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Executive Summary 

The Polynesian Oceanfront Hotel in Myrtle Beach combines traditional charm with modern conveniences, to provide guests with an exceptional experience. Faced with operational challenges common in the post-pandemic hospitality landscape, the hotel sought the assistance of AnchorPoint Group. Our consultancy firm, which has a track record in the hospitality industry, used a multi-framework analysis to identify and address these challenges, to improve the hotel's market positioning and guest satisfaction.


Analysis Overview

Our comprehensive analysis began with a deep dive into the Polynesian Oceanfront Hotel's operational challenges, using the STEEPLED, SOAR, and TOWS frameworks as foundational tools. These methodologies enabled a multidimensional examination of the hotel's internal and external environments, shedding light on critical aspects such as cleanliness standards, safety protocols, and overall guest service quality. 
The STEEPLED analysis revealed significant external pressures, such as changing market trends, increased guest expectations for hygiene and safety in the post-pandemic era, and stricter regulatory standards. This comprehensive view of the external environment highlighted the hotel's urgent need to adapt its operations to remain competitive and compliant. 
In parallel, the SOAR analysis highlighted the hotel's inherent strengths and potential strategic leverage points, such as its prime location and historical charm. It did, however, emphasise the importance of addressing operational weaknesses to capitalise on emerging opportunities and effectively mitigate threats. The TOWS matrix then allowed us to cross-reference these insights, resulting in strategic solutions that not only address the hotel's immediate challenges but also position it to better leverage its strengths and capitalise on opportunities in the evolving hospitality landscape. 
This layered analysis highlighted the need for targeted strategic interventions to improve the hotel's operational standards and guest service quality. The analysis laid the groundwork for a series of recommendations that will usher in a new era of excellence and guest satisfaction for Polynesian Oceanfront Hotel by aligning operational practices with changing guest expectations and regulatory standards.Top of Form



Strategic Solutions and Transformational Themes

The strategic solutions we proposed are directly aimed at improving Polynesian Oceanfront Hotel's operational capabilities and guest satisfaction. They include:

1. Rigorous Training Program: A comprehensive training programme aims to improve staff proficiency in cleanliness, safety, and customer service to meet and exceed industry standards.
2. Advanced Cleaning Technologies: Adopting advanced cleaning and sanitization technologies to maintain cleanliness and hygiene, addressing guest concerns in the post-pandemic era.
3. Regular Safety Drills and Audits: The hotel conducts systematic drills and audits to ensure all safety measures are up-to-date and effective, demonstrating its commitment to guest and staff safety.
4. Change Management Strategies: Use structured methodologies like Kotter's 8-Step Change Model to seamlessly integrate new practices and technologies into hotel operations.
These recommendations are intended not only to address immediate operational challenges, but also to foster a culture of continuous improvement, leadership engagement, and operational efficiency. This will allow the hotel to respond more quickly to market trends and guest feedback, giving it a competitive advantage in the hospitality industry.



Adapting to Change	

The steps for adapting to change encompass:
1. Agility in Response: Cultivate a flexible operational mindset that allows for quick adaptation to new market trends and guest preferences, keeping the hotel's offerings relevant and appealing.
2. Regulatory Compliance: Stay informed and responsive to changes in hospitality regulations to ensure that all operations meet legal requirements, protecting the hotel from potential compliance issues.
3. Guest Feedback Integration: Implement mechanisms for collecting and responding to guest feedback in real-time, allowing for immediate improvements and enhancements to the guest experience.
This strategy enables Polynesian Oceanfront Hotel to effectively navigate the dynamic hospitality environment, maintaining its competitive edge while prioritising guest satisfaction and operational excellence.




Recommendations

Our key recommendations include:
1. [image: A table with text on it

Description automatically generated]Implement a Rigorous Training Program: Enhance staff skills in cleanliness and safety protocols. 

2. [image: A rectangular object with black lines

Description automatically generated with medium confidence]Implementing Advanced Cleaning Technologies and Eco-Friendly Practices: Upgrade cleaning processes to meet environmental and health standards. 

