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0. [bookmark: _Toc167811043]Executive summary
The present consultancy report examines the notable operational obstacles encountered by Sterling Heights Hotel, with a specific emphasis on the enduring inefficiencies in the front office and the substantial staff attrition. The aforementioned concerns have had a significant influence on the hotel's operations, standing, and income. The report conducts an analysis of the impacts of these issues, identifies their underlying causes, and offers comprehensive recommendations for their mitigation. The primary causes of the hotel's high staff turnover are inadequate employee training, ineffective management practices, and substandard working conditions. In addition, these difficulties are exacerbated by the dynamic nature of visitor expectations and the intensely competitive market environment. The regular attrition of seasoned personnel causes a depletion of institutional knowledge, disrupts the continuity of services, and contributes to inconsistent experiences for guests, all of which have an adverse impact on guest satisfaction ratings and online evaluations. The primary factors contributing to the challenges faced by the hotel are internal management deficiencies and external market pressures, according to our findings, which are grounded in rigorous analytical frameworks including PESTEL and SWOT analyses. The analysis of quantitative data reveals concerning metrics: the hotel experiences an annual attrition rate of 30%, which is notably elevated compared to the industry mean of 15-20%. In the past year, guest satisfaction ratings have decreased from 85% to 70%, attributable to inconsistent service. In addition, operational metrics reveal that check-in periods are significantly extended, averaging 15 minutes, in contrast to the industry norm of 5-7 minutes. This highlights the critical nature of the operational inefficiencies. In order to tackle these concerns, the report proposes a number of pivotal approaches. Ensuring the implementation of comprehensive employee engagement and retention programmes is of utmost importance. It is imperative that these programmes incorporate competitive remuneration packages, transparent avenues for professional growth, and consistent acknowledgment and incentives for staff contributions. Leading hotel chains, including Marriott International, have effectively implemented such initiatives, which have yielded favourable rates of employee retention. Furthermore, the implementation of mentorship initiatives, wherein senior personnel serve as mentors to novice staff, has the potential to cultivate a nurturing professional atmosphere and augment levels of job contentment. Furthermore, it is critical to enhance front office operations by incorporating a contemporary Property Management System (PMS). By automating check-in/check-out, reservations, and invoicing, this system will substantially reduce manual errors and increase operational efficiency. The potential advantages of this approach are exemplified through the use of advanced PMS by Hilton Hotels to augment guest contentment. Furthermore, the integration of self-service kiosks and mobile check-in alternatives will result in decreased waiting periods and an enhanced overall visitor experience. Finally, it is crucial for the organization's long-term success to cultivate a culture that emphasises ongoing enhancement. This requires staff to be encouraged to identify and propose enhancements to their respective workflows and the visitor experience as a whole. Consistent performance evaluations and feedback systems can facilitate the identification of areas requiring improvement. In addition, by identifying waste and optimising processes, lean management principles can facilitate the enhancement of operational efficiency. Additionally, sustainability initiatives should be a primary focus. In order to meet the growing expectations of environmentally conscious patrons, the hotel ought to implement energy-efficient lighting and heating systems, extensive recycling initiatives, and the procurement of locally sourced products. By implementing these initiatives, the hotel will not only decrease operational expenses but also appeal to environmentally aware clientele, thereby bolstering its market appeal. The implementation strategy for these suggestions consists of ongoing performance evaluations, phased integration of the PMS, and the execution of preliminary employee satisfaction surveys to customise retention strategies. Training programmes for personnel will be crucial in ensuring that new technologies and processes are adopted successfully. The proposed expenditures for these endeavours consist of £100,000 for the PMS, between £100,000 and £300,000 for training, and between £50,000 and £100,000 for sustainability measures. The anticipated advantages of increased operational efficiency, decreased employee turnover, heightened visitor satisfaction, and enhanced marketability provide justification for these investments. In order to assess the efficacy of these approaches, an all-encompassing framework for evaluation and quantification will be developed. On a routine basis, critical performance indicators (KPIs) will be monitored, including turnover rates, visitor satisfaction ratings, and operational metrics. An improvement in the rate of employee attrition will serve as an indicator of the efficacy of programmes designed to retain members. Successful operational optimisations will be evidenced by increased visitor satisfaction and decreased check-in times. The evaluation of sustainability endeavours will involve monitoring the decline in energy usage and refuse production, in accordance with predetermined objectives for ecological performance. In conclusion, a multifaceted strategy is required to resolve the high staff turnover and operational inefficiencies at the Sterling Heights Hotel. Significant enhancements in operational efficiency, employee morale, and visitor satisfaction will result from the implementation of the suggested strategies; consequently, these will fuel increased profitability and market competitiveness. For the privilege of collaborating with the Sterling Heights Hotel on this endeavour, we extend our sincere appreciation. The knowledge acquired and the tactics formulated are intended to strategically situate the hotel for enduring expansion and triumph in the fiercely competitive hospitality industry. We eagerly anticipate potential future collaborations and are certain that the hotel's operations and overall performance will undergo substantial improvements as a result of implementing these suggestions.
