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Executive Summary
The consultancy report has stated that the Park Hyatt Sydney is facing immense issues in their service quality, employee morale along guest satisfaction. Located on the waterfront of Campbell's Cove in Sydney, Park Hyatt Sydney is a well-known five-star luxury hotel that offers panoramic views of the Sydney Harbour Bridge and Opera House. Despite its rich heritage, prestigious brand affiliation and strategic location, it faces huge issues in staff misconduct, poor sanitation issues and huge employee turnover. This is not just diminishing their overall competitiveness in the entire hospitality industry but is also leading to severe customer complaints and negative reviews on platforms like TripAdvisor.
Considering this issue, the report commenced by examining the operational landscape at Park Hyatt Sydney via stakeholder insights, client feedback and industry data. It found that the majority of the reviews found online were centred around widespread issues regarding their subpar cleanliness and delayed room turnovers. It has also been reported within the report that over 12% of the hotel inspections in Australia had flagged poor maintenance and hygiene, and Park Hyatt Sydney was not an exception to this. The staff-related issues have also come to the forefront, which has shown how the hospitality sector of Australia is facing a severe staff turnover rate, around 70% annually, and this hotel is also impacted by staff attrition, estimated to be around 51%. Such a turnover has not only weakened their service consistency levels but has also inflated training and recruitment costs. Many employees were also reported to feel demotivated and burned out, especially in front-of-house and housekeeping positions.
To strengthen the understanding of the external and internal factors affecting the hotel's operations, a STEEPLED framework (Social, Technological, Economic, Environmental, Political, Legal, Ethical, Demographic) has been analysed, followed by the SWOT and TOWS. The STEEPLED analysis highlighted that rising customer expectations post-pandemic related to digital or contactless services and hygiene, and all of these are exerting pressure upon the traditional service models. Park Hyatt has not just adopted innovative technologies like check-ins by mobile or automated concierge services that their rival companies have implemented to enhance their operations. Economically, it was reported that the hotel industry is anticipated to reach AUD 7.34 billion by the end of 2025, along with increasing wages and labour shortages that continue to squeeze the profits. The legal and ethical domains help in understanding the ongoing scrutiny of workplace conditions and outsourced labour. Over 50% of the female hospitality workers of South Australia have reported facing harassment, and this highly illustrates the urgent need to promote a supportive, safe, and conducive workplace culture for all employees so that everyone gets treated equally. However, the SWOT analysis has pinpointed both the strengths and vulnerabilities of the company, which has gained a wider understanding of what they must improve to address this issue and have a welcoming opportunity for all, be it guests or staff. Strengths included its globally trusted brand, prime location, celebrity entertainment and exclusive design features that have led to high room rates and enhanced brand loyalty among international travellers. Moreover, weaknesses like the rising cost of operations, limited digital transformation, low employee satisfaction and reliance on external contractors were included. It has also presented opportunities like rising demand for luxury sustainable tourism, along with the golden opportunity to implement AI-driven service enhancements. However, some threats include the highly competitive nature of the industry, along with more negative reviews that would diminish their reputation. The TOWS matrix was also used after this to convert this analysis into major strategic actions. Among the recommended strategies was to leverage their existing brand location and prestige (strengths) to be able to attract top-tier hospitality professionals by offering them competitive packages along with professional development programs. It was also thought that a targeted recruitment strategy might also reduce their dependence on short-term contractual workers, thus leading to better and consistent service levels. In fact, they might invest in smart technologies like automated cleaning systems, AI-integrated guest communication platforms, aiming to reduce operational pressure on staff while enhancing guest experience.
To mitigate the issues identified, we decided to recommend a few strategies. The first one was to adopt a situational leadership theory that would enable managers to tailor their leadership approach as per the situation and individual employee readiness. This would help the hotel to foster a supportive workplace setting and ensure both new and experienced employees get proper guidance and autonomy to perform effectively. They might also implement job enrichment strategies as per the Job Characteristics Model to address staff disengagement by increasing autonomy, variety, and feedback. Such practices have a proven history of motivating staff internally, along with enhancing their commitment to work towards producing high service standards. Finally, they might adopt Contingency Theory to support the development of adaptive management strategies tailored to evolving business situations like low-occupancy periods and peak tourist seasons. The measurable success indicators include reduced staff turnover, higher guest satisfaction ratings and enhanced adult results that would be used to evaluate the impact of these new strategies. All of these would collectively help the hotel to transform staff performance, high-quality service delivery and reinforce their reputation for excellence and luxury.
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[bookmark: _ijk57o7qtcb7][bookmark: _Toc197721310][bookmark: _Toc198393687]Background of the Hotel
Park Hyatt Sydney is considered a luxury hotel which has been built on the grounds of Campbell's Cove. The hotel had a major transformation with a major refurbishment that saw three new rooftop suites added, among them the spacious 3,767-square-foot Sydney Suite (Hyatt, 2025). The hotel has 155 guestrooms and suites with panoramic views of the Sydney Opera House (Hyatt, 2025). The interior features Australian artisanry and The Rocks-inspired artworks. Locally sourced food can be enjoyed at The Dining Room or at The Living Room, where guests can unwind and take in the harbour views. Facilities include a rooftop heated pool, a five-room spa, and a fitness centre. Park Hyatt Sydney's strategic location in The Rocks positions it within walking distance from Sydney's dynamic business district and entertainment precincts. Its dedication to luxury and tailored service has featured in various celebrities, such as Lady Gaga and Nicole Kidman (The Rocks, 2025). Considering its combination of modern design and outstanding amenities, Park Hyatt Sydney remains a prominent figure for luxury hospitality in Australia.