3. Conduct Regular Safety Drills and Audits: Ensure preparedness and compliance with safety regulations.
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4. Change Management Strategies: Utilized Kotter’s 8-Step Change Model to facilitate the adoption of new practices:
· Creating Urgency: Highlight critical guest feedback on cleanliness and safety to underscore the need for prompt action.
· Forming Powerful Coalitions: Gather a team from various departments dedicated to change.
· Creating a Vision: Craft a vision focusing on guest satisfaction, safety, and sustainability.
· Communicating the Vision: Disseminate the vision and strategies across the hotel staff through all channels.
· Removing Obstacles: Identify and remove barriers such as outdated procedures or lack of resources.
· Creating Short-term Wins: Showcase immediate improvements in cleanliness and safety.
· Building on Change: Use early successes to drive further changes.
· Anchoring Changes in Corporate Culture: Incorporate new standards into the hotel’s daily operations and culture.






5. Measuring Impact and Success: Establish metrics for cleanliness, safety, and service quality to gauge the effectiveness of implemented changes.
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Potential Benefits and Costs

The implementation of these strategies requires initial investments in training, equipment, and system upgrades. However, these costs are expected to be offset by increased occupancy rates and the possibility of higher room rates as service quality improves. The hotel stands to benefit significantly from increased guest satisfaction, which leads to more repeat business and positive online reviews.
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Action Plan

Our action plan outlines a structured approach to addressing the identified issues, including solutions, desired outcomes, timelines, and costs. This plan is intended to guide the hotel's implementation of recommended strategies, ensuring a focused effort towards operational excellence and improved guest experiences.
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Conclusion

AnchorPoint Group is grateful for the opportunity to work with Polynesian Oceanfront Hotel on this critical consulting project. We are optimistic about the hotel's future and believe that implementing our recommendations will usher in a new era of success and guest satisfaction. We look forward to continuing our partnership and assisting the hotel in the next stages of its journey to operational excellence.












Introduction 
The AnchorPoint Group meticulously prepared this consultancy report to address the operational challenges faced by the Polynesian Oceanfront Hotel, a well-known establishment in South Carolina's vibrant Myrtle Beach area. The hotel, with its well-appointed rooms, embodies the coastal charm and modern convenience that today's travellers seek. The hotel, which is conveniently located near Myrtle Beach's attractions, is at a crossroads, looking to improve its market position and guest satisfaction in the aftermath of the pandemic. 

AnchorPoint Group, with its extensive portfolio of success stories in the hospitality industry, is well-positioned to guide Polynesian Oceanfront Hotel through its current challenges. Our expertise spans a wide range of operational, strategic, and guest experience enhancements, making us an ideal partner for hotels looking to redefine their service offerings and operational efficiencies.
We will take a structured analytical approach to this consultancy project, incorporating the STEEPLED, SOAR, and TOWS frameworks. These methodologies will enable us to analyse the external and internal factors influencing the hotel's performance, identify strategic growth opportunities, and develop a comprehensive plan to elevate the Polynesian Oceanfront Hotel's position in Myrtle Beach's competitive hospitality landscape.

Our analysis will delve into the hotel's current operational challenges, such as cleanliness, guest safety, and service consistency. Using the insights gained from our analytical frameworks, we will propose targeted interventions to not only address these immediate concerns but also position the Polynesian Oceanfront Hotel for long-term success and increased guest satisfaction.
AnchorPoint Group pledges its commitment to guiding the Polynesian Oceanfront Hotel towards operational excellence and a distinguished market position, ensuring that its legacy thrives in Myrtle Beach's dynamic hospitality industry.

Analysis
Customer Feedback Insights
Analysing the customer feedback (appendix 1) for Polynesian Oceanfront Hotel reveals a recurring theme of dissatisfaction, which has a significant impact on the hotel's reputation and guest experience. The reviews consistently highlight significant cleanliness flaws, with disturbing mentions of mould, dirty linens, and inadequately maintained facilities. According to Alananzeh (2017), tourists are dissatisfied with the cleanliness  of hotel bathrooms and room furniture, indicating systemic issues with the hotel's housekeeping and maintenance protocols. 

Guests are also concerned about the disparities between the hotel's portrayed image and the actual accommodation. Juliana et al. (2021) emphasised that hotel services and cleanliness have a significant impact on a hotel's reputation, which is consistent with customer reports of room conditions falling far short of promotional expectations. This misrepresentation can cause a breach of trust, resulting in negative reviews that deter potential customers and tarnish the hotel's brand (Juliana et al., 2021). 
The guest experiences shared are frighteningly vivid, describing situations such as inoperable amenities, safety hazards such as non-functional locks, and exposed electrical issues. Such conditions jeopardise not only comfort but also safety, potentially resulting in serious legal and reputational consequences for the hotel. According to Shin and Kang (2020), technological innovation for cleanliness and reduced guest interaction can influence customer decision-making and perceived health risk, which is especially important in the post-pandemic era. 

