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Executive Summary
The problem or issue identified.
The key issue identified at this respective hotel named Clarion Hotel New Orleans is in decline in cleanliness standards that has led to massive guest dissatisfaction. This is evidenced by negative online reviews and continuous complaints regarding their bathroom mould, dirty rooms and unvacuumed floors. This issue is driven by internal factors like staffing deficits, lack of employee training and ineffective oversight by the management. They have been rated 2.7/5 on Booking.com, and this showcases the level of customer dissatisfaction. Furthermore, people have also complained regarding the lack of modern technological amenities like smart room features or digital check-ins that alienate tech-savvy customers like Gen-Z and millennials. These issues are arising in a competitive and cost-sensitive setting where increasing operational costs and elevated guest expectations have placed huge pressure on their performance. This needs to be tackled effectively by their management or else they might fall behind their rivals and face a poor reputation.
Findings
This report has used the use of the STEEPLED, SWOT and TOWS frameworks. These frameworks have been useful in finding out relevant internal challenges along with external pressure that have been impacting Clarion's performance, along with guest satisfaction. The findings of the STEEPLED analysis have stated that under the social factors, over 85% of the post-pandemic travellers prioritise cleanliness as the key aspect, whereas 50% of the US hotel guests are Gen Z and millennials who demand tech-enhanced and personalised stays. However, it must also be taken into note that digital inequality might arise as the less tech-savvy clients might not be amazingly comfortable in using such modern technologies. Thus, they must integrate hybrid systems to assist both customer segments. Considering the technological factors, around 63% of hotels offer contactless check-in facilities and 45% use in-room automation. Moreover, Clarion lacks these features. Economically, Revenue Per Available Room increased to 8.5% in 2023 and that increased operational costs to 6.2% for food, labour, and utilities. Such issues led to financial complications. Over 70% of travellers prefer sustainable hotels, but Clarion has no such records of having implemented eco-friendly initiatives. Legally and politically, compliance requirements like the ADA and minimum wages further strained their HR and staffing systems. If seen ethically, pressure prevails around pricing diversity and transparency.
Additionally, the SWOT analysis has identified some major strengths, like their proximity towards Louis Armstrong International Airport, which makes them a preferable choice for people availing aeroplanes. In fact, their Choice Hotels brand loyalty initiative globally has led to attracting around 60 million members, and even their affordable pricing has appealed to the midscale market (29% of the hotel bookings in the U.S.). Weaknesses include serious cleanliness issues, lack of modern technologies and staffing issues amid a 12% rate of industry vacancy. It has also revealed opportunities like increasing domestic travel and including more sustainable elements in their operations, whereas threats like heightened operational costs, competition from 21 hotels in Louisiana and Airbnb have also been identified. A TOWS matrix focuses on their ability to retrain staff and adopt mobile and smart technologies to improve customer preferences. They might introduce sustainability initiatives and renovate rooms to meet the upsurging guest expectations.
Recommendations to the client
The first recommendation to Clarion Hotel New Orleans was to improve cleanliness and maintenance standards. Clarion must retrain its housekeeping staff at the earliest. This may be done by using daily checklists and weekly quality control audits that might cost them around £15,000 to £25,000, covering staff training, modern equipment, eco-friendly yet modern cleaning supplies, etc. Visible practices like electronic room cleaning logs may be implemented to reassure guests, and their success may be measured by a 60% reduction in complaints. This would help them attain a positive customer review in a hygiene-conscious world where cleanliness is the first factor that travellers prefer while booking accommodations. Another strategy that may be implemented is to renovate the main guest areas like bathrooms, rooms, and public spaces, which are vital for enhancing guest satisfaction. With an estimated expense of £100,000 to £250,000, this comprises updating furniture along with enhancing the aesthetics of the room. This perfectly aligns with the Expectancy Theory that suggests that customer efforts lead to valued experiences. The outcome of this strategy would be evaluated through metrics like increased Revpar, positive customer reviews related to their design and improved internal inspection scores. The hotel must be consistent with its internal inspection process, as this would help it to maintain consistent levels of quality service and improved operational efficiencies. Furthermore, Clarion must invest in technological updates with an estimated costs that could range between £50,000 to £100,000. This aligns with the Technology Acceptance Model (TAM) that asserts in improving guest engagement and usability. Its success would be measured by increasing adoption of mobile check-ins by 70%, a 20% reduction in their front desk waiting times and improved guest satisfaction scores concerning technology. Together, these strategies would help them enhance profitability, operational effectiveness, and guest satisfaction in the long run.
Conclusion
Thus, the report has critically analysed the issues related to cleanliness, outdated facilities, and limited use of modern technologies by Clarion Hotel New Orleans. Using the findings from the SWOT, TOWS and STEEPLED frameworks, key weaknesses and threats have been identified, while it also revealed opportunities for regaining competitiveness. The use of Lewin's Change Management Model, by three stages of unfreezing current standards, advocating change and refreezing new practices has guided the recommendations. These included retraining staff and enhancing cleanliness practices, renovating key guest areas, and upgrading the technological infrastructure. This change process will include staff engagement, evaluating and enhancing guest feedback mechanisms. Implementing these practices would not just help them address performance gaps and negative reviews but also help them reposition themselves as a guest-focused, modern hotel.
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Figure 1: Hotels in the US with occupancy
(Source: Hospitality, 2025)