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1. [bookmark: _Toc167811044]Introduction
Organisational consultants are vital in the hospitality sector as they offer specialised counsel and tactics to optimise business operations, elevate client contentment, and stimulate expansion. Their responsibilities consist of problem diagnosis, solution development, and assuring the successful execution of these strategies. Professional assistance is of  necessity for hotel management in order to successfully navigate the complex structure of the highly competitive hospitality industry and attain long-term success (Shaw, 2017). Hotel management requires consulting services because they provide an external viewpoint that can detect problems and opportunities that internal personnel may fail to notice (Younger, 2016). Maintaining a competitive advantage requires the specialised knowledge and experience that consultants provide in areas such as customer service, market positioning, and operational efficiency. Significant enhancements in performance, profitability, and the overall visitor experience can result from their interventions (Noordzij, 2014). In the context of organisational consultancy, ethical considerations are critical for safeguarding the consultant-client relationship by promoting trust and integrity. Aspects of ethics that consultants are obligated to uphold include accountability, transparency, and confidentiality (Baron and Armstrong,  2007). They should ensure that their recommendations are in the client organization's best interest and avoid any potential conflicts of interest. By upholding ethical standards, consulting firms not only safeguard the hotel's interests but also bolster their own credibility and reputation (Johnson et al., 2020). The prestigious Hotel Sterling Heights Hotel, situated in the centre of London, is renowned for its opulent lodgings and outstanding service. Each of the hotel's two hundred tastefully appointed accommodations is furnished with contemporary conveniences to guarantee a pleasant sojourn for patrons. In addition, the hotel provides an extensive array of amenities to accommodate the needs of both corporate and leisure guests, such as a gourmet restaurant, a cutting-edge fitness centre, and ample conference and event venues (Buttrick, 2009). NextGen Hospitality Consulting is an industry-leading hospitality industry consulting firm. NextGen provides comprehensive consulting services with the objective of augmenting operational efficiency, enhancing visitor satisfaction, and bolstering overall performance, facilitated by a team of seasoned professionals. The company has a demonstrated history of delivering effective projects in the hospitality industry, assisting clients in attaining their strategic objectives by means of inventive and functional resolutions (Younger, 2016). At present, the Sterling Heights Hotel is confronted with substantial obstacles pertaining to elevated rates of employee attrition and operational inefficiencies prevalent in its front desk procedures. The challenges are detrimentally impacting the hotel's capacity to provide regular and superior service to its clientele, resulting in decreased guest contentment and overall operational effectiveness. It is of the utmost importance that the hotel tackles these issues in order to maintain its competitiveness and long-term viability (Kotter, 2007). A number of analytical frameworks will be applied to this report in order to diagnose and resolve the hotel's problems. Utilising PESTEL analysis, the external environmental factors affecting the hotel will be identified. An external opportunities and threats, in addition to the hotel's internal strengths and vulnerabilities, will be identified with the aid of a SWOT analysis. The approach will then utilise TOWS analysis to formulate strategic alternatives that capitalise on opportunities and strengths while minimising threats and weaknesses. By applying these frameworks, a thorough comprehension of the hotel's present circumstances can be achieved, and the formulation of efficacious resolutions can be facilitated.