Furthermore, the feedback indicates a disparity in value for money, with guests believing that the pricing is not competitive with the quality of the service and facilities offered. Albayrak and Caber (2015) discuss the importance of prioritising hotel attributes to improve customer satisfaction, which may address guests' concerns about a perceived lack of value in the competitive landscape of Myrtle Beach's hospitality industry. 

Finally, the combination of these customer insights signals an urgent need for a thorough review and overhaul of the hotel's operational standards. Immediate attention to these areas is not only necessary for customer satisfaction and safety but also for the hotel's survival in a post-pandemic market where expectations for hygiene and value have skyrocketed. The study by Jiang and Wen (2020) supports the notion that hospitality service trends, such as cleanliness and hygiene, are critical to recovering from the COVID-19 pandemic and sustaining the hotel industry.

STEEPLED Analysis
In our STEEPLED analysis for Polynesian Oceanfront Hotel, we integrate comprehensive external factors that not only reflect the current climate but also prepare for future contingencies similar to the COVID-19 pandemic.
Sociocultural: The pandemic has irreversibly shifted guest expectations towards stringent hygiene standards, with cleanliness now preceding comfort and aesthetics in their lodging choices (Dube, Nhamo, & Chikodzi, 2020).
Technological: The hotel's lack of cutting-edge technological offerings puts it at a competitive disadvantage in an era when guests expect seamless digital connectivity and smart room amenities (Khan et al., 2021).
Economic: The economic consequences of the pandemic have reduced consumer spending, prompting potential guests to seek greater value or postpone travel, affecting hotel occupancy and revenue streams (Foroudi, 2020).
Environmental: A rise in eco-consciousness among travellers presents an opportunity for the hotel to incorporate and market sustainable practices as part of its distinct value proposition (Hemmington & Neill, 2021).
Political: Navigating the changing political landscape and health regulations following the pandemic is critical for maintaining operations and guest trust (Stoicea (Ignătescu), 2021).
Legal: Strict adherence to safety standards is not only a legal requirement, but also essential for the safety of both guests and employees (Aigbedo, 2021).
Ethical: Ethical business practices, particularly in pricing and marketing, are critical to developing and maintaining long-term customer relationships (Jones and Comfort, 2020).


SOAR Analysis
Strengths: The hotel's central location in Myrtle Beach is a valuable asset, attracting tourists looking for accessibility and convenience. This positions the hotel favourably in a niche market of reasonably priced accommodations that can appeal to budget-conscious travellers, which is especially important in a post-pandemic environment where consumer spending may be more conservative.
Opportunities: Diversifying practices beyond eco-friendliness to include a broader range of initiatives can appeal to a variety of market segments. Backman, Klaesson, & Öner (2017) suggest that investing in technology to improve the guest experience could help close the amenity gap. Capitalising on the budget travel market by providing competitive pricing and high-quality service can result in a compelling value proposition (Singal, 2015).
Aspirations: The Polynesian Oceanfront Hotel aspires to be a leader among Myrtle Beach's budget hotels, known for its exceptional cleanliness and value. This vision is consistent with a post-pandemic marketplace that prioritises hygiene and economic efficiency (Breier et al., 2020).
Results: By leveraging these strengths and opportunities, the hotel can improve customer satisfaction, resulting in repeat business and more positive reviews. This virtuous cycle of satisfaction and promotion can boost occupancy rates and profitability even in a recovering economy (Zaridis et al., 2019).