The Clarion is a mid-scale hotel property located within Louis Armstrong New Orleans International Airport. This is significantly accessible to both business and leisure travellers. Its parent company, the Choice Hotels International, has more than 7,000 properties on a global scale (Choice Hotel, 2025). The Clarion brand is positioned to provide economical accommodations with conference facilities for its targeted guests. The hotel has more than 200 guest rooms and 7,000 square feet of meeting space (Choice Hotel, 2025). This has helped it make a favoured choice for banquets and transient travellers. It has been observed that airport hotels in the United States witnessed an average occupancy of 65 %, with increased demand for facilities (Hospitality, 2025). Considering its convenient location, the property has faced challenges with operational consistency and guest satisfaction. This has led the brand to a ranking at the bottom on websites like TripAdvisor. Moreover, its membership in the Choice Hotels loyalty program serves more than 51 million members globally (Choice Hotel, 2025). This offers unexplored potential for expansion in a highly competitive market category.
[bookmark: _c02ni4lmpjiw][bookmark: _Toc197721311]Issues to be discussed.
This report will analyse the issues regarding the performance of Clarion Hotel New Orleans. One of the major concerns is the ongoing cleanliness and maintenance, which have generated negative customer feedback within the online reviews. These service failures have impacted the credibility of the hotel to deter repeat business. Moreover, the lack of digital technologies like smart room amenities has further constrained the hotel's popularity in a tech-focused hospitality dynamic. Moreover, insufficient initiative-taking guest interaction has led to a compromise in the quality of services. Considering this, the report will evaluate these inefficiencies and outline strategic recommendations to cater to a competitive accommodation facility.
[bookmark: _93nhp59as36s][bookmark: _Toc197721312]Overview of the Consultancy firm
NexaConsult is a progressive consultancy agency with expertise in strategic growth and service innovation in the hospitality and tourism sector. The company was introduced in 2020 and has a reputation for providing actionable insights and analysis in North America and Europe. The cross-functional team consists of specialists in marketing technology integration and organisational development. The brand is characterised by strongly associating with customers to determine foundational issues and foster personalised solutions that foster significant returns. In consideration of excellence and innovation, the organisation has associated with various clients in the hospitality industry and has provided personalised customer satisfaction. The organisation uses various analytical software and best practices in the industry to develop solutions that are practical in the long run. For Clarion, NexaConsult will use its capabilities to analyse the existing issues that the brand has been facing. 
[bookmark: _5jzbn67o2fn5][bookmark: _Toc197721313]Analytical Framework
The main purpose of the report is to assess the issues faced by Clarion Hotel related to negative customer reviews on poor cleanliness levels and technological deficiencies. To analyse it in detail, the report would involve the internal and external environmental analysis with the use of SWOT and STEEPLED frameworks. For the external analysis, the STEEPLED framework would be conducted to understand the social, technological, economic, environmental, political, legal, ethical, and demographic factors that may influence the organisational performance of this hotel so far. For internal business analysis, SWOT (Strengths, Weaknesses, Opportunities, Threats) analysis would be included, which would show their internal strengths and future opportunities to assess future opportunities. After this, a TOWS model would be used to help the hotel in strategic planning and decision-making. Additionally, some actionable recommendations would be presented along with a strategic action plan, helping Clarion Hotel to mitigate the identified challenges and reposition itself in the highly competitive industry.
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Figure 2: Customer Review
(Source: Trip Advisor, 2025)
The Clarion Hotel New Orleans has catered to the ongoing complaints from guests about cleanliness. This has asserted a major operational issue. Online reviews on large sites like TripAdvisor have shown that rooms consistently are in poor condition, which includes unvacuumed floors and bathroom mould. For example, it has been observed that over 32% of the visitors at midscale hotels mentioned cleanliness as their top priority (Stockton, 2022). This is further consistent with similar complaints expressed regarding Clarion. One frequent complaint was the absence of timely housekeeping service and neglected public spaces like hallways and elevators, which were said to be littered or had dirty carpeting. Additionally, the hotel's average cleanliness score on various review platforms is around 3.9 out of 5 stars (TripAdvisor, 2025). This has been a prominent indication of systemic failures. These challenges repel repeat guests, considering that those guests stress over cleanliness.
[bookmark: _wot6rqdligxj][bookmark: _Toc197721316]How is it impacting the hotel?
The cleanliness problems at the Clarion Hotel are taking a substantial toll on its customer retention. It has been observed that over 76% of travellers claim cleanliness as the most critical attribute when selecting a hotel over price or location (LinkedIn, 2020). In a similar vein, low standards of sanitation are pushing negative word-of-mouth via online reviews. Considering this, it has been observed that a one-star decrease in the online ranking of a hotel could result in a revenue decline of over 5% (Yao et al. 2022). For Clarion, this could mean a prominent loss of bookings from corporate clients who expect standards. Moreover, it has been observed that over 84% of travellers will not stay at a hotel with hygiene issues (WTTC, 2025). In consideration of the increasing competition among airport hotels, these hygiene issues are undermining brand loyalty and catering to long-term profitability.
[bookmark: _r6wyxnwddn8i][bookmark: _Toc197721317]What are the causes?
The Clarion Hotel's cleanliness problems are caused by a number of interconnected factors. This is caused by staffing deficits, poor training, and a lack of management controls. It has been observed that over 87% of hotels indicated they were short-staffed (AHLA, 2022). This deficit results in hurried cleaning practices during the situation of maximum occupancy. Moreover, the absence of standardised cleaning procedures results in the available staff failing to live up to expected hygiene standards (Reynier et al. 2021). Considering this, it has been observed that hotels with low staff training had 40% more chances of receiving complaints related to cleanliness (Nepal et al. 2023). Moreover, high turnover rates of employees can tend to hinder the accountability of housekeeping activities.
[bookmark: _rp1e9oesvhez][bookmark: _Toc197721318]STEEPLED Analysis
	Criteria
	Factors
	Impact

