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[bookmark: _Toc150594725]Executive Summary
The main objective of the report, conducted by Best Way consulting, is to comprehensively examine the problems hindering the efficient operation of the Ritz-Carlton Hotel in Bali, and then to recommend possible solutions.

Issues: 
· Poor service
· High service expectations due to the Ritz Carlton brand
· The lack of unique personal experiences that are usual at a Ritz-Carlton hotel
· Negative guest experience as a result of uncertainties regarding the believed benefits linked to Marriott Bonvoy membership
· Weaknesses in the problem-solving ability of employees
· Poorly maintained rooms:
· Defects in the lighting system
· Lack of modern technology 
· Outdated design, overused equipment

The analytical frameworks employed to assess the external and internal factors affecting the operation of the hotel:

PESTLE
· Political factors: 
· Indonesian government has strong commitment to supporting the tourism sector, especially Bali as a primary international tourist destination.
· The legal framework in Indonesia has exhibited positive advancements in support of foreign investments. Creating a favourable trade environment for international companies, including improving the legal environment and labour standards that encourage foreign investment, and concluding more free trade agreements that facilitate international investors' access to the Indonesian market.



· Economic factors: 
Economic recovery of Bali is progressing. Due to the COVID-19 pandemic, GDP decreased by 9.3% in 2020. Regional economic growth reached 6.04% in the first quarter of 2023, which exceeded the national growth rate of 5.03%.
· Social factors:
· Over 87% of Balinese people identify as Hindu, so foreign businesses should adapt to Hindu culture to mitigate potential confronts in public relations and to minimise any cultural dissonance that may arise in commercial interactions.
· The locals have a very friendly personality, which is essential in hospitality. However, they are uneducated. It is a problem that workplaces must solve with trainings.
· Technological factors:
· Poor internet coverage
· Digital payment methods are rarely used. Lack of customer awareness, understanding, and trust, poor regulation, and insufficient infrastructure hinder digital payment implementation in Indonesia.
· Legal factors: The Indonesian Labour Law allows the employment of foreign workers if an Indonesian citizen cannot perform his duties effectively. However, an Indonesian must be employed simultaneously, and the hotel must provide trainings to them.
· Environmental factors: Bali has waste and water crisis which creates the opportunity for businesses to boost their green marketing strategy by implementing sustainable solutions and investments, as both the government and locals will support these efforts.


SWOT
	Strength
· Part of a large hotel brand that already has a good reputation, has working solutions in hospitality habits, and has a well-functioning company structure.
· Location
· Friendly employees

	Weaknesses
· Negative online reviews 
· There was no renovation since opening (2015)
· Unclear benefits for Marriott Bonvoy members. 
· Basic amenities and offerings do not match the Ritz-Carlton's level of luxury

	Opportunities
· Technology improvements
· Employee trainings
· Renovation
· Investments that take sustainability into account
	Threats
· Unskilled employees (locals)
· Keep authenticity
· Competition with other hotels




7S model

Since the hotel is part of the Ritz-Carlton brand, our analysis will focus on the tangible components of the 7S model, specifically considering the brand's excellent practises.

Strategy:
· Special interior design and unique atmosphere
· Meeting the unexpressed needs of the guests
· Increase of employee engagement by giving them trainings and freedom to use their own creativity to serve

Structure:
· The Ritz-Carlton has an organic organisational structure due to the presence of franchisees operating in several locations, each facing unique circumstances. This strategy enhances the organisational flexibility and adaptability in response to external changes.

System:
· Use of a data collection system, called ‘Mystique’, where employees collect information about guests 
· Use CRM system


Recommendations

Employee trainings:
The training should focus on how to create a unique experience for the guest and how to use Mystique's CRM system for this.

Clarification of Marriott Bonvoy benefits
· Appropriately notifying guests via e-mail automation about the benefits of Marriott Bonvoy in a Ritz-Carlton hotel, even before room reservation
· Provide training for employees about the Marriott Bonvoy benefits applied by the Ritz-Carton hotels

Renovation
The hotel has not undergone any renovations since its establishment in 2015. The evident demand for upgrades can be inferred from the feedback provided by visitors. Therefore, it is imperative to prioritise the renovation process promptly. The process of renovation should be undertaken with a focus on incorporating technical advancements and considering sustainability factors.

Change Management – ADKAR model
It is extremely important that these changes are integrated into the company's culture and thus remain permanent. For this, our consulting company recommends a well-proven change management model, the ADKAR model. The essence of the model is that first the attention and desire of each employee must be drawn to the given problem, and then the knowledge necessary to solve the problem must be provided. Finally, sustaining the transformation requires continuous support and reinforcement.