[bookmark: _c02ni4lmpjiw][bookmark: _Toc197721311][bookmark: _Toc198393688]Issues to be discussed.
It has been noted that staff behaviour and sanitation have become prominent issues for the hotel sector of Australia, which has been impacting client satisfaction and operational efficiency. It has been observed that around 98% of Australian accommodation customers rank a well-informed staff as their primary decision driver when deciding on spending. This highlights staff behaviour playing a prominent role in the client experience. However, the hotel sector in Australia is affected by serious labour problems, considering their turnover rates above 70% per year (Roosted, 2025). This tends to interfere with the consistency of service in employee training. Moreover, it has been observed that there are prominent instances of misconduct at workplaces, considering over 50% of female employees reporting harassment (Our Watch, 2025). However, it is difficult to have lofty standards of hygiene in consideration of staffing shortages and a high rate of turnover. It has been observed that over 12% of regular hotel inspections in Australia noted problems concerning the upkeep of physical infrastructure (World Health Organisation, 2025). 
[bookmark: _93nhp59as36s][bookmark: _Toc197721312][bookmark: _Toc198393689]Overview of the Consultancy firm
Elevate Hospitality Solutions is a prominent consultancy services company with expertise in the hospitality and tourism industry. The organisation is committed to enabling hotels to excel in operational growth. The organisation has established itself as a dependable authority for providing innovative solutions that respond to the specific needs of high-end hospitality brands worldwide. The business caters to its cross-functional style by engaging in close collaboration with clients to learn about their fundamental issues. The consultancy's offerings cover a wide range of fields such as organisational restructuring and environmental design. Leveraging evidence-based recommendations, the business can ensure that clients obtain actionable insights towards meeting their strategic objectives. A prominent aspect of the company is its focus on sustainable solutions that equip hospitality organisations to meet changing market needs. With a global client base, Elevate Hospitality Solutions has been effective at turning operational inefficiencies into competitive strengths. The company's professional consultants remain aware of the current trends and technologies in the hospitality sector. This helps in allowing clients to be creative in a quickly changing world.
[bookmark: _5jzbn67o2fn5][bookmark: _Toc197721313][bookmark: _Toc198393690]Analytical Framework
Several analytical frameworks will be used in this report to evaluate the issues confronting Park Hyatt Sydney. The STEEPLED analysis will be used in exploring the external environment affecting the hotel sector. Moreover, the SWOT analysis will determine the internal strengths and weaknesses of the hotel. This will help to provide a prominent picture of where it stands in the current strategic position. Moreover, the TOWS matrix will be used to create implementable strategies that capitalise on strengths and opportunities. 
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[bookmark: _wmdhwg28w8mc][bookmark: _Toc197721315][bookmark: _Toc198393692]Issues identified by the Hotel.
Park Hyatt Sydney has been confronted with significant issues regarding staff misconduct and sanitation, which have compromised its respected image. A major concern is the excessive rate of staff turnover. It has been observed that the Australian hospitality sector undergoes an average turnover rate of more than 15% (Econstor, 2022). This is significantly higher compared to other industries. This contributes to a workforce that is often made up of less skilled workers, causing service quality to be inconsistent. 
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Figure 1: Customer Review
(Source: TripAdvisor, 2025)
Guest complaints identify a number of service failures. Examples include late room availability where one guest is told the wait would be 10-15 minutes, before waiting an hour. Housekeeping has also been an issue as there have been instances reported where rooms were left unclean until late afternoon, following early morning departures (Trip Advisor, 2025). 
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Figure 2: Customer Review
(Source: Trip Advisor, 2025)
Cleanliness has also been highlighted by incident reports of pest sightings, including cockroaches in guest rooms, with the response from management being seen as evasive (TripAdvisor, 2025). Internally, employee reviews also highlight difficult working conditions. 
[bookmark: _wot6rqdligxj][bookmark: _Toc197721316][bookmark: _Toc198393693]How is it impacting the hotel?
The issues of staff behaviour and hygiene at Park Hyatt Sydney have been major factors in the hotel's reputation and operational performance. The main issue is the staff turnover rate, which averages around 51% per year in the Australian hospitality industry-more than three times the industry standard (Emerald, 2022). This constant turnover results in an often inexperienced and disjointed workforce required to provide consistent service levels. Guest complaints articulate these difficulties. For example, a TripAdvisor reviewer witnessed a 10-minute wait at the check-in desk without recognition upon arrival, pointing out failures in fundamental customer service. Another attendee spoke of an incident where a requested humidifier took more than 90 minutes to be brought, only to discover it was faulty, demonstrating inefficiencies within its internal communication and resource management. Moreover, there have been complaints of rooms that have carpet stains and hair on the floor, with an apparent lapse in housekeeping standards.
[bookmark: _r6wyxnwddn8i][bookmark: _Toc197721317][bookmark: _Toc198393694]What are the causes?
The root causes of the problems associated with staff behaviour and hygiene in Park Hyatt Sydney are a mix of internal and external issues. A major cause is poor management practices, such as inadequate communication and inadequate support for employees. This may cause frustration among employees and unprofessional behaviour. Furthermore, excessive workload demands and understaffing commonly lead to hurried-and-crush tasks and dismal cleanliness standards. The use of outsourced housekeeping services also adds to inconsistencies since the outside workers cannot be as accountable or well-trained as insiders (Zhang, 2021).
[bookmark: _rp1e9oesvhez][bookmark: _Toc197721318][bookmark: _Toc198393695]STEEPLED Analysis
	Criteria
	Description
	Impact