	Social
	Millennials and Gen Z now comprise over 50% of hotel guests in the U.S., favouring personalised, tech-enhanced, and experience-driven stays (Globe News Wire, 2025).
	Moderate

	
	There is a growing interest in wellness and solo travel, with 41% of American travellers booking hotels for wellness-related experiences (Hospitality, 2024).
	

	
	Post-pandemic, 85% of travellers prioritise cleanliness and sanitation protocols when choosing a hotel, making it a critical decision factor (WTTC, 2020).
	

	Technological
	A growing number of hotels are integrating smart technologies, with 63% offering contactless check-in and 45% implementing in-room automation features (Hotel Technology News, 2025).
	Low

	
	Artificial intelligence is being increasingly used in hotel operations, including AI-driven chatbots for customer service and automated pricing for revenue management (Talukder et al. 2025).
	

	
	Cybersecurity has become a major concern, as cyberattacks targeting the hospitality industry rose by 17% in 2023 (Asimily, 2024).
	

	Economic
	The U.S. hotel sector experienced a strong rebound in 2023, with Revenue Per Available Room increasing by 8.5% compared to the previous year (Hotel Drive, 2024).
	High

	
	Operational costs continue to rise, with inflation pushing hotel labour, food, and utility expenses up by an average of 6.3% (ONS, 2023).
	

	
	While leisure travel has surpassed pre-pandemic levels, corporate travel remains 20% below 2019 benchmarks (Deloitte, 2024).
	

	Environmental
	Sustainability has become a key consumer demand, with 76% of travellers preferring hotels that implement environmentally friendly practices (We Forum, 2023).
	Moderate

	
	Many U.S. hotels are pursuing green certifications like LEED and ENERGY STAR to enhance their environmental credibility and reduce operating costs (Chi et al. 2022).
	

	
	Hotels are increasingly adopting energy-efficient systems and water-saving technologies to align with climate goals and reduce utility expenditures (Singh et al. 2024).
	

	Political
	Labor-related policies, such as minimum wage increases in 25 states which has significantly impacted hotel staffing budgets (American Progress, 2023).
	High

	
	International travel remains sensitive to political factors, with visa delays and entry restrictions contributing to a 10% shortfall in foreign visitor arrivals (NY Times, 2025).
	

	
	Government tourism campaigns and state-level travel incentives are helping boost domestic hotel bookings across various regions (Yuan, 2023).
	

	Legal
	Hotels are under ongoing pressure to comply with the Americans with Disabilities Act, with 24% cited for non-compliance (ADA, 2020).
	High

	
	The hospitality industry has seen a rise in legal cases related to discrimination and guest safety, prompting stricter internal policies (Harit and Agrawal, 2024).
	

	
	Labour law enforcement on issues like overtime, unionisation, and shift scheduling has tightened, requiring hotels to revise HR protocols (Patrick, 2023).
	