Our company also formulates a specific action plan at the end of the report, in which it is concisely summarizes exactly what problems to solve, within how much time and at what price. We hope that our report meets your expectations. If so, we look forward to working together!
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The purpose of the report is to conduct a comprehensive investigation into the issues that hinder the efficient operation of the Ritz-Carton Hotel in Bali, followed by the identification and recommendation of potential solutions. 
The Ritz-Carlton is a prominent luxury hotel brand that falls under the umbrella of Marriott International. The Ritz-Carlton brand attracts affluent and discerning travellers who are in search of high-quality hotel service. With a presence in 35 countries, there are currently 119 Ritz-Carlton hotels and resorts available to cater to the needs and preferences of these luxury-seeking individuals. The Ritz-Carlton brand has established a notable presence in the realm of weddings and events, while concurrently expanding its offerings to include new residential properties. Additionally, the brand has introduced the "Destination Club," an exclusive vacation club catering to affluent individuals who desire bespoke experiences accompanied by the renowned Ritz-Carlton service. (Hollander, 2022)
The Ritz-Carlton brand opened a luxury resort in Bali in the year 2015 (Huang, 2015). The Ritz-Carlton, Bali is situated on an expansive property of 12.7 hectares, providing a beachfront location and an elevated cliff-top setting in the Nusa Dua region. This luxurious resort presents a fascinating landscape, providing uninterrupted panoramas of the Indian Ocean and Bali's famous Mount Agung. Furthermore, this establishment serves as an exemplary model of a contemporary, comprehensive coastal retreat that not only prioritises aesthetic satisfaction through its architectural layout, but also demonstrates a profound reverence for the environment, resulting in a harmonious design that draws inspiration from Balinese principles of seamlessly blending indoor and outdoor areas. This huge beach resort has 313 guest rooms, including 34 villas on cliffs with views of the ocean, six restaurant and lounges, a spa, several beautiful pools (including the main pool, the signature Hydro-Vital pool, and the club lounge with its own pool), and a chapel by the beach that is beautifully designed. (Ezra, 2017)
It has been a period of eight years since the handover, during which operational issues have emerged, giving rise to concern among the managers of the Ritz-Carlton. Inefficiency within an organisation can hinder productivity, stunt growth, and affect overall performance (Seraph, 2023). 
Frequent problems were reported when guests expressed dissatisfaction with the average or poor level of service, as well as the inadequate maintenance and noisy rooms. These issues can be particularly concerning in a hotel where the majority of guests have expectations for luxury experiences that exceed the norm. Inefficiency within an organisation can hinder productivity, stunt growth, and affect overall performance.
Our consultancy firm, Best Way Consultancy, specialises in the identification of critical areas where operational inefficiencies hinder performance. The firm is run by me and was established in 2021. Our objective is to broaden our operational scope and enhance the provision of information to our customers. Operations, customer service and employee training need to be assessed to identify key areas. Using a variety of methods such as key performance indicators (KPIs), benchmarking against brand standards, root cause analysis, and employee feedback and suggestions help us to identify areas such as outdated equipment and processes, and lack of standardization, communication breakdowns (Seraph, 2023). 
We will use such frameworks like PESTEL, SWOT, 7S Model to identify the roots of these problems. These tools are widely recognised as highly effective tools for decision-making purposes. After completing the analysis, we recommend a few solutions that naturally involve changes in the life of the hotel. To ensure the smoothness of these changes, our company wants to help the hotel managers by presenting the ADKAR model.
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The management of the Ritz-Carlton Hotel, Bali made a feedback analysis, which is an essential way to identify problems within the operation of the hotel. The process of feedback analysis entails an evaluation of customer needs and frustrations to enhance customer satisfaction and mitigate customer attrition (Pascual, 2019).
The analysis of feedback focused primarily on online feedback because research has shown that online reviews have a significant influence on consumers' purchasing decisions. Data shows that most consumers (90%) read online reviews prior to visiting a local business, and 84% of people consider personal recommendations just as much as they do online reviews (Erskine, 2017).
The reputation of a business can be significantly influenced by online reviews, given their accessibility to prospective customers and rapid dissemination. Positive evaluations have the potential to strengthen the reputation of a business, however unfavourable reviews can easily undermine it. Positive customer evaluations have the potential to positively impact a business's sales performance by fostering a sense of trust among potential consumers. This trust is established when buyers see items or services that have received high ratings from others as more reliable and are consequently more likely to make purchases. (DigiPhlox, 2023)
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Poor service: 