	




Social
	In 2023, total visitor arrivals in Australia reached 18.2 million, marking an 87.6% increase from 9.7 million in 2022 (HVS, 2024).
	High

	
	The Australian hotel sector is adapting to evolving traveller preferences, with a notable increase in demand for eco-friendly accommodations and personalised experiences (Donald and Donald, 2024).
	

	
	Health and safety remain paramount, with guests expecting rigorous hygiene standards and transparent communication about cleanliness protocols (Hossain, 2023).
	

	
	Cultural diversity among travellers necessitates multilingual staff and culturally sensitive services to enhance guest satisfaction (Suwarto et al. 2024).
	

	



Technological
	Hotels are increasingly adopting digital solutions, such as mobile check-ins and AI-driven customer service, to streamline operations and meet guest expectations (Khan, 2024).
	Moderate

	
	The integration of Internet of Things (IoT) devices allows guests to control room settings via smartphones, enhancing comfort and energy efficiency (Sabharwal and Jain, 2025).
	

	
	With the rise in digital transactions, robust cybersecurity measures are essential to protect guest data and maintain trust (Paul et al. 2023).
	

	




Economic
	Australia's hotel market is projected to reach 7.34 billion dollars in revenue by 2025, with a compound annual growth rate (CAGR) of 3.98% (Statista, 2025).
	High

	
	National occupancy rates sit at 71%, up 2% year-over-year, with revenue per available room (RevPAR) increasing by 3.8% to $171, indicating a positive trend in hotel performance (CBRE, 2025).
	

	
	Despite these positive indicators, the hospitality sector faces challenges due to rising operating costs and labour shortages, impacting service quality and profitability (Kumar et al. 2024).
	

	



Environmental
	There is a growing emphasis on sustainable practices within the hotel industry, including reducing energy consumption and waste (Prakash et al. 2023).
	Low

	
	Climate change poses risks to hotel operations, with extreme weather events potentially disrupting travel plans and damaging infrastructure (Hsu and Sharma, 2023).
	

	
	The demand for eco-tourism is increasing, with travellers seeking accommodations that prioritise environmental responsibility (Mishra and Kumar, 2024).
	

	



Political
	Government policies on visas, travel restrictions, and health guidelines directly affect hotel occupancy rates and operations (Seeyfi et al. 2023).
	High

	
	Infrastructure investments, such as the AUD 5.3 billion Western Sydney Airport project, are expected to enhance accessibility and boost tourism (Infrastructure Pipeline, 2025).
	

	
	Support measures, including stimulus packages and grants, have been crucial in aiding the hospitality sector during economic downturns (Khalid et al. 2021).
	

	



Legal
	Hotels must navigate various regulations, including health and safety standards, employment laws, and licensing requirements, to ensure compliance (Hu et al. 2021).
	High

	
	An increase in litigation risks, such as public liability claims, has led to higher insurance premiums for hotel operators (Padhy and Padhy, 2021).
	

	
	Compliance with data protection laws is essential, especially with the rise in digital transactions and online bookings (Yallop et all. 2023).
	

	



Ethical
	Ensuring fair labour practices, including equitable wages, and working conditions, is vital for employee satisfaction and retention (Fitri, 2024).
	High

	
	Hotels are increasingly engaging with local communities and supporting local businesses to foster positive relationships and social responsibility (Goffi et al. 2022).
	

	
	Transparency in communication regarding policies, pricing, and services builds trust and loyalty among guests (Konuk, 2023).
	

	



Demographic
	Australia is experiencing a surge in international arrivals, with total visitor arrivals reaching 18.2 million in 2023, marking an 87.6% increase from 2022 (ABS, 2025).
	