	Ethical
	There is growing scrutiny over unfair pricing practices, especially hidden resort fees, prompting regulatory reviews and consumer pushback (George, 2024).
	High

	
	Diversity, equity, and inclusion initiatives are expanding, with 68% of hotel businesses adopting formal DEI policies (Tech Target, 2025)
	

	Demographic
	An ageing population is fuelling demand for senior-friendly accommodations, as over 35% of travellers aged over 60 stays in hotels multiple times a year (The Economic Times, 2024).
	High

	
	Multigenerational travel is on the rise, creating increased demand for flexible room types and family-oriented amenities.
	

	
	The cultural diversity of both guests and employees is shaping hotel service offerings and staff training practices to be more inclusive.
	


Table 1: STEEPLED Analysis
Analysis:
The STEEPLED analysis identifies several external pressures affecting the Clarion Hotel. Applying the Resource-Based View (RBV) theory emphasises an organisation's internal capabilities as the source of long-term competitive advantage. Social and demographic changes, like the growth in multigenerational travel, highlight the failure of the hotel to provide uniformly lofty standards of service. Changes in technology, such as the adoption of AI-based services, highlight a gap in the ability to modernise operations. Moreover, the lack of apparent sustainability initiatives dilutes the hotel's brand attractiveness in an increasingly eco-conscious world. The failure of a brand to adhere to transparent pricing puts a hotel at risk of being non-compliant (Noah et al. 2024). These arguments imply that the physical assets owned by Clarion are not of value in this current competitive world. Therefore, to remain relevant, the hotel needs to realign the internal resources to match these external demands.
[bookmark: _529fdrlq82u5][bookmark: _Toc197721319]SWOT Analysis
	Strengths
	Weaknesses

	The hotel benefits from a strategic location near Louis Armstrong New Orleans International Airport, attracting transient and business travellers (Flymsy, 2024)
	Online reviews highlight recurring cleanliness issues, with a below-average satisfaction score of 3.9/5 on TripAdvisor, reducing repeat visitation.

	As part of the Choice Hotels brand, it has access to a global loyalty program, which had over 60 million members in 2023, driving consistent bookings (Choice Hotel, 2023).
	The property lacks modern technological features such as mobile check-in or smart room control.

	The property offers over 7,000 square feet of conference and meeting space, giving it competitive appeal for events and corporate functions (Choice Hotel, 2025).
	Staffing shortages remain a persistent issue, considering the hospitality sector still faces a 12% vacancy rate (Hotel Dive, 2025).

	Clarion’s affordable pricing aligns well with the midscale segment.
	Ageing infrastructure and limited recent renovations make the hotel less competitive compared to newer airport-area properties.

	Opportunities
	Threats

	Increasing domestic travel, considering U.S. hotel demand, presents an opportunity for occupancy growth with strategic improvements.
	Rising operational costs, particularly for labour and utilities, may strain profitability, considering the utility costs for U.S. hotels increased by over 6.2% (CBRE, 2022).

	Introducing sustainability initiatives could appeal to the travellers who say eco-friendliness impacts their booking decisions.
	Competition from Airbnb and newer hotels in the airport area continues to grow, with 21 new hotel openings in Louisiana (TTW, 2024).

	Investment in digital upgrades and contactless services could help capitalise on younger demographics.
	Negative online reputation may further reduce revenue for businesses as 81% of travellers consult reviews before booking (LinkedIn, 2025).


Table 2: SWOT Analysis
Analysis:
The SWOT analysis of Clarion Hotel asserted a mix of growth opportunities and internal issues. Considering its strengths, the proximity to a large airport and availability of a brand loyalty program provide it with an advantage in capturing business travellers. Moreover, its affordable price makes it well-suited to both leisure and corporate markets. However, those are being diminished by major weaknesses that also affect customer satisfaction and repeat stays. In a more competitive landscape, they make the hotel susceptible to alternative types of accommodations such as Airbnb. Moreover, increased traveller demand creates the potential for repositioning.
[bookmark: _230g0xreznx4][bookmark: _Toc197721320]TOWS Analysis
	TOWS Matrix
	External Factors

	
	Opportunities
	Threats

	 
 
Internal Factors
	Strengths
	Leverage Clarion’s proximity to the airport and its extensive conference space to attract more business travellers and host regional corporate events.
	Address staffing and cleanliness issues through strategic recruitment and retraining initiatives to align with increasing hotel demand.

	
	
	Promote Choice Hotels’ global loyalty program to target the surge in domestic travel, offering loyalty benefits to convert one-time guests into repeat visitors.
	Upgrade technological features such as mobile check-in and smart room tools to attract younger tech-savvy travellers (Kapiki, 2021).

	
	
	Capitalise on affordable pricing to position the hotel as a high-value option for budget-conscious, eco-travellers by integrating basic sustainability features (Holovnia et al. 2023).
	Undertake targeted renovations, beginning with guest rooms and public areas, to increase appeal amid rising competition and guest expectations.