· Recent guest reviews talking about that the service is poor or at a maximum acceptable level and not worthy of the Ritz-Carlton’s name (Maria B., 2023). It is very problematic, since The Ritz-Carlton, with its impeccable service honed over a century ago, is the global benchmark for premium hospitality. Situated in sought-after locations across the globe, its hotels, and resorts each have their own story to tell. Every hotel offers luxury with a distinctively regional flare. These hotels promise remarkable experiences which stay with guests long after they leave. (Marriott, 2023)

· Returning guest are missing the personal touch like it happens before. Shannon from Melbourne has already been a guest of the hotel in 2016 and expected to be welcomed on the same luxury level in 2023. He was missing the small touches such the lovely frangipani water spray or the cold towels. (Shannon C., 2022)
Employees at Ritz are renowned for their ability to provide a memorable personal experience. ‘The Ritz-Carlton experience enlivens the senses, instils well-being, and fulfils even the unexpressed wishes and needs of our guests.’ is the company's credo. (The Ritz-Carlton, 2022) 
Due to this explanation, guests arrive at a hotel associated with the Ritz family with increased expectations in comparison to a regular hotel.

· Misunderstanding to apply the membership of Marriott Bonvoy: 
Maria from Seattle (Maria B., 2023) talks about the fact that she is a Marriott Bonvoy member, but this was not considered through her check-in.
Another guest who has Titanium membership complained about her expectation of free access to the Club Lounge, complimentary breakfast, unlimited non-alcoholic baverages, as well as evening nibbles and cocktail hours at the Ritz-Carlton Bar (Axriyadi, 2022).
Marriott Bonvoy is an outstanding loyalty program that attracts frequent travellers and gives participating hotels a competitive advantage. Customers are encouraged to continue using their services by their rewards programme and the main objective is to ensure that the customer consistently selects Marriott as their preferred choice during their travels. The mean expenditure of a "loyal" consumer between months 31-36 with a certain brand is 67% higher compared to their spending in the initial six months. Marriott acknowledges that client loyalty encompasses more than just providing consumers with a satisfactory hotel experience. (Anderson, 2023)
Considering this, it is extremely important to provide guests with membership with all the benefits that come with their membership. 

Poorly maintained rooms:
· Defects in the lighting system. One guest complains that they could not sleep two nights in a row because their sleep was continuously disturbed by the lights turning on. (Maria B., 2023)
· Old-fashioned rooms, missing USB ports. (Shannon C., 2022), damaged, dirty and old furniture. (Tiran92, 2019)