	
	The ageing population necessitates accommodations that offer accessible facilities and services tailored to older travellers (Cooper, 2022).
	

	
	Urbanisation trends are leading to higher demand for city-based accommodations, as more people move to urban areas (Xie et al. 2024).
	


Table 1: STEEPLED Analysis
Analysis:
The STEEPLED analysis also brings into focus the various external factors that critically affect Park Hyatt Sydney. Socially, changing guest expectations for bespoke and high-quality service means that any slip in staff conduct or standards of hygiene can critically tarnish the luxury reputation of the hotel. Technologically, most rivals are adopting innovations such as contactless check-ins and automated housekeeping. Economically, increasing labour costs and talent shortages within the hospitality industry constrain the hotel's capacity to attract and retain expert staff, directly affecting challenges in staff performance and cleanliness standards. Environmentally, the need for sustainable and clean practices adds more pressure on the hotel to have spotless and environmentally friendly conditions. Politically and legally, stricter health rules and labour legislation imply that the hotel has to stay on side, but the regulations can also be restrictive and impact staffing flexibility. Ethically, the demand for honest treatment of employees and open operations necessitates that the hotel project a supportive in-house culture. Demographically, the hotel caters to diverse types of guests, from global luxury travellers to the elderly with particular hygiene and comfort requirements, which heightens the need for uniformly ambitious standards. Using Herzberg's Two-Factor Theory could help to understand the source of staff behaviour problems. Under the theory, motivation is affected by hygiene factors and motivators (Rai et al. 2021). Therefore, ensuring effective staff training schemes can lift the levels of service and enforce compliance with hygiene standards. Furthermore, investing in routine maintenance could help businesses maintain the standards of cleanliness (Line, 2021). This is significantly relevant within the issues of higher staffing turnover and inconsistent training. Therefore, these systematic deficiencies contribute to the dynamics of hygiene and poor training of the frontline employees.
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	Strengths
	Weaknesses

	Park Hyatt Sydney enjoys a prime location in the Rocks district, offering panoramic views of the Sydney Opera House and Harbour Bridge, which enhances its appeal and justifies premium pricing (Hyatt, 2025).
	The hotel faces high operational costs due to its luxury positioning, which increases expenditures on labour, maintenance, and high-end amenities.

	As part of the Hyatt Hotels Corporation, the hotel benefits from strong global brand recognition and loyalty, with the World of Hyatt loyalty program reaching over 35 million members globally as of 2023 (Hyatt, 2025).
	Post-pandemic labour shortages have impacted service quality, with 47% of luxury hotels in Australia reporting difficulties in hiring and retaining trained staff in 2023 (Jobs and Skills, 2022).

	In 2023, Park Hyatt Sydney achieved an average daily rate (ADR) exceeding AUD $1,100, placing it among the highest-earning luxury hotels in the country (Frasers, 2023).
	With fewer guest rooms, a hotel has limited capacity, reducing its ability to scale during periods of high demand (NBER, 2020).

	The hotel’s exclusive offerings help in consistently attracting potential customers (Mun et al. 2022).
	

	Opportunities
	Threats

	Australia’s luxury tourism market is projected to grow at a CAGR of 7.6% from 2023 to 2028, presenting a chance for the hotel to expand its market share (Grand View Research, 2025).
	Ongoing economic uncertainty, including inflation and rising interest rates, may reduce discretionary spending on luxury accommodations (Coibion et al. 2024).

	There is increasing demand for sustainable hospitality, providing an opportunity for Park Hyatt Sydney to lead in eco-friendly certifications and practices.
	The opening of new luxury competitors, such as Crown Sydney, intensifies market competition and could draw clientele away.

	The expansion of digital services, such as mobile check-in and in-room smart technology, could enhance the guest experience and operational efficiency (Das, 2023).
	The hotel’s waterfront location makes it vulnerable to climate-related risks such as flooding and storm surges, potentially disrupting operations.


Table 2: SWOT Analysis
Analysis:
The SWOT analysis provides key insights into how external and internal factors drive Park Hyatt Sydney's continuous problems of staff behaviour and cleanliness. Strengths like the hotel's high-end brand reputation and prime location appeal to upscale customers with lofty expectations, so any failure in service or hygiene levels is especially hurtful to its reputation. While the hotel provides upscale services and experiences, a highly trained and motivated staff can effectively only deliver them. Using Maslow's Hierarchy of Needs, it could be stated that for most staff, problems lie in unmet psychological and basic needs (Cui et al. 2021). This could include the factors such as insecurity of job and inefficient system of support. This has resulted in engagement of employees towards the decline in service standards that has negatively affected the satisfaction of guests and consistency in operations.
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	TOWS Analysis
	External Factors

	
	Opportunities
	Threats

	


















Internal Factors
	Strengths
	Park Hyatt Sydney can leverage its premium brand image and iconic location to attract the growing market of luxury and eco-conscious travellers.
	The hotel can differentiate itself from rising competitors like Crown Sydney by emphasising its bespoke services and unmatched waterfront views.

	
	
	By using its high service standards and exclusive offerings, the hotel can lead in sustainability and digital guest experiences, enhancing guest satisfaction.
	Strong global brand loyalty and high customer expectations can be used to justify premium pricing even during economic downturns, helping maintain profitability.

	
	Weaknesses
	Park Hyatt Sydney should invest in staff training and well-being programs to address service quality issues while taking advantage of rising demand in luxury tourism.
	To combat labour shortages and rising operational costs, the hotel should develop strategic partnerships with hospitality schools and streamline internal operations.

	
	
	By adopting sustainable practices and smart room technologies, the hotel can modernise operations and reduce pressure on overworked staff.
	By improving staff satisfaction and enforcing cleanliness protocols, the hotel can reduce guest complaints and defend its market position in an increasingly competitive environment.


Table 3: TOWS Analysis
Analysis:
The TOWS analysis provides a working model for Park Hyatt Sydney to react to its internal issues, specifically about employee behaviour and hygiene, by matching strengths and weaknesses with external opportunities and threats. The hotel's past reputation and location both offer obvious strengths, which can be matched strategically with opportunities like the increasing needs for luxury and eco-friendly travel. With its brand equity, the hotel is able to attract customers who appreciate lofty standards, while with investments in green practices and intelligent technologies, its operating efficiency can be enhanced and staff pressure alleviated. Through Theory X and Theory Y, how environmental analysis affects staff dynamics becomes more evident. Management acting with a Theory X frame of mind could result in controlling policies that decrease morale and service (Bushi, 2021). This approach tends to worsen the existing problems such as higher rates of turnover and inconsistency in the standards of hygiene. Through the shift of the mindset of Theory Y, Park Hyatt Sydney can foster empowerment to support autonomous decision-making. 
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Root Cause Analysis:
	Issue
	Root Causes

	Inconsistent Staff Behaviour
	· Leadership styles do not adapt to varying staff readiness levels. 
· Lack of tailored development plans and constructive feedback.
· High employee turnover and low morale reduce accountability and professionalism.

	Poor Hygiene Standards
	· Staff disengagement and inadequate training undermine cleaning consistency.
· Inefficient layout and suboptimal tools hinder effectiveness.
· Lack of standardised procedures across occupancy levels causes fluctuating cleanliness outcomes.


Table 4: Root Cause Analysis
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Recommendation 1: Implementing strategies to enhance staff performance.
To solve the problems of inconsistent staff behaviour within Park Hyatt Sydney, the adoption of Situational Leadership Theory could be considered as a strategic measure. This theory states that there is no one best style of leadership, but effective leadership is reliant on employee readiness (Mulayana et al. 2022). Considering the situation of Park Hyatt, where there is both a pool of experienced professionals and newly hired workers, a situational leadership style is essential. Managers need to start by evaluating the motivation and performance level of individual employees (Forson et al. 2021). For instance, newly hired housekeeping staff might be missing some of the skills and confidence necessary to achieve the lofty standards of the hotel. Such employees would require a directive leadership style in which instructions are explicit. On the contrary, senior employees who feel secure in their place may need a delegative style that gives them the freedom to manage their tasks. By modifying their leadership style according to the development stage of each employee, managers are able to create a more caring work culture. Workers will be more likely to display professionalism and ambitious standards of cleanliness when they feel that their needs and capabilities are being valued. Through the personalised method over time, service inconsistencies can be minimised.
Recommendation 2: Redesigning the physical dynamics of the hotel.
To enhance both guests' impression of cleanliness, Park Hyatt Sydney can apply the Servicescape Model. This model focuses on the impact of the physical environment on customer behaviours in service environments (Chao et al. 2021). In a high-end hotel, where hygiene is paramount in ensuring guest satisfaction, planning the physical environment can respond directly to cleanliness issues. The services consist of two main environmental factors consisting of ambient conditions and spatial layout. By refining these components, a hotel can provide an environment that promotes efficient workflows as well as positive guest experiences (Das, 2023). For instance, making sure areas of service like housekeeping stations are well-lit can enhance staff effectiveness and decrease errors. In a similar vein, refreshing public areas with refined décor supports impressions of cleanliness and luxury. Moreover, meticulously designed service impacts employees' morale. Workers are likely to be proud of the job they do when working in a well-organised environment. Designing effective break rooms can encourage improved hygiene behaviour and employee well-being. By connecting operational requirements, Park Hyatt Sydney is able to reinforce its excellence and values. A well-designed service enhances the guest experience and helps in supporting employees in consistently providing prominent levels of service.
Recommendation 3: Fostering Employee Engagement within the hotel
To enhance employee behaviour, the hotel needs to implement the Job Characteristics Model. This model identifies fundamental job dimensions that lead to more motivated employees and performance (Zhao et al. 2024). When these aspects are properly integrated into the work of an employee, it results in a greater sense of internal motivation. This is essential for ensuring lofty standards of professionalism within a business environment (Tien et al. 2021). Within Park Hyatt, numerous jobs can become repetitive and lead to disengagement. By adding more variety to these roles, employees are going to feel more appreciated and committed to their jobs. Task assignment that enables the staff to observe firsthand the direct effect of their efforts on guest satisfaction can contribute to a greater sense of responsibility. Moreover, granting more autonomy is likely to be trusted. Ongoing constructive feedback from managers and instant reinforcement of accomplishments further encourage positive behaviour and ongoing improvement.
Recommendation 4: Developing Adaptive Strategies of Management
To effectively manage the dual challenges of staff behaviour and cleanliness, Park Hyatt Sydney should adopt Contingency Theory, which suggests that there is no universally optimal way to manage an organisation. Instead, effective management depends on aligning strategies with the specific internal and external conditions the business faces. In a dynamic hospitality environment, flexibility and situational responsiveness are essential. Park Hyatt Sydney exists in a dynamic environment in which guests need vary according to season. Through the use of Contingency Theory, the hotel is able to create adaptive strategies based on these changing variables. For instance, when there is high occupancy and pressure on personnel during peak tourist seasons, the hotel might adopt more formalised routines and standard cleaning checklists to guarantee consistency and minimise chances of service decline. In the slow periods, resources are shifted to the training of personnel, team building, and process review for better future performance. Contingency Theory promotes context-specific, evidence-based decision-making that empowers leaders to be able to navigate change and uncertainty with agility and effectiveness (Abedin, 2022). For Park Hyatt Sydney, this translates into proactively identifying when and how to adapt leadership approaches, resources, and workflow structures. By infusing flexibility into its operating culture, the hotel can more effectively cope with service quality, raise cleanliness standards, and solve staff behaviour problems in a responsive and sustainable manner.
Costs Associated and Success Measured:
	Recommendations
	Costs Associated
	How the Impact Will Be Measured
	How Success Will Be Determined