TOWS Matrix
In addressing the challenges faced by Polynesian Oceanfront Hotel, a TOWS matrix offers a strategic framework to develop actionable solutions.
Threats: The hotel has faced significant challenges due to the pandemic's impact on travel and guest expectations. Negative reviews have compounded this effect, necessitating an urgent response. Drawing from BBC Worldwide's transformation case, which involved restructuring to enhance market responsiveness, the hotel can implement measures to improve hygiene practices and address the feedback in real-time, ensuring resilience in similar future events (BBC Worldwide Case Study, 2015).
Opportunities: There's a growing demand for budget accommodation in the post-pandemic era. Inspired by HRMC's case study, which saw a shift towards improving customer service to meet new demands, the hotel can enhance service delivery through innovative operational strategies, like contactless technology and personalized guest experiences, to attract the budget-conscious traveller (HRMC Case Study, 2015).
Weaknesses: Current maintenance and service quality issues are addressable through continuous improvement strategies. The Zurich USA Life case study exemplifies the benefit of streamlining operations to increase efficiency and service quality, a strategy that can be replicated by Polynesian Oceanfront Hotel to overcome its weaknesses (Zurich USA Life Case Study, 2015).
Strengths: The hotel's prime location and unique Victorian charm are strengths that can be emphasized in its marketing and guest experience strategies. By adopting a similar approach to the BBC Worldwide case, where rebranding efforts focused on leveraging core strengths, the hotel can improve its competitive edge within the budget sector (BBC Worldwide Case Study, 2015).
(Backman, Klaesson, & Öner, 2017) and (Mendela & Rumiantseva, 2022) studies provide additional support for these strategies. Innovation within firms, rather than location-specific features, is pivotal for maintaining competitiveness in the hospitality industry (Backman, Klaesson, & Öner, 2017). Another study emphasizes the importance of innovative activities, including both technological and non-technological initiatives, for gaining a competitive advantage in the market, which Polynesian Oceanfront Hotel can apply to improve its service and operational efficiency (Mendela & Rumiantseva, 2022).

Strategic Solutions
To elevate Polynesian Oceanfront Hotel's standing in the competitive Myrtle Beach hospitality market, strategic solutions must be implemented with precision and foresight.
Health and Safety: In the wake of the pandemic, health and safety have become non-negotiable benchmarks for guest satisfaction. According to a study on management innovation in the hotel industry, firms that actively engage in improving their health protocols can gain a competitive advantage (Nieves & Segarra-Ciprés, 2015). By adopting measures such as contactless check-ins and enhanced sanitation protocols, similar to the practices in the Zurich USA Life case study, the hotel can reassure guests of their well-being (Zurich USA Life Case Study, 2015).
Modern Amenities: Modernizing amenities is vital for meeting the digital needs of contemporary travellers. Research highlights that technological advancements in service provision are key to differentiating an establishment (Dzhandzhugazova, Blinova, & Romanova, 2016). Upgrading in-room technology and offering high-speed internet can significantly elevate the customer experience.
Quality Control: Imposing strict quality control for room cleanliness is crucial. Studies indicate that perceived cleanliness directly impacts guest satisfaction and repeat patronage (Bharwani & Mathews, 2016). Implementing rigorous housekeeping checks will ensure consistency in cleanliness, aligning with the best practices detailed in the BBC Worldwide case study (BBC Worldwide Case Study, 2015).
Marketing Alignment: Accurate marketing materials are essential for setting realistic expectations. As per studies, mismatches between advertised and actual offerings can severely damage brand trust (Kallmuenzer, 2018). Polynesian Oceanfront Hotel must realign its promotional content to reflect genuine offerings, bolstering credibility.
In synthesizing these solutions, leadership engagement and operational efficiency, as discussed in the HRMC case study, will serve as foundational principles for successful implementation (HRMC Case Study, 2015).

Transformational Themes
To revitalize Polynesian Oceanfront Hotel, implementing transformational themes based on leadership engagement, culture change, and operational efficiency is paramount:
Leadership Engagement: Drawing inspiration from Craig Poole’s approach as General Manager of the Doubletree by Hilton in Reading, Pennsylvania, fostering a culture of accountability and continuous improvement is essential (LVB Staff, 2023). His leadership style, centred on empowerment and responsibility, can serve as a model for Polynesian Oceanfront Hotel to inspire staff commitment and elevate service standards, mirroring the transformative leadership seen in the case studies analyzed (BBC Worldwide Case Study, 2015).
Culture Change: Embedding customer-centric values into every operation facet is crucial. This shift can be guided by the principles seen in Zurich USA Life's transformation, where a focus on customer satisfaction drove substantial operational changes (Zurich USA Life Case Study, 2015). Such a culture change aligns with consensus research that emphasizes the importance of customer focus in driving innovation and satisfaction in the hospitality industry.
Operational Efficiency: Streamlining maintenance and customer service processes will significantly enhance overall efficiency and service quality. The HRMC case study, where process optimization led to improved service delivery, illustrates the benefits of such an approach (HRMC Case Study, 2015). This strategy is supported by consensus studies advocating for operational innovations as a pathway to competitive advantage.
By embracing these transformational themes, Polynesian Oceanfront Hotel can address its current challenges and position itself for sustainable success in the competitive hospitality industry.