These are all problems for which the hotel staff must provide a very quick and efficient solution. We can think of a quick repair job or even a compensation offers. However, according to the comments, this was either not realised at all or only very slowly. There was also a comment about when a guest tried to ask five different managers, but they could not solve his problem, which indicates the poor service we are already talking about. (Moji N., 2020)
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In the subsequent section, we will analyse the potential impact of external factors on the operation of Ritz-Carlton Bali, utilising this framework as a guiding tool. PESTEL helps to understand what macro environmental factors can affect a hotel (Heubel, 2023).
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There is no doubt regarding the Indonesian government's strong commitment to promoting Bali as a primary international tourist destination. This aligns with the current government emphasis on the advancement of tourism in Indonesia. The brand "Wonderful Indonesia" has been honoured with the esteemed Best Destination Marketing Award 2016 and acts as the official representation of the Ministry of Tourism in promoting tourism in Indonesia on a global scale. (Xinhua, 2016) Data indicates that selecting Bali as the location for establishing a business is a strategic decision due to its expanding tourism market with significant growth potential (AvantiBali, 2023).
The Indonesian government has enacted a variety of laws aimed at promoting and incentivizing foreign investment within the nation. The Omnibus Law on Job Creation (Warokka, 2020) was enacted by Indonesia in 2020 with the objective of simplifying regulatory frameworks and enhancing the efficiency of the investment process. (Strangio, 2023) The legislation aims to create a more advantageous commercial environment for international companies, including novel incentives for investment and enhancements in labour standards. 
Moreover, Indonesia has entered into multiple free trade agreements, thereby facilitating international investors' access to the Indonesian market (AvantiBali, 2023). The available data indicates that Bali has consistently raised its investment objective to attract both local and foreign investors. Specifically, for the year 2018, the investment goal was improved to IDR 18 trillion, equivalent to approximately USD $1.3 billion, encompassing the whole investment amount. (Indonesia-Investments, 2017).
With the new 2016 Visa Exemption Decree, Indonesia provides a special, short-term visa exemption for travellers who are citizens of one of the 169 countries listed and who want to visit Indonesia (Wonderful Indonesia, 2016). The programme was anticipated to stimulate a rise in foreign direct investment in the tourism sector, as well as bolster the arrival of international tourists to Bali. Consequently, this would make the market in Bali more promising and potentially profitable.
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Bali is currently making significant progress towards achieving economic recovery. The economy experienced a significant downturn in 2020 as a result of the Covid-19 epidemic, showing a negative growth rate of 9.3 percent. In the first quarter of 2023, there was an important change in the regional economy, as it experienced a significant growth rate of 6.04 percent. This performance surpassed the national growth rate of 5.03 percent. (Hudoyo, 2023)
There has been a significant increase in investor interest towards Bali, with a particular focus on purchasing of luxurious villas, beachfront homes, and premium townhouses. According to forecasts, it is anticipated that the Indonesian real estate industry will have a substantial increase in value, with an estimated growth from $61.22 billion in 2023 to $81.24 billion by 2028. (VisitWorld, 2023)
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According to statistical data, a significant majority of the Balinese population, over 87%, self-identify as adherents of the Hindu faith. Consequently, this religious group holds the distinction of being the third most populous in Indonesia. This presents a significant disparity in comparison to the remaining regions of Indonesia, where the Muslim community constitutes 86% of the overall populace. (Bali.com) Therefore, it is imperative for foreign businesses to acquire knowledge and demonstrate a willingness to adapt to Hindu culture, thereby mitigating potential public relations challenges and minimising cultural dissonance in the realm of corporate communication. One implementation from this adaption process, for example to be closed during Nyepi day. (Bali Holiday Secrets, 2023)
Indonesians and the Balinese are incredibly friendly people. They are known for their hospitable and kind nature. The culture on the island makes sure that guests feel appreciated and welcomed. In general, the island is safer and less full of scams than other popular Southeast Asian backpacker spots. (Hatton 2022)
The Balinese population is not well educated. In contrast to prevailing perceptions, the rapid growth of Bali's tourism sector does not invariably affect the inhabitants of rural areas.  In numerous rural regions, families find themselves ensnared in a cycle of poverty, without the revenue to sustain their livelihoods. Consequently, a substantial proportion of school-age children in these places are unable to access formal education. Numerous humanitarian organisations operating on this island are effectively addressing the perpetuation of this detrimental cycle through the provision of education to these children, thereby affording them the opportunity to explore more favourable prospects for employment in the future. (Rhino, 2018)
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Despite experiencing a roughly fourfold increase in internet usage over the past decade, a significant proportion of Indonesian adults, almost one out of every two, still lack access to the internet. The connectivity has been continuously enhanced by the increased investment by private service providers, in conjunction with government initiatives. (Wibisana et al. 2022) Almost all areas in Bali are accessible with a local 4G network. (Titasya, 2022)
According to a survey published by the World Bank, the adoption of digital payment methods is comparatively limited, as approximately 50% of Indonesian consumers exhibit a preference for cash as their preferred mode of payment. The adoption of digital payment methods in Indonesia is hindered by several factors, including a lack of awareness, understanding and trust among consumers, inadequate regulation and insufficient infrastructure. (Kornita, 2023)
These factors have the potential to hinder the progress of the Indonesian tourist sector, since it is imperative for the industry to sustain its competitive edge considering the increasing digital requirements. Without modern technology, the tourism industry is unlikely to prosper in the continually evolving global market.
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According to the labour legislation of Indonesia, there is no explicit distinction made between the restrictions that are applicable to locals and foreigners. Foreign employees are eligible to work within the country in cases when the assigned duty cannot be effectively executed by an Indonesian citizen. In cases where a corporation is unable to find a qualified local candidate possessing the required skills, it is allowed to engage international staff. However, it is a requirement for the company to have at least one person who is Indonesian and employed simultaneously. The Hotel must provide trainings to the employee. (3ecpa, 2023)
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Bali has significant environmental problems, which are intensified by the resurgence of the tourism sector. 
· They have emergency issue with the waste (Milienos, 2022)
· The water crisis on Bali is getting worse due to the expansion of tourism, population increase, and inadequate water management practises. (Milko and Jatmiko, 2022)
This situation creates the opportunity for businesses to enhance their green marketing strategy by implementing sustainable solutions and investments, as both the government and locals will support these efforts. (Gapura Bali, 2019)
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The SWOT analysis will enable the identification of both internal and external factors that have an impact on the hotel. Strategic planning involves leveraging strengths, mitigating weaknesses, focusing on opportunities, and controlling threats (CIPD, 2023).
	Strength
· Part of a large hotel brand that already has a good reputation, has working solutions in hospitality habits, and has a well-functioning company structure.
· Location
· Friendly employees