	Situational Leadership Implementation
	Costs include leadership training workshops, consultant fees, and manager coaching sessions (approx. AUD 20,000–30,000 annually).
	Employee performance reviews, staff turnover rates, and guest service satisfaction surveys.
	Success will be determined by improved staff retention, better staff ratings in guest feedback, and fewer service-related complaints.

	Redesigning Servicescape
	Redesigning and upgrading physical spaces, signage, ambient improvements, and maintenance (approx. AUD 50,000–75,000).
	Guest satisfaction surveys related to ambience and cleanliness, and staff feedback on workplace functionality.
	Success will be seen in higher guest cleanliness ratings, reduced negative comments about the physical environment, and increased staff productivity.

	Job Enrichment
	Costs include job redesign efforts, additional training programs, recognition systems, and cross-training staff (approx. AUD 25,000–40,000).
	Staff engagement surveys, absenteeism rates, and quality assurance audits.
	Success will be reflected in higher employee engagement scores, reduced absenteeism, and improved cleanliness and service audit results.

	Contingency Strategy Development
	Investment in dynamic workflow tools, flexible staffing systems, and periodic reviews (approx. AUD 15,000–25,000).
	Operational performance metrics, adaptability during peak periods, and internal audits.
	Success will be determined by consistent service levels across fluctuating demands, improved audit scores, and managerial feedback on flexibility.


Table 5: Cost-Success Matrix
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Recommendation 1: For effective application of Situational Leadership at Park Hyatt Sydney and solving staff behaviour issues, the hotel needs to acquire systematic change management practices emphasising clarity, engagement, and sustainability. An appropriate model for this action is Lewin's Change Management Model with three steps consisting of Unfreeze, Change, and Refreeze (Amina et al. 2022). During the Unfreeze phase, the company needs to prepare its management and employees for change by questioning current leadership norms and behaviours. This is followed by conveying the issues associated with inconsistent employee performance and how this impacts negatively on guest satisfaction and brand reputation. The leadership has to emphasise the need for change by using real-time feedback, performance statistics, and case studies to outline the explicit link between bad leadership, flexibility, and inconsistencies in services. Building awareness of such issues minimises resistance and generates a mutual understanding that there is a need for new leadership practices. In the Change phase, Situational Leadership is brought to the hotel through formal manager and supervisor training programs. These training programs will teach leaders to diagnose employees' development levels and use the right leadership style. Practical instruments like staff readiness tests, performance tracking templates, and one-on-one coaching sessions should also be offered. During this stage, two-way communication is critical in obtaining feedback, resolving concerns, and instilling the advantages of converging leadership styles to meet the needs of individual team members. This enhances a culture of support and learning over control and criticism. The Refreeze phase is important for integrating the new leadership style into the culture of the hotel. Managers can be held accountable for exercising situational awareness and flexibility in their leadership. 
Recommendation 2: To successfully apply the redesign of Park Hyatt Sydney's physical environment based on the Servicescape Model, a formal change management process is necessary to minimise disruption and maximise staff and guests' engagement. For this purpose, the Transition Model is an efficient framework that addresses the psychological transition of people in organisational change, instead of the practicalities. The process starts with the Ending Phase, where staff are assisted to release current habits and comfort zones associated with the present physical space. Communication at this phase is important. Leadership has to properly articulate the reasons for the redesign and connect it with the chronic issues of cleanliness perception and workflow inefficiencies. The second phase is the Neutral Zone, where the old arrangement has been taken down, but the new one is not yet established. This tends to be the most difficult phase, where confusion and anxiety may occur. For the coordination of this, temporary signage, trial redesigns of particular areas and trial periods can be implemented. Training should be made available to staff on how to navigate and use the new spaces effectively, as well as ongoing feedback systems to tweak the changes. Having frontline staff evaluate out new layouts aids in creating ownership and real-world understanding of the Servicescape redesign (Nair et al. 2022). The final phase is the New Beginning, in which the revised environment is the new norm. By focusing on staff members' emotional transition along with physical adjustments, the hotel enhances the chances of success, enhances standards of cleanliness, and overall upgrades the guest experience. 
Recommendation 3: To implement job enrichment at Park Hyatt Sydney and address staff disengagement and behavioural inconsistencies, Lewin’s Change Management Model provides a practical framework for managing this transformation effectively. In the Unfreeze stage, the organisation must prepare employees for a shift in how roles are structured. This begins with acknowledging the current issues and communicating the benefits of job enrichment. Leaders should create awareness among staff about how enriched roles can lead to increased engagement. Training is important in this stage to equip staff with the skills required to take on responsibilities. Leaders should also monitor reactions, collect feedback, and adjust job designs as needed to ensure the changes are practical and welcomed. In the Refreeze stage, these new job structures must be embedded into the hotel’s operations and culture. 
Recommendation 4: In order to effectively apply adaptive management practice at Park Hyatt Sydney with Contingency Theory as a guide, the hotel will need to adopt a structured but adaptable change philosophy. Within the Unfreeze phase, Park Hyatt needs to initially prepare the organisation to challenge and break free from classic, standardised management methods no longer aligned with its dynamic hospitality setting. Leaders should communicate convincingly the need to move towards a more responsive, situational approach to management (Sarjito, 2023). Employees should be shown how uneven performance and subpar cleanliness results frequently arise from the mismatch between management practices and live operational requirements. This phase must be done through open communication via departmental briefings, team workshops, and case examples of when inflexibility caused failure in services. The aim is to minimise resistance by educating employees and managers that change is part of achieving efficiency and service excellence. Through the Change phase, the hotel will start creating and piloting adaptive management processes. This may involve the use of flexible staffing models, real-time decision support tools, or updated procedures for peak and off-peak seasons. Managers will be equipped to evaluate internal and external conditions and modify workflows, team tasks, and leadership styles in response. Pilot programs must be initiated in targeted departments to garner feedback and refine strategies prior to large-scale implementation. Open communication lines and feedback mechanisms have to be in place so that changes are made in light of frontline realities. During the Refreeze phase, the adaptive strategies learned are incorporated into the normal operating procedures of the hotel. This includes revising policy manuals, recasting managerial KPIs, and incorporating contingency-based decision-making into leadership development programs.
[bookmark: _p1ocsgh0n67o][bookmark: _Toc197721324][bookmark: _Toc198393701]Action Plan (SMART Analysis)
	No.
	Problem Description
	Solution to be Implemented
	Desired Outcome
	Time Scale for Completion
	Expected Completion Date
	Planned Budget (AUD)

	1
	Inconsistent staff behaviour is impacting guest satisfaction and service quality
	Implementation of Situational Leadership training for managers across all departments
	More adaptive leadership, improved staff morale, reduced service complaints, and enhanced guest experience
	3 months (includes training, practice, and evaluation phases)
	31 August 2025
	$30,000

	2
	Low perception of cleanliness and lack of environmental comfort among guests
	Redesign and upgrade the hotel’s Servicescape, including lobby, restrooms, and back-of-house cleaning zones
	Enhanced physical environment, improved hygiene standards, and increased guest satisfaction
	4 months (planning, renovation, and implementation)
	30 September 2025
	$75,000

	3
	Staff disengagement and repetitive roles lead to demotivation and errors
	Job enrichment through cross-training, expanded roles, and greater autonomy using the Job Characteristics Model
	Higher employee engagement, lower absenteeism, and improved diligence in cleanliness and service
	3 months (phased role redesign, training, and integration)
	31 August 2025
	$35,000

	4
	Inflexible management systems lead to operational inefficiencies in peak periods
	Develop adaptive contingency strategies using real-time decision-making tools and flexible workflows.
	Greater operational responsiveness, reduced service bottlenecks, and consistent quality delivery during busy periods
	2.5 months (system development, training, trial implementation)
	15 August 2025
	$20,000