Adapting to Change
Embrace Agility: The hospitality industry demands rapid adaptation to market trends and customer feedback to remain competitive. Innovations in service delivery, as demonstrated by Breier et al. (2020), highlight how business model innovation during crises like COVID-19 ensures sustainability and recovery.
Regulatory Compliance: Staying current with regulatory changes is critical for operational legality and guest safety. Sah and Nadda (2018) emphasize the challenges and solutions for managing change within the USA's hospitality sector, suggesting a focus on continuous training and coaching to overcome cultural and communication barriers.
Continuous Monitoring: Actively monitoring guest experiences allows for the swift identification and resolution of emerging issues, contributing to enhanced guest satisfaction. Backman, Klaesson, and Öner (2017) found that internal firm characteristics significantly impact innovation more than location-specific factors, underlining the importance of internal monitoring mechanisms to foster improvement and innovation.

Recommendations and Change Management
1. Addressing Cleanliness, Safety, and Service Quality
· Implement a Rigorous Training Program
Actionable Steps
1. Assessment of Training Needs: Identifying current skills and knowledge gaps is essential for tailoring effective training modules. Studies suggest that the effectiveness of employee training programs is significant in improving organizational performance and effectiveness by incorporating the interests of the organization and the workforce (Nikitha & Madhusudana, 2015)​​
2. Development of Training Modules: Recent findings highlight the importance of creating modules on up-to-date hygiene practices, safety protocols, and customer service skills. Training is critical for organizational growth and success, enhancing employee performance and effectiveness (Oduwusi, 2020)​​.
3. Interactive Sessions and Practical Demonstrations: The use of multiple delivery methods, especially practice, and spaced training sessions, is associated with the most effective leadership training interventions (Lacerenza et al., 2017)​​.
4. Regular Updates and Refresher Courses: Continuous improvement and updates in training content are necessary to reflect the latest standards and practices, significantly influencing organizational effectiveness (Navya, 2023)​​.
5. Evaluation and Feedback: Evaluating the effectiveness of training programs through tests, practical assessments, and feedback surveys is crucial. The role of the coach and support from the supervisor are important predictors of organizational commitment (Umar et al., 2016)​​.
6. WHY? 
Investing in training programs is justified by the numerous benefits it brings to an organization. Training and development have a positive correlation with employee performance and can advance organizational growth and success (Oduwusi, 2020)​​. Moreover, training programs that include environmental management not only enhance job performance but also boost job satisfaction and organizational commitment (Sourvinou & Filimonau, 2018).

	Actionable Step
	Description
	Estimated Cost (USD)

	Assessment of Training Needs
	Evaluating skills and knowledge gaps through surveys and interviews.
	$2,000 - $5,000

	Development of Training Modules
	Creating content for hygiene practices, safety protocols, and customer service skills.
	$10,000 - $30,000

	Interactive Sessions and Practical Demonstrations
	Costs for facilitators, venues (if in-person), and materials for hands-on learning.
	$5,000 - $15,000 per session

	Regular Updates and Refresher Courses
	Periodic updates to training materials to reflect the latest standards and practices.
	$2,000 - $10,000 annually

	Evaluation and Feedback
	Implementing systems for tests, assessments, and collecting feedback.
	$1,000 - $5,000




! These figures are approximate and should be used as a guideline. Actual costs will depend on specific program details and vendor prices at the time of implementation.
WHY? 
Training enhances staff capabilities, leading to higher standards in cleanliness and safety, crucial for guest satisfaction. Programs that emphasize environmental management can boost job satisfaction and organizational commitment, encouraging environmentally responsible behaviour outside work as well (Sourvinou & Filimonau, 2018).