	
	Weaknesses
	Strengthen brand trust and review scores by enhancing service quality, capitalising on the credibility of the Choice Hotels brand.
	Implement a review management strategy to monitor and respond to guest feedback, improving Clarion’s online reputation.

	
	
	
	Phase in energy-efficient technologies to mitigate rising utility costs while enhancing sustainability (Vujanović et al. 2021).

	
	
	Use existing conference space to differentiate from Airbnb and other non-traditional accommodations lacking business amenities (Medina-Hernandez et al. 2021).
	Benchmark against local competitors to ensure that service upgrades meet or exceed evolving guest expectations.


Table 3: TOWS Analysis
Analysis:
The TOWS analysis indicates that the Clarion Hotel needs to embark on transformational change to stay competitive. Considering this, Kotter's Change Management Theory provides a useful framework to evaluate the underlying weaknesses (Sittrop and Crosthwaite, 2021). The recognition of internal weaknesses like weak cleanliness levels, aligned with external threats such as increased competition, requires the adherence of a sense of urgency. Strengths of brand identification and location provide a platform to generate momentum. Opportunities surrounding digital modernisation can serve as change if directed through an organised method (Laukkanen, 2022). The hotel needs to create a change coalition to promote initiatives such as service training. By establishing an unclouded vision of improvement, Clarion will be able to cater to its operations with the demands of the market.
[bookmark: _otxirsfpqwha][bookmark: _Toc197721321]Recommendations and Change Management
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Recommendation 1: Improve Cleanliness and Maintenance Standards:
Cleanliness is a fundamental expectation within the hospitality industry and has a direct effect on guest satisfaction. Considering Herzberg's Two-Factor Theory, cleanliness is a hygiene factor as it causes dissatisfaction when it is lacking (Ghimire et al. 2024). For Clarion Hotel, repeated assertions of dirty rooms are significantly contributing to low review rankings. It has been observed that over 84% of leisure travellers rate cleanliness as the number one consideration for booking a hotel (Statista, 2024). Moreover, 81% of the travellers have confirmed that they would avoid returning to a property that lacks prominent hygiene levels (AHLA, 2020). Therefore, Clarion should retrain the entire housekeeping team through standardised processes such as daily checklists for cleanliness and bathroom inspection. Implementing weekly quality control audits can ensure consistency and accountability. For example, Marriott International had introduced its Commitment to Clean program (Marriott Global Cleanliness Council) during the period of the pandemic. This program was introduced with the aim of educating more than 5,000 hotel managers to enhance customer sentiment scores (PR Newswire, 2020). In the same vein, Hilton's CleanStay program enhanced public trust by introducing clear cleaning procedures. This has led the brand to foster enhanced bookings. Clarion may also implement environmentally friendly cleaning products and advanced housekeeping equipment to enhance efficiency and comply with environmental norms as a highly priced amenity among modern travellers. Moreover, the visible practices, such as electronic room-cleaning logs, can help assure guests that cleanliness is of utmost importance (Neog, 2021). Therefore, prioritising cleanliness is considered a fundamental recovery initiative. By responding to this hygiene need, Clarion can mitigate dissatisfaction and establish a prominent foundation to construct higher-value guest experiences in the long run.
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Figure 3: Herzberg’s Two-Factor Theory
(Source: Arasli et al. 2020)
Recommendation 2: Renovate Key Guest Areas
Renovation of the most important spaces at the Clarion Hotel is important to cater to the hotel's competitiveness in a changing hospitality environment. Considering the Expectancy Theory, an individual is motivated when their effort will result in desirable performance (Latham, 2023). This principle applies equally to consumer behaviour, considering that customers are more likely to stay at a hotel when they assert their needs for comfort and functionality. For Clarion, their outdated rooms and public spaces create a perceived misalignment in value and price. A modern physical space is a prominent expectation in the hotel choice process for modern-day customers. It has been observed that over 70% of the travellers have reported that the quality of the room has a significant impact on how they select their rooms (McKinsey, 2024). By investing in phased renovations, Clarion can redefine the perceptions of guests, which will help the brand position its brand as a desirable choice in the mid-market segment. Various hotel brands have adhered to the ROI of targeted upgrades. For instance, Choice Hotels has reported that properties participating in its Refresh Renovation Program have witnessed an increase in Revpar by 6.8% within the first 12 months (PR Newswire, 2025). In a similar vein, Best Western's design modernisation initiative has helped them increase Net Promoter Score (NPS), which measures both guest satisfaction and loyalty, reaching a record high of 61.7, a rise of over 100% since 2007 (HB, 2018). For Clarion, aesthetic upgrades such as modern furniture and enhanced bedding can significantly enhance the hotel's dynamics. Therefore, strategic remodels help a brand to engage motivational systems that cater to improved reviews and sustained brand loyalty.
Recommendation 3: Invest in Technological Upgrades:
Clarion Hotel further needs to upgrade its technological infrastructure to remain competitive in the modern digitally oriented hospitality sector. The Technology Acceptance Model describes that people are more likely to use and accept technology if they find it useful and easy to use (Al-Adwan et al. 2023). Applied to the hotels, this encourages both guests and employees to adopt digital systems if they improve their overall experience. Hence, the negligible reliance on digital amenities asserts the hindrance to catering to tech-savvy travellers, constituting most frequent hotel users. It has been observed that over 73% of hotel guests are likely to return to a hotel that has self-service technology (Oracle, 2022). The expectations for luxury amenities are minimal requirements for guests. Therefore, the hotel should invest in introducing digitised transformation, such as mobile room keys and contactless payment, to significantly enhance the efficiency of operations. Furthermore, automated lighting can minimise energy waste and support sustainability objectives. Various hotel chains have already made such upgrades within their operations. For example, Marriott's use of Mobile Key has increased over the last three years. In a similar vein, Hilton's Connected Room program enables its guests to manage room settings through their mobile app (Bardukova, 2023). For Clarion, embracing a scalable technology roadmap should start with enhancements such as a mobile-responsive website and digital guest feedback systems. The introduction of a guest feedback system helps a hotel to enhance the back-end function and guest experience (Koh and Hassim, 2021). By linking technology upgrades to the fundamentals of the Technology Acceptance Model (TAM), the business can improve service delivery and help the brand to reposition itself as a contemporary option for the modern traveller. Therefore, these investments are a strategic improvement for the hotel's long-term competitiveness and guest loyalty in the digital age.
Costs Associated and Success Measured:
	Recommendations
	Costs Associated
	How the Impact Will Be Measured
	How Success Will Be Determined