Table 6: Action Plan
[bookmark: _18i1cu1f5nrl][bookmark: _Toc197721325][bookmark: _Toc198393702]Conclusion
Therefore, the consultancy report of Park Hyatt Sydney has underscored that with its high-profile status and favourable location, the hotel has been facing serious issues, mostly focused on employee conduct and hygiene levels. These management problems directly affect client satisfaction, brand reputation, and, in turn, bottom-line performance. Fixing these issues calls for a multi-pronged approach that not only attacks near-term symptoms but redesigns root organisational processes and culture. The diagnosis of this report indicated that inconsistent staff behaviour, from poor communication to lack of professionalism, and inferior cleanliness, led to negative guest feedback, more complaints, and a drop in repeat customers. The STEEPLED and SWOT analyses further put these internal vulnerabilities in perspective within the wider external environment and found that technological innovation, changing customer needs, and competitive forces aggravate these challenges but also present chances for enhancement. The strategic assessment highlighted adaptive leadership and employee engagement as key drivers of transformation. The key recommendations suggested are aimed at developing a resilient and engaged workforce and an attractive and well-cared-for physical setting. Each recommendation is aligned with pertinent management theory and organised change management models like Lewin's Change Model and Bridges' Transition Model, and the process of implementation will be systematic, participative, and sustainable. Situational Leadership offers a direct solution to the fundamental problem of variable staff performance by empowering managers with the competencies to adapt their leadership style to meet individual employee needs and readiness. This responsive strategy promotes motivation and improved team integration, which is important for providing quality guest experiences. Moreover, the holistic solution suggested here accepts that addressing the problems of Park Hyatt Sydney will involve more than superficial repairs. It will entail developing a culture of adaptive leadership, staff empowerment, and ongoing improvement, complemented by an environment that matches the luxury positioning of the brand. Effective execution will set the hotel not only to reclaim lost ground in the marketplace but to establish new benchmarks of excellence in guest experience and operational excellence.
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Cockroach in the hotel room and bad service

There was a large cockroach in our hotel room which cost over a thousand dollars a night. We stayed in a Sydney Harbor
direct view room and the cockroach did as well, flying from the floor to unsettlingly close to the head of the bed. The room
also smelled like body odor upon check in.

Front desk also didn't take our concerns seriously which is madness. After much discussion, they finally switched us into
another room but it didn't have the Sydney Harbor view | paid for which is additionally disappointing.

If there are cockroaches in the hotel rooms, it makes me wonder if they e also teeming where the restaurant food is being
prepared, laundry linens, and everywhere else. It left the impression that this hotel is dirty and unclean, certainly not worth
the high price.
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Beautiful + Perfect Location = Nightmare Begins

Summing up the experience of this stay, it was really full of pain, exhaustion and distress.

We checked in on October 7, and as of October 9, 2024, there was a problem with the electronic lock mechanism in my room
244, Intermittent humming will occur from 8 p.m. | thought there was a drill or some kind of pump running because the front
door was clearly humming. Things get worse at night, the buzzing is intermittent and even wakes my son. We couldn't
determine what the problem was and, assuming that the noise came from different rooms and floors, we decided to continue
sleeping. At 20m my son woke up crying and the noise woke him up again, when the light above the fold-out bed flashed
uncontrollably. It'slike a scene from a horror movie. We have to be awake all the time to deal with the noise and lights, and
probably just sleep for two hours together during that time. The next morning, when | explained my situation to the duty
manager, he seemed unapologetic and indifferent. He offered no meaningful explanation or solution. No one has ever said a
word to us “my apologies” or “apologies for the inconvenience”. The manager then asked the engineering team to deal with
the door locks during our departure and to check the lighting. When we got back, we were sure the locks and lights were
fixed.

Then, when we got back to our room, we saw a letter of apology from the lobby manager that was not sincere. We were given
a cheap bottle of red wine, a chocolate and a pack of Monopoly table games (their hotel's own). | don't understand how he
thinks his attitude is enough to compensate for the shock | have received with my family. He never called at all, let alone
apologized or explained to his face. After what we've been through, it feels like @ mockery. | explained to the duty manager
how poor my family, and especially my son, were and couldn't sleep well on their first night in Sydney. But he has done.
nothing, and such signs only make us think he lacks compassion and empathy.

Infairness, the broken lights of the second night were indeed fixed, and the door lock mechanism still made noticeable

s from time to time. We were left with no choice but to use a large towel that had been wiped under the door to reduce
the impact of the noise on us. On the 9th, we Check-out out, during which we met the same lobby manager. Not
unexpectedly, he ignored our opinion as well as crying. And he said, "l hope you think I'm giving Monopoly well, because it's
limited." | was so tired | couldn't even lose my temper. Tired, | drove my family to the Blue Mountains.
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