	Weaknesses
· Negative online reviews 
· There was no renovation since opening (2015)
· Unclear benefits for Marriott Bonvoy members. 
· Basic amenities and offerings do not match the Ritz-Carlton's level of luxury

	Opportunities
· Technology improvement
· Employee trainings
· Renovation
· Investments that take sustainability into account
	Threats
· Unskilled employees (locals)
· Keep authenticity
· Competition with other hotels
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In order to propose potential solutions for the issues at hand, it is imperative to conduct a comprehensive analysis of the seven fundamental components of our hotel. This examination will enable us to effectively address and manage forthcoming changes. In this analysis, we will employ the McKinsey 7S model, a framework that facilitates the identification of seven critical components within an organisation. These factors must be appropriately emphasised and harmonised to effectively manage change initiatives and promote continuous performance improvements. (EPM, 2018)
The hard elements of the McKinsey 7S model comprise of strategy, structure, and systems. The hard components of the model are easily identifiable, have a higher level of tangibility, and are open to direct control and influence by the organization's leadership and management. If we look at our hotel as it is a part of a big hotel brand, its strategy, structure, and system already identified, clear, well-proven, tested and has already led to success in many other hotels of the Ritz-Carton hotel chain. (EPM, 2018)
The soft elements include shared values, staff, skills and style. These aspects possess a more intangible type and are mostly shaped by the culture of the organisation. The management lacks direct impact over them. Therefore, in the following, we will examine the hard elements of the 7s model, as we find them more relevant to the problems raised. (EPM, 2018)
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The Ritz-Carlton put great emphasis on the interior design and special ambiance, but this also characterizes other luxury hotel brands. What makes the ritz strategy unique is their idea of meeting guests’ ‘unexpressed’ needs. The staff members are given the freedom to use their own creativity to provide their guests with one-of-a-kind, unforgettable experiences. (Pravin, 2021)
Another important feature is staff engagement, as it serves as a fundamental element for the success of Ritz-Carlton in multiple ways.  For several years, the Ritz-Carlton has undertaken assessments of employee happiness, recognising the essential role that staff play in ensuring guest pleasure. A notable distinction exists between engagement and satisfaction, prompting the corporation to adopt Gallup's Q12 employee engagement index in 2006. (Balandiono, 2016)
The most famous phrase associated with the Ritz Carlton Gold Standards is probably, "We are ladies and gentlemen serving ladies and gentlemen." Workers handle guests and co-workers using this framework. They must show consideration for both their co-workers and guests of the Ritz-Carlton. The company's most valuable asset is thought to be its workforce. Since every Ritz-Carlton employee serves as a brand ambassador, the company takes the hiring process very carefully. Applicants should be friendly, kind, open to learning, and motivated to serve others. (Mazumdar, 2021) 
Another great strategic move of Ritz is to train its employees to make independent decisions. The luxury hotel sets a benchmark for customer care by granting employees the autonomy to allocate up to $2,000 each incident for resolving client issues, without need supervisor permission. There is no restriction on the number of customers to whom an employee can apply the $2,000 rule, which encompasses benefits such as complimentary accommodations, upgrades, and presents. The current situation indicates that employees are experiencing a high level of satisfaction, while clients of Ritz Carlton exhibit a remarkable degree of loyalty towards the brand. (Morgan, 2018)
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Ritz-Carlton has an organic structure since its franchisees in different regions with diverse circumstances. This technique makes the organisation more flexible and adaptable to external changes. 
The allocation of rights within a hotel depends on its structural framework and the reliability of its management.  Regardless of its size, a hotel needs a well-structured organisational framework to effectively serve its customers in the most efficient way. In the context of a bigger hotel, it is customary for the amounts of personnel to vary. However, the underlying organisational framework tends to stay consistent. The establishment's effective functioning is contingent upon the pivotal components of the chain-of-command and departmental functions and responsibilities. (Quain, 2019)
Below you can see a basic organisational structure diagram of a hotel, which shows the different roles and responsibilities within the institution, as well as the departments that work under these positions. (Edraw, 2023)
[image: A picture containing text, screenshot, font, software
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The hotel organisational structure refers to a strategic framework developed by hotel management to establish a comprehensive delineation of departmental roles and operations, hence fostering systematic coordination and efficiency throughout all facets of the hotel operation. By clearly assigning tasks and delineating reporting lines, employees are provided with a clear understanding of their responsibilities and the appropriate channels for addressing any issues that may arise. Typically, a general manager assumes a position of authority within the organisational structure, overseeing the performance of several departments. They collaborate closely with department heads to assess operational efficiency and facilitate necessary enhancements, so assuring smooth functioning of the overall system. Department heads or managers are accountable to the general manager for the purpose of overseeing operations, administering the day-to-day activities of personnel, and ensuring the satisfactory completion of all assigned responsibilities. (Kenton, 2023)
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The luxury brand utilises empirical data affecting to employee and guest engagement in order to establish its brand and atmosphere, as well as to generate quantifiable outcomes. "The Ritz-Carlton Mystique" refers to the conceptualization of the brand's image and the distinctive atmosphere that characterises each of the company's extensive network of over 70 global establishments. The "Mystique" involves meticulous gathering of performance data and a comprehensive educational framework for disseminating the resulting insights. (Robinson, 2008)
The Ritz employs a customer relationship management (CRM) system to effectively handle the management of the "Mystique."  The staff members properly record the preferences of a guest in the system. (Balandiono, 2016)
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After examining the external and internal effects of our hotel with several analytical tools, we will further formulate our recommendations regarding the emerging problems. 
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The feedback revealed that one of the main problems is inadequate quality and speed of service. During our investigations, it became clear that this can largely be traced back to the shortcomings of the local, friendly but untrained workforce. The solution is to be found within Ritz's well-proven strategic toolsAs a part of The Ritz-Carlton's strategic approach, it is imperative to foster workers' comprehension of their critical contributions to the organization's overall plan. This is achieved by empowering people to exercise autonomy in decision-making processes. Executives provide their employees with the autonomy to generate enhanced and more impactful guest experiences. (Borzykowski, 2018)