	Improve cleanliness and maintenance standards
	The estimated cost ranges between £15,000 and £25,000 and covers training staff, purchasing cleaning supplies, conducting regular quality audits, and updating equipment.
	The impact is measured for businesses through improvements in guest satisfaction and results from internal cleanliness audits (Singgalen, 2024).
	Success will be determined if cleanliness-related complaints are reduced by at least 60% within six months and if online travel agency platforms reflect a cleanliness rating of four stars or higher.

	Renovate key guest areas.
	The estimated cost ranges from £100,000 to £250,000 and includes materials, labour, and phased renovation of guest rooms, bathrooms, and shared areas.
	The impact will be measured by increases in revenue per available room, the frequency of positive guest reviews mentioning design or comfort, and inspection scores from internal evaluations.
	Success for businesses are determined when an organisation achieves an increase in revenue and receives consistently positive feedback (Purnomo, 2023).

	Invest in technological upgrades.
	The cost is estimated between £50,000 and £100,000 and includes system upgrades, installation of mobile check-in, smart room technology, and enhanced internet connectivity.
	The impact will be measured by tracking guest usage of mobile systems, reductions in check-in wait times, and improved ratings in guest satisfaction surveys related to technology.
	Success will be achieved if at least 70% of guests use the mobile check-in service, front desk wait times are reduced by 20%, and technology-related guest satisfaction scores show a significant improvement.