2. Upgrade Cleaning Equipment and Use Eco-Friendly Cleaning Agents
To advance Polynesian Oceanfront Hotel's cleanliness, safety, and service with eco-friendly technologies for meeting guest expectations and improve efficiency and competitiveness, Top of Formthe following plan is proposed:
· Implementing Advanced Cleaning Technologies and Eco-Friendly Practices
Actionable Steps:
1. Invest in electrostatic sprayers, which range in cost from $600-$1,500 each. These devices efficiently disperse disinfectants across surfaces, ensuring thorough coverage and heightened disinfection standards.
2. Transition to eco-friendly cleaning agents, acknowledging a potential cost increase of 10-20% over traditional products. These agents minimize environmental impact without compromising cleaning effectiveness.
	Item
	Cost Range/Increase

	Electrostatic Sprayers
	$600-$1,500 each

	Eco-Friendly Cleaning Agents
	10-20% cost increase over traditional products



WHY?
Using advanced cleaning technologies like electrostatic sprayers is key for safety and satisfaction, showing our commitment to high hygiene standards post-pandemic. Eco-friendly cleaning products meet consumer demand for sustainability, enhancing appeal to eco-conscious guests and contributing to global ecological responsibility. Jones, Hillier, and Comfort (2014) highlight the hospitality industry's move towards sustainability, engaging with key issues for efficiency and growth.
Top of Form
Example
Several firms specialize in providing eco-friendly cleaning solutions and advanced cleaning technologies, such as Ecolab and Diversey. These companies offer a range of products that meet the sustainability and efficiency needs of modern hospitality operations.
Research Insights
The adoption of Green Human Resource Management (GHRM) practices, as discussed by Irani, Kilic, & Adeshola (2022), underlines the positive impact of sustainability initiatives on hotel environmental performance. GHRM practices, including the implementation of green processes and employee commitment to environmental goals, can significantly enhance a hotel's operational and environmental outcomes.
A study on "Sustainability Practices in Hospitality" (Pereira, Silva, & Dias, 2021) provides insights into how luxury hotels, including those in natural parks, have successfully integrated environmental and social sustainability practices into their operations. These practices not only contribute to SDGs but also offer a blueprint for achieving operational excellence and guest satisfaction through sustainability.
Polynesian Oceanfront Hotel can boost cleanliness, safety, and sustainability by adopting advanced eco-friendly practices. This approach not only ensures a safer environment for guests but also aligns with global sustainability objectives, enhancing the hotel's future competitiveness.
Top of Form

3. Conduct Regular Safety Drills and Audits
To boost Polynesian Oceanfront Hotel's safety and cleanliness through regular drills and audits to align with guest safety and environmental sustainability commitments, the following plan is proposed:
· Top of Form
· Implement Regular Safety Drills and Audits:
Actionable Steps:
1. Organize Monthly Safety Drills: Partner with BSI Group for comprehensive Environmental, Health, and Safety (EHS) services. These drills, crucial for emergency preparedness, cost between $1,000 to $3,000 per drill, leading to an annual budget ranging from $12,000 to $36,000, considering the complexity of Polynesian Oceanfront Hotel's layout and specific safety scenarios.
2. Conduct Quarterly Audits: Engage EHS Consulting for health and safety audits, with fees ranging from $2,500 to $5,000 per audit. These audits are instrumental in evaluating the efficacy of current safety measures and ensuring compliance with regulatory standards.
WHY?
Implementing these structured safety measures underscores the hotel’s unwavering commitment to guest and staff safety, paralleling the success observed in EU-Ecolabel-certified Portuguese hotels where environmental and safety practices significantly boost guest loyalty and satisfaction (Preziosi et al., 2019). 
Economic Impact and Success Measurement:
Cost Considerations: The estimated annual budget for safety drills and audits, considering the provided ranges, would be approximately $20,000 to $56,000. This investment is crucial for risk mitigation, potentially lowering insurance premiums and avoiding legal and medical costs from accidents.
Success Metrics: The impact of these initiatives will be measured by improved guest satisfaction, decreased safety-related complaints, and a boost in staff emergency response confidence. Recognition through safety and sustainability certifications can further enhance the hotel's reputation.
	Activity
	Partner Firm
	Cost Per Session
	Annual Budget Estimate
	Justification
	Economic Impact

	Monthly Safety Drills
	BSI Group
	$1,000 to $3,000
	$12,000 -$36,000
	Emergency readiness	
	Lowers risks, insurance costs

	Quarterly Audits
	EHS Consulting
	$2,500 to $5,000
	$10,000 - $20,000 (4 audits a year)
	Compliance, safety check	
	Avoids legal/medical costsTop of Form




4. Change Management Strategies
Applying Kotter’s 8-Step Change Model to the Polynesian Oceanfront Hotel's situation can provide a structured framework to navigate the hotel's operational improvements effectively. Here's how each step could be applied:
· Creating Urgency
Action Needed: Highlight the critical feedback from guests regarding cleanliness and safety standards to emphasize the need for immediate action.
WHY? A sense of urgency fosters the motivation required to begin the change process (Laig & Abocejo, 2021).
· Forming Powerful Coalitions
Action Needed: Assemble a team of influential staff members from various departments committed to change.
WHY? Coalitions of motivated individuals can drive and support the change process (Pollack & Pollack, 2015).
· Creating a Vision
Action Needed: Develop a clear vision that emphasizes guest satisfaction, safety, and sustainability.
WHY? A compelling vision guides the change efforts and communicates the future state (Kang et al., 2020).
· Communicating the Vision
Action Needed: Use all available channels to communicate the new vision and strategies for achieving it to all hotel staff.
WHY? Effective communication ensures that everyone understands and supports the vision (Davis, 2022).
· Removing Obstacles
Action Needed: Identify and eliminate barriers to change, such as outdated procedures or lack of resources.
WHY? Removing obstacles empowers staff to execute the vision (Farkas, 2013).
· Creating Short-term Wins
Action Needed: Implement and highlight immediate improvements in cleanliness and safety measures.
WHY? Short-term wins generate momentum and validate the effort (Pham Thi Thanh, 2022).
· Building on the Change
Action Needed: Leverage the momentum from short-term wins to initiate further changes.
WHY? Sustaining the change effort ensures the transformation is comprehensive (Thu & Nghiem Thi Thu, 2021).
· Anchoring Changes in Corporate Culture
Action Needed: Integrate the new standards and practices into the daily operations and culture of the hotel.
WHY? Changes must be deeply rooted in the organization’s culture to be lasting (Hackman, 2017).




5. Measuring Impact and Success
· Reducing Customer Complaints:
Strategy: Implement a real-time feedback system allowing guests to report issues during their stay. Immediate action can reduce complaints and enhance guest satisfaction.
Example: A study by Xiang et al. (2021) demonstrated that hotels utilizing instant feedback platforms saw a significant decrease in overall customer complaints.
· Improving Audit Scores:
Strategy: Conduct internal audits before the official ones to identify and address gaps. Training sessions based on these findings can improve staff adherence to safety protocols.
Example: Li et al. (2019) found that hotels conducting pre-audit training improved their official safety and cleanliness audit scores by over 20%.
· Increasing Net Promoter Score (NPS):
Strategy: Enhance guest experiences by personalizing services based on guest preferences collected at booking and during previous stays.
Example: According to Nguyen et al. (2020), hotels that implemented personalized guest experiences saw an average NPS increase of 15%.

	Metric
	Strategy
	Outcome

	Customer Complaints Reduction
	Implement a real-time feedback system allowing guests to report issues during their stay.
	Significant decrease in customer complaints using instant feedback platforms.

	Audit Scores Improvement
	Conduct internal audits before the official ones to identify and address gaps.
	Pre-audit training improved safety and cleanliness audit scores by over 20%.

	Net Promoter Score (NPS) Increase
	Enhance guest experiences by personalizing services based on guest preferences.
	NPS increase of 15% with personalized guest experiences.









4. Potential Benefits and Costs
· Benefits:
Improved Guest Satisfaction: This leads to higher repeat business rates and positive online reviews. Enhancing safety and cleanliness positions the hotel as a preferred choice in a post-pandemic world.
Cost Reduction Example: Implementing a feedback system to reduce customer complaints can lead to a 15% increase in guest satisfaction (Şumovschi et al., 2023).
· Costs:
Initial Investments: Include training (estimated $5,000 - $10,000), new equipment (estimated $20,000 - $50,000), and downtime during staff training.
Audit Improvement Example: Pre-audit training can improve audit scores, with a potential cost of $2,000 - $4,000 for internal audits (Zhang et al., 2021).
WHY?
The investment in training, new equipment, and operational changes directly contributes to the hotel’s competitiveness and profitability, with an expected increase in occupancy rates and the ability to command higher room rates due to improved service quality.