In order for an employee to be sufficiently confident to make his own decisions, he needs adequate and reliable background knowledge. The Ritz-Carlton has implemented its own human resources protocol, wherein each employee undergoes an extensive training programme exceeding 250 hours during their initial year of employment. (Michelli, J. A., 2019)
The trainings must put the emphasis on how to create a unique experience for the guest and how to use the Mystique's CRM system for it. 
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Although Ritz-Carlton is a part of the Marriott Bonvoy programme, it is important to note that not all the elite benefits associated with the programme are applicable when staying at Ritz-Carlton properties. An illustration of this may be seen in the fact that Bonvoy Platinum Elite members are granted privileges such as access to club lounges and complimentary breakfast across several hotel brands. However, Ritz-Carlton establishments are officially exempt from these benefits. (Marriott Bonvoy, 2019)
Unfortunately, several guests are not properly informed about this fact, which ultimately causes a bad guest experience and unwanted reviews. To mitigate this issue, it is advisable to put emphasis on providing of detailed information to potential visitors prior to their accommodation reservation. The desired outcome can be simply achieved through the utilisation of email automation, a feature that is readily configurable on various websites. Email automation is a highly effective technology that optimises workflow by enabling systematic communication with consumers. The software has the capability to transmit personalised messages in response to specific actions or events that take place on the website. In this special case it could be the moment when the future guest 'put the room in the basket'. (Sernoff, 2022)
The next important step is for employees to be aware of exactly what benefits Ritz-Carlton hotels provide to Marriott Bonvoy members. The hotel can achieve this by providing appropriate training.
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The hotel has not been renovated since it opened in 2015, and the demand for it is already clear from the guests' feedback, so it would be important to do it as soon as possible. Soft hotel renovations are typically conducted on a periodic basis, with a frequency of around every 5-7 years. These renovations mostly encompass the replacement or updating of various elements within the hotel, such as drapes, bedspreads, furniture and rugs. These updates could significantly influence the first impressions of the guests. The hospitality sector is highly competitive. When there is no rule about how often your hotel needs a renovation, numerous prosperous establishments engage in a consistent process of enhancing their premises to align with modern architectural trends and innovations in technology. This proactive approach ensures that all aspects of the hotel are maintained in optimal condition, hence enhancing the overall guest experience.  It is not uncommon for establishments to necessitate property improvement plans (PIPs) in response to the evolving and shifting brand design requirements. (HR Construction, 2023)
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As we have already identified, fast internet access is already an existing problem in the Indonesian islands. Therefore, it is extremely important to boost Wi-Fi capacity in the entire area of the hotel including outdoors by the pool. 
In the guest rooms, we can install applications or tablets that control the room experience: temperature, entertainment, and the lighting as it was already problematic. Nowadays, even USB ports is considered a basic accessory. However, a third of hotel guests do not want to use or even see modern technologies. This can easily disturb the close-to-nature experience, for which many people choose a resort near the sea in an exotic place like Bali. Thus, when renovating and installing different technologies, it is important to find a balance so that the place does not lose its ambience. (Fox, 2021)
Technology upgrades are expensive investments, but hotels considering renovations can easily do the calculation to balance the costs with the potential savings. Deep energy renovation is the term used to describe large energy savings achieved by incorporating design materials into the project plan, which can lead to a 60% reduction in energy usage. Since the lighting system is particularly in need of renovation based on the guests' feedback, it is also worth considering long-term energy efficiency aspects during the renovation. Lobbies, meeting rooms, and conference rooms present optimal opportunities for hotel room renovations, wherein the installation of high light-reflective acoustic ceilings and smart lighting systems can significantly enhance the functionality of these spaces. The findings of the study indicate that the utilisation of a ceiling with a light reflectance value of 87% can lead to annual energy savings of around 22.75%.   In general, the incorporation of acoustic designs can enhance the utilisation of natural light within interior spaces, effectively integrating visual usefulness with considerations for noise reduction and energy economy in the room's design. (Rockfon, 2022)
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If we are currently renovating, it is important to take into account the external influences that drive businesses towards sustainability and well-being. Since we discovered that Bali is currently struggling with water shortages and waste management problems, to which the tourism sector contributes greatly, it is therefore important to transform our hotel with these problems in mind. 
The enhancement of waste management practises within the hospitality industry is a crucial component of sustainability strategy.  To cut down on food waste, Twin Meadows Organics Farm, a sustainable and organic family farm that provides local produce, collaborates with Fairmont Hotels and Resorts' Fairmont Jasper Park Lodge. Used vegetable oil is returned to the farm by Fairmont employees to power the farm's generator and delivery truck. Some hotels have started implementing techniques like growing their own food and turning food scraps into animal feed. (Mews, 2023)
The resolution of this problem necessitates the involvement of both the employees working at various departments within the hotel. The management could also address this issue by developing tactics that would incentivize guests to produce less waste during their stay.
The training of employees plays a crucial role in enhancing their ability to communicate effectively and comprehend the optimal strategies related to waste management. Digital waste management technologies provide hoteliers with a straightforward and convenient means for all staff members to acquire knowledge in advanced digital hotel management technology. This expertise can then be utilised to automate energy-saving functionalities through various integrations. These solutions enable personnel to effectively control electricity usage in areas of guest rooms that are not being utilised, thereby contributing to energy conservation. Additionally, the digitization of operations facilitated by these tools aids in reducing paper consumption. (The Access Group, 2023)
There is a similar situation in the case of efficient water management. In order to achieve sustainable water management within hotel operations, it is imperative to identify water efficiencies at the property level, implement appropriate wastewater treatment measures, mitigate pressure on freshwater resources through water recycling, and actively engage both staff and guests to promote water stewardship initiatives. (Sustainable Hospitality Alliance, 2023)
These questions are extremely important, since especially after the COVID-19 pandemic, green marketing strategies are getting even more attention for their ability to give businesses competitive advantage and make them more environmentally friendly. In view of the hospitality industry's effort to embrace green marketing and transition towards sustainable development, it is imperative for managers to enhance their focus on natural environmental orientation (NEO), market orientation, resource orientation, and brand orientation. (Ho et al. 2021)