Table 4: Cost-Success Matrix
[bookmark: _yjsel02yqx6m][bookmark: _Toc197721323]Change Management Practices and Procedures included.
Recommendation 1: Improving Cleanliness and Maintenance Standards
To solve the maintenance problems at the Clarion Hotel, adopting a wide-ranging improvement program is required. The process of implementation would start with unfreezing the existing situation. This can be adhered to by acknowledging the inefficiencies in housekeeping operations. The hotel needs to undertake a comprehensive review of the current cleaning procedures for the stakeholders to realise the current challenges. Within this process, it is necessary to inform all stakeholders about the necessity for change to significantly increase customer satisfaction and long-term profitability (Lepistö et al. 2024). The second phase of the Lewin's Change Management model is the change phase, where housekeeping staff must be retrained to follow standardised cleaning procedures. The implementation of cleaning checklists and scheduled quality checks will provide accountability in all locations within the hotel. This may be supported by investing in green technology equipment that is efficient and environmentally friendly. Additionally, having a system of reviews in which the management team evaluates cleanliness standards will enable constant measures of improvement. Involving employees in the decision-making process for these changes ensures that they are aligning their efforts with the operations of the organisation (Ghonim et al. 2022). The last stage of the change management model is to cater to the new cleaning habits and make them part of the hotel's operations. Considering this, constant monitoring and periodic training sessions should be organised to create a culture of cleanliness in the long term. Positive reinforcement should be offered by the management to employees who regularly achieve cleanliness goals. Implementing such changes will have various advantages for Clarion Hotel. Primarily, prioritising cleanliness issues plays a critical role in guest satisfaction. A hotel that is cleaner will contribute to the decrease in negative reviews on issues of maintenance. Moreover, increased cleanliness will contribute to enhancing the chances of repeat bookings. Therefore, this transformation helps a brand to cater to a better brand image and enhance revenue performance. The hotel will also experience reduced operational expenses from problems resulting from ignoring maintenance due to initiative-taking maintenance on the property.
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Figure 4: Lewin's Change Management Model 
(Source: LinkedIn, 2022)
Recommendation 2: Renovating Key Guest Areas
Renovating the guest spaces within the Clarion Hotel is critical to retaining the competitive advantage of the hotel in an extremely dynamic hospitality industry. Based on Lewin's Change Management Model, the unfreezing stage is adhered to by removing the outdated facilities. The management of the hotel should clearly define to the stakeholders the advantages of renovating rooms and public areas. The stage should consist of a detailed analysis of areas in need of repair. For Clarion Hotel, this process would include replacing the distressed furniture and outmoded decorations by determining the target budget. The change stage asserts the implementation of the renovation in stages to prevent interruption of business operations. High-traffic areas like the guest rooms should be provided a high priority by management because on guest impressions. With the assistance of a competent project management team, renovation activity should focus on the addition of contemporary elements of design and updated technology. In this stage, the hotel must ensure that employees are engaged with the changes by promoting a sense of ownership to provide service quality. After the completion of the renovations, the refreezing stage ensures that the improvements become a part of the hotel's operation. This may include fostering a new housekeeping procedure for adhering to functional improvements and maintaining it. The ongoing guest feedback monitoring should also be instituted to ensure that the renovations comply with the customer standards. Upgrading important guest spaces will have a prominent impact on the hotel's appeal. A visually attractive environment will enhance guest satisfaction ratings, which will drive the hotel's online reputation. It has been observed that hotels with renovated amenities have led to an increased average daily rate (El-Sayed and Abed, 2023). Renovated spaces help to attract higher-paying guests. Furthermore, energy-efficient upgrades will reduce long-term operational costs that align with the sustainability goals. In the long run, these improvements will contribute to a prominent brand image and long-term profitability for Clarion Hotel.
Recommendation 3: Investing in Technological Upgrades
Technological upgradation is an important consideration for the Clarion Hotel to boost its operational effectiveness. Considering that technological innovations drive the hospitality sector, hotels that fail to innovate will not gain competitive positioning in a highly competitive business dynamic. Using Lewin's Change Management Model, the initial approach is to unfreeze the challenge by segmenting the constraints of the current technology. Management of the business is required to acknowledge the significance of introducing digital innovations that enhance convenience for contemporary experiences. Moreover, the stakeholders need to be informed about the urgency of such improvements to remain competitive. The change process includes integrating prominent technology improvements in phases. The prominent upgrades involve the incorporation of a mobile check-in system and upgrading property management systems. Moreover, the adoption of a digital concierge service can enable guests to book services easily. These upgrades will make operations more efficient and enhance the guest experience (Arapou and Kapiki, 2023). During this phase, employees will be trained on modern technologies to manage the new systems. Communication among all staff members is crucial to obtaining their support for the technology shifts. The refreezing phase also ensures that the technological updates are implemented seamlessly into the functioning of the hotel. This comprises ongoing observation of how modern technologies function. There should be a feedback loop where visitors are able to communicate their experience with the modern technology for the management to improve continuously. The use of technological advancements will have various advantages for Clarion Hotel. Considering the view of customers, the use of digitised technologies will enhance convenience and overall satisfaction of the guests. It has been observed that over 73% of consumers are likely to revisit hotels that provide digital solutions in guest loyalty (SR, 2022). Moreover, technology-based upgrades like smart energy systems can lower the hotel's energy bills and support the sustainability initiatives by offering guests a tailored experience.
[bookmark: _p1ocsgh0n67o][bookmark: _Toc197721324]Action Plan (SMART Analysis)
	Number
	Problem Description
	Solution to be Implemented
	Desired Outcome
	Time Scale for Completion
	Expected Completion Date
	Planned Budget

	1
	The hotel is experiencing low guest satisfaction due to inconsistent cleanliness and outdated housekeeping practices.
	The hotel will retrain all housekeeping staff, implement a standardised daily cleaning checklist, and conduct weekly quality assurance audits.
	The desired outcome is to achieve higher guest satisfaction, reduce complaints related to cleanliness, and improve online review scores.
	The solution will be implemented within a time frame of three months.
	1st October 2025
	20,000

	2
	Guest rooms and public areas are outdated and unattractive, which is reducing guest comfort and the likelihood of repeat visits.
	The hotel will renovate key guest areas, including rooms, bathrooms, and the lobby, by installing modern furnishings, fixtures, and décor.
	The expected outcome is to increase guest retention, enhance visual appeal, and improve the average daily rate (ADR) over time.
	The renovation will be completed within a period of nine months.
	1st June 2026
	175,000

	3
	The hotel lacks modern technology offerings such as mobile check-in and reliable Wi-Fi, which affects convenience for tech-savvy guests.
	The hotel will introduce mobile check-in services, upgrade the Wi-Fi infrastructure, and implement a digital concierge service accessible via mobile devices.
	The goal is to improve guest convenience, reduce front desk wait times, and enhance technology-related guest satisfaction metrics.
	This technological upgrade will be rolled out over the course of six months.
	1st February 2026
	80,000

	4
	Staff engagement and morale are low, leading to reduced service quality and high turnover.
	The hotel will introduce regular staff development programs, monthly recognition awards, and feedback sessions.
	This aims to boost employee motivation, increase retention, and improve the overall service quality experienced by guests.
	Changes will be introduced gradually over four months.
	1st December 2025
	15,000

	5
	The current marketing strategy is outdated and failing to attract new customer segments, particularly younger demographics, and business travellers.
	A new digital marketing campaign will be launched, focusing on social media, SEO, and influencer partnerships.
	The objective is to grow the hotel's digital presence, attract new market segments, and increase overall bookings.
	The campaign will be launched over five months.
	1st January 2026
	25,000


Table 5: Action Plan
[bookmark: _18i1cu1f5nrl][bookmark: _Toc197721325]Conclusion
The Clarion Hotel New Orleans is facing a major issue in their operations related to cleanliness issues and which is hindering their ability to meet customer expectations. Guest dissatisfaction has been highlighted in this report, and various low review scores and complaints regarding their unclean room, unvacuumed floors and bathroom mould have also come up. Such issues might stem from their internal weaknesses, like staffing shortage, inadequate training, and lack of effective management controls. The company must be careful while dealing with these issues, as it might degrade its reputation in the market, where most of the clients’ value cleanliness while choosing accommodations. The report has analysed the external environmental factors with the help of the STEEPLED framework and has found that social trends also lean heavily towards wellness, experience-driven stays, and solo travels, especially by the Gen Z and millennials of the US. If seen economically, while the hotel sector of the US has rebounded with increasing revenue per available room, labour expenses and inflationary pressures potentially threaten their profitability. Considering the political and legal factors, rising minimum wages and adherence to the labour and other accessibility laws require strategic adjustments by the hotel companies. However, the hotel has some noteworthy strengths, as analysed through the SWOT analysis. Its location is one of their notable strengths, along with its affiliation with the Choice Hotels brand initiative, ample meeting space, and an opportunity that helps them attract business travellers and recurring guests. Moreover, their affordable price also positions itself in the midscale market segment and may tend to be the first preference for budget-conscious travellers. Furthermore, a TOWS analysis has also been conducted that suggested that Clarion can address its threats and weaknesses via targeted actions like implementing digital upgradations, training staff properly, sustainable practices, and even improving its customer feedback management. Clarion would be able to position itself as a guest-focused and value-driven hotel by leveraging its brand affiliation and strategic location and addressing its technological and cleanliness issues. Adopting these improvements would be essential to restore reputation, improve their occupancy rates, and enhance sustainability in the long run. Besides this, the report has used Lewin's change management model for recommending actionable strategies for the company's better performance. Some recommendations like improving their cleanliness and maintenance standards so that they can prevent more customer dissatisfaction from taking place, renovating key guest areas, like upgrading room design and their front office area with adjacent colours, as various guests have complained regarding it. As modern customers prefer contactless services and digital hospitality services, they must invest in technological upgrades like keyless room entry, contactless payments, and AI service for better guest convenience.
Lastly, besides summarising the key findings of the report, we would like to thank the company for reaching out to us with their business issue. We are grateful beyond words for having the opportunity to collaborate with you on this project. We hope to collaborate with you for more such projects and kindly let us know if the above recommendations were relevant and actionable.
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Arrived at the hotel late at night, walking from the parking lot to the entry, we passed a broken fountain full of trash. This was
our first encounter and not a good one. Checking in was easy enough, but the hallways were hot as can be as it appears
they do not air-condition the hallways or elevators. Dirty floors, non working ice machine on our floor. Inside the room you
couldtellitwas old and worn. Shade over exterior window had tears and holes init, curtain hanging and only partially
attached. Safe had no batteries init for locking up belongings. Had to go back out to my vehicle to retrieve something for
the night and what appeared to be guest at the hotel were coming in, one of them was shirtless waking into the hotel, which
was not a good sight to see. Made me question the type of people that used this hotel. The towels in the bathroom were ..
Read more
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