	Aspect
	Description
	Estimated Cost/Increase

	Improved Guest Satisfaction
	Leads to higher repeat business rates and positive online reviews, positioning the hotel as a preferred choice post-pandemic.
	N/A

	Initial Investments
	Include training, new equipment, and downtime during staff training.
	Training: $5,000 - $10,000, Equipment: $20,000 - $50,000

	Cost Reduction Example
	Implementing a feedback system to reduce customer complaints can lead to an increase in guest satisfaction.
	15% increase in guest satisfaction

	Audit Improvement Example
	Pre-audit training to improve audit scores.
	$2,000 - $4,000 for internal audits






Action Plan
· Enhancing Cleanliness Standards

· Problem: High volume of guest complaints regarding room cleanliness.
· Solution: Implement real-time feedback systems for immediate issue reporting and resolution. Augment staff training with a focus on advanced cleaning protocols (Ramnarayan et al., 2022).
· Desired Outcome: Achieve a 50% reduction in cleanliness-related complaints within six months.
· Timeline: Immediate implementation with a goal set for 6 months.
· Estimated Cost: $15,000 ($10,000 for staff training, $5,000 for system implementation).

· Addressing Safety Concerns

· Problem: Safety audits reveal gaps in emergency preparedness and equipment.
· Solution: Upgrade safety equipment and establish a routine of regular safety drills (Ram Narayan et al., 2022).
· Desired Outcome: Attain 100% compliance in all safety audits within one year.
· Timeline: 0-12 months for full implementation and compliance.
· Estimated Cost: $86,000 ($50,000 for equipment upgrades, $36,000 annually for drills).
· 
· Improving Service Quality

· Problem: Inconsistent service quality leads to lower guest satisfaction.
· Solution: Personalize guest services based on collected preferences and enhance staff training in customer service excellence (Bendoly, 2013).
· Desired Outcome: Elevate the Net Promoter Score (NPS) by 20% within 9 months.
· Timeline: Initiatives to start immediately, with a 9-month target for achieving the desired NPS uplift.
· Estimated Cost: $15,000 for comprehensive staff training.

	Problem
	Solution
	Desired Outcome
	Timeline
	Estimated Cost

	1. Guest Complaints on Cleanliness
	Implement real-time feedback systems and enhance training on cleaning protocols.
	Reduction in complaints by 50% within 6 months.
	0-6 months
	Training: $10,000, Systems: $5,000

	2. Safety Concerns
	Upgrade safety equipment and conduct regular drills.
	Achieve 100% compliance in safety audits within a year.
	0-12 months
	Equipment: $50,000, Drills: $36,000 annually

	3. Service Quality
	Personalize guest services and improve staff training.
	Increase NPS by 20% within 9 months.
	0-9 months
	Training: $15,000



Conclusion
The consultancy engagement with Polynesian Oceanfront Hotel has been a comprehensive journey through the intricacies of operational challenges and strategic opportunities within the hospitality industry. Our analysis, grounded in the STEEPLED, SOAR, and TOWS frameworks, has provided a detailed examination of the factors affecting the hotel’s performance, alongside actionable recommendations aimed at enhancing its competitiveness and guest satisfaction.
Key findings from our report underscore the need for Polynesian Oceanfront Hotel to prioritize improvements in cleanliness, safety, and service quality. By adopting the proposed changes, including the implementation of real-time feedback systems, safety equipment upgrades, and personalized guest services, we are confident that the hotel can achieve significant advancements in operational efficiency and market position. The financial investment in these areas is expected to yield substantial returns in terms of guest loyalty, occupancy rates, and overall profitability.
AnchorPoint Group extends its sincerest gratitude to Polynesian Oceanfront Hotel for entrusting us with this critical consultancy project. The collaboration has been a testament to the hotel’s commitment to excellence and continuous improvement. We are enthusiastic about the potential for future collaborations, firmly believing that the implementation of our recommendations will mark the beginning of a new chapter of success and innovation for Polynesian Oceanfront Hotel.
In closing, we look forward to witnessing the transformative impact of our proposed strategies on the hotel’s operations and guest experiences. AnchorPoint Group remains dedicated to supporting Polynesian Oceanfront Hotel through the implementation phase and beyond, ensuring a seamless transition towards achieving its strategic goals and reinforcing its esteemed position within Myrtle Beach’s vibrant hospitality landscape.
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