2. [bookmark: _Toc167811045]Analysis
2.1. [bookmark: _Toc167811046]Issue description
The Sterling Heights Hotel is currently facing considerable operational difficulties, which are predominantly marked by a substantial attrition rate of personnel and enduring inefficiencies in its front desk procedures. A high rate of employee attrition is especially deleterious, as it initiates an ongoing process of hiring, training, and integrating new personnel, which significantly depletes resources and has an adverse effect on the quality of service provided (Noodzive, 2015). A loss of institutional knowledge and operational disruptions ensue from the frequent attrition of seasoned personnel, culminating in inconsistent visitor experiences and discontentment (Baron and Armstrong, 2007). Furthermore, insufficiencies in training, communication, and antiquated management methods further compound operational inefficiencies in the front office (Shaw, 2017). The shortcomings become apparent through extended check-in and check-out periods, erroneous guest invoices, and inadequate reservation administration. These issues collectively detract from the overall satisfaction of the guests (Johnson et al., 2020). The underlying factors contributing to these challenges seem to be diverse, encompassing deficiencies in internal management as well as external market forces. Low staff morale and engagement are internal factors that contribute to accelerated attrition rates; inadequate investment in employee development and ineffective leadership further exacerbate these challenges (CIPD, 2021). The existing operational framework is inadequate in meeting the increasing efficiency and service standards demanded by external factors such as competitive pressures and evolving visitor expectations. In order to effectively tackle these challenges, a full strategy is necessary, which combines strategic human resource management, process optimisation, and the implementation of cutting-edge technologies to improve operational efficiency and retain personnel. Failure to implement such interventions will result in the hotel continuing to face challenges in maintaining its market position and providing exceptional guest experiences (Dulguun, 2023).

2.2. [bookmark: _Toc167811047]Impact on the hotel
The extensive attrition of personnel and inefficiencies in operations at Sterling Heights Hotel significantly impair the establishment's revenue, reputation, and overall performance. To begin with, the ongoing process of recruiting and instructing fresh personnel results in substantial financial expenditures and causes interruptions to routine activities, ultimately diminishing overall efficiency (Park and Min, 2020). Constant employee attrition not only depletes financial assets but also undermines service quality, as inexperienced and frequently new hires grapple with adhering to the hotel's expectations; consequently, frequent client grievances and discontentment ensue (Baron and Armstrong, 2007). The challenges are further compounded by the inefficiencies present in the front office, which result in errors and delays in critical visitor services including check-in, billing, and reservations (Shaw, 2017). The presence of operational defects contributes to an inadequate guest experience, which in turn generates unfavourable reviews and a tarnished reputation. These consequences are especially detrimental in the hospitality sector, where the decisions of prospective customers are heavily influenced by word-of-mouth and online reviews (Datta, 2020). These issues have a financial ramification of missed revenue opportunities. Guests who are unsatisfied have a reduced likelihood of revisiting, and their negative feedback can frequently discourage prospective new consumers (Kotter, 207). Moreover, the operational expenses are exacerbated by the inefficiencies and high staff attrition, which further deplete the hotel's profitability (Younger, 2016). Due to the highly competitive nature of the hospitality industry, a potential consequence for the hotel is a reduction in market share as clientele choose more efficiently managed options in lieu of maintaining superior service standards and operational efficiency (Ali et al., 2021). Hence, in addition to restoring operational efficiency, it is crucial to resolve these concerns in order to protect the hotel's reputation and financial stability (Martinez-Leon and Martinez-Garcia, 2011).

2.3. [bookmark: _Toc167811048]Causes
The operational inefficiencies and high staff turnover at Sterling Heights Hotel can be attributed to a variety of factors, including managerial practices, working conditions, and market competition. A substantial contributor has been identified as the hotel's management practices, specifically ineffective leadership and insufficient investment in staff development and training. Insufficient support and unclear avenues for career advancement contribute to diminished employee morale and engagement, thereby intensifying rates of employee attrition (Dwesini, 2019). Furthermore, the state of working conditions is critiocal; employees frequently endure excessively extended work hours, inadequate training, and a dearth of acknowledgment. These factors collectively contribute to employee discontentment with their jobs and elevated rates of employee turnover (CIPD, 2017). These challenges are exacerbated by the highly competitive nature of the hospitality industry, whereby staff members are drawn to competing hotels that provide more favourable compensation, benefits, and work environments (King et al., 2021). The findings are supported by quantitative data, which uncovers concerning metrics pertaining to employee attrition and operational efficacy. The hotel exhibits a notable deviation from the industry average of 15-20% in terms of employee retention, as evidenced by its 30% annual attrition rate. In addition, