challenges will be discovered through employee communication, and advancement will be tracked by performance indicators, including customer satisfaction and transportation reservations. 
Businesses may successfully track client satisfaction, enhance loyalty among clients, and highlight areas for expansion by using a particular KPI (Key Performance Indicator) for assessing how satisfied consumers are (Customer Alliance, 2024). With the aim to boost client satisfaction, the Hilton Venice Stucky Hotel will be tracking key performance indicators (KPIs) like post-stay surveys, transport reservations, and transportation income, with the aim of these indicators being to increase customer satisfaction and correlate services with visitor expectations. Within a period of three months, the aim is to bring in 15% more transport reservations, 10% more transportation revenue, and 25% fewer complaints.
The Hilton Molino Stucky Venice has the potential to benefit from extended water shuttle hours that could enhance customer service, generate income, and provide the hotel a competitive advantage by drawing in business travellers as well as leisure travellers. By accomplishing such, the hotel is going to become more widely recognised in Venice as a destination for convenience and guest-focused services, which can boost its entire earnings.









[bookmark: _Toc182307735]Action Plan

This action plan shows in figure 6. seeks to enhance customer satisfaction at Hilton Molino Stucky Venice by dealing with the transport issues, boosting client communication, and making sure that employees are prepared for any change.
	Number 

	Problem
	Solution
	Desire outcome
	Time scale 
	Completion Date
	Planned Budget

	1
	Limited availability of water shuttle later at nighttime, which inconveniences tourists, particularly after 11:45 p.m.
	Expand water shuttle operations by collaborating with local providers to run until 2 AM and negotiating low day and night costs with chosen providers.
	 Enhanced customer satisfaction as an outcome of improved transportation options.
Fewer complains concerning transportation, and an increase in good reviews and repeat bookings.
	4 months
	10.03.2024
	£120.000 annually

	2
	Costly transportation prices for tourists visiting Venice
	Collaborate with local taxi service providers to establish affordable fares for all popular locations, like the one between the airport and San Marco Piazza.
	Increased guest experience through affordable transportation could generate bookings due to its ease of use.
	3 months
	10.02.2024
	£25.000 annually

	3
	Staff must be prepared to quickly adapt to the latest transportation and service changes.
	Provide employees with training on new transit services and communication methods.
	Efficient implementation of new services, with personnel ready to support customers and enhance quality of service.
	1 month
	10.12.2024
	£10.000


Figure 6. Action Plan (made by author)












[bookmark: _Toc182307736]Conclusion

The report concludes by analysing issues that Hilton Molino Stucky Venice has encountered, like high rates and limited hotel water transportation availability. Client satisfaction and the hotel's online image have been seriously impacted by these challenges, confirmed by numerous negative reviews on rating portals. To understand how these difficulties develop from sources that are internal as well as external, the report makes use of the SWOT, PESTEL, and TOWS frameworks.
It is expected that the recommended tactics, such as extending the water shuttle time of operation and partnering with local suppliers to minimise transport expenses, will increase the satisfaction of clients, boost the hotel's competitiveness, and enhance the experience of visitors. Both business and leisure tourists will find the Hilton Molino Stucky Venice more attractive because of all these improvements, and it will also minimise bad reviews.
In conclusion, we want to sincerely thank Hilton Molino Stucky Venice for handing us these consultancy assignments. It has been a pleasure to work with the members of your staff, and we are positive that the recommendations we provided will culminate in significant improvements to the company's operations and consumer satisfaction. We are delighted to partner with you another time soon and to assist you in continuing to achieve your goal by offering extraordinary customer service. Thank you for your commitment and cooperation.
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