[bookmark: _Toc150594747]Change management by ADKAR model 
To effectively implement these recommendations, it is imperative to have a comprehensive change management plan, as organisational transitions sometimes elicit a natural response towards resistance to change. The issue can arise due to fear regarding unfamiliar circumstances and a perceived lack of authority. Understanding these elements is essential for effectively managing resistance. (Spring, 2021)
To identify how employees will respond to the changes we will use ADKAR five step model. It will allow us to plan the change process more effectively. The model was established approximately twenty years ago by Jeff Hiatt, following an extensive analysis of the change patterns exhibited by over 700 organisations. This resilient concept is predicated upon the recognition that organisational change is contingent upon individual change. (Clayton, 2022)
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The first step is therefore to recognize the problems and communicate them properly to the employees. Each employee must understand why the change is necessary. The problems have already been recognized by the managers and possible solutions have been outlined by us. Creating awareness of the problems and the potential solutions can be effectively communicated on a meeting where every employee from the affected departments is taking part. We can see an example of the successful implementation of this practice on the hotel's own mother brand, the Ritz Carlton. As one of the hotel's biggest assets, hotel managers try to involve employees in every decision-making process with appropriate information, thereby increasing their commitment and motivation. (Solomon, 2015)
Thus, we have arrived at the next level of ADKAR's model. 

[bookmark: _Toc150594749]Desire

It is essential to create a need to inspire people to support and actively engage in the process of change. It entails formulating a motivating vision, overcoming issues, and emphasising the advantages of the change. Each business needs to have a vision for its customer service. In order to make it simple for every employee to memorise, it should not exceed one sentence. Ritz-Carlton Credo: "We're ladies and gentlemen serving ladies and gentlemen" encapsulate the ideal way that each Ritz-Carlton employee should treat both their visitors and fellow staff members. Each worker has a laminated sign bearing the Credo on it. The sign also lists 24 standards that are essential to the Credo's success. A manager reviews one of the points with their team prior to each shift. They will have cycled through all 24 criteria by the end of the month. (Hyken, 2019)
However, understanding the problem and enthusiasm are not enough. It is important that both managers and employees have the appropriate knowledge in order for the change to be of high quality and to be able to take place.




[bookmark: _Toc150594750]Knowledge and Ability

It is crucial to educate people about the change and give them the tools and resources they need to put it into practise. We have already talked about the importance of training, in which the Ritz-Carlton is at the forefront. 

[bookmark: _Toc150594751]Reinforcement

The maintenance of transformation necessitates ongoing support and reinforcement. The act of recognition and appreciation significant achievements, offering constructive feedback, and reinforcing newly adopted behaviours contribute to the integration of change within the organisational culture (Robbins, 2019). 
Every day, staff members at the Ritz Carlton get together for 15-minute staff sessions where they exchange authentic accounts of outstanding customer service. These speeches achieve two objectives. Primary, they reinforce customer service skills the hotel is trying to encourage. Additionally, they give "local fame" to the worker. Everyone aspires to recognition and acceptance from their peers. Being recognised by others is a strong incentive. (Jabaley, 2016)
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	Problem
	Solution
	Desired outcome
	Time Scale
	Completion date
	Planned Budget

	1.
	Poor service
	Training for employees:
· about the use of Mystique's CRM system and how to create a unique experience for guests with its help.
· About the benefits of Marriott Bonvoy employed by Ritz-Carlton
	Improve feedback on poor service and provide reassurance to current customers that their opinions have been adequately considered, hence boosting customer conversion rates.
	6 months
	17/05/2024
	£20,000

	2.
	Marriott Bonvoy benefits uncertainties
	· Properly informing guests via e-mail automation about the benefits of Marriott Bonvoy in a Ritz-Carlton hotel, even before booking a room
· Training for employees about the Marriott Bonvoy benefits applied by the Ritz-Carlton
· 
	Avoidance of a negative guest experience which could led to bad reviews
	3 months
	17/02/2024
	£1000

	3.
	Poor maintenance, old-fashioned design, and lack of new technologies
	Renovation with technological improvements and sustainability aspects in mind
	Increasing guest experience and satisfaction, improve green marketing strategies through implementing sustainable improvements
	1 year
	17/11/2024
	£500,000


[bookmark: _Toc150594753]Conclusion
In the report, we examined all external and internal influences that may directly and indirectly affect the operation of the Ritz-Carton Bali hotel. The PESTEL analysis revealed that the environment is now both politically and economically favourable for members of the hospitality sector. The social effects make it a bit difficult for the hotel to operate, since the guests and the locals come from completely different cultural backgrounds. Furthermore, the locals, who make up the majority of the tourism employees, are nice but uneducated. It turned out that Indonesia is quite technologically backward and has serious garbage and water problems. From these serious conditions, as they affect all tourism players, an advantage can be forged for the hotel through technological and sustainable improvements.
The rest of the analysis revealed that it is a huge advantage for the hotel to be a member of a prominent hotel chain. The Ritz-Carlton's best practices provide valuable insight into how to effectively address a wide range of issues. Following the analysis, we came up with several solutions that, in our opinion, should be able to successfully address the issues that have emerged. We sincerely hope that you found these recommendations helpful and that you will continue to work with us in the future.
The Best Way consultancy would like to thank to the management of the Ritz-Carton Bali for the opportunity to participate in this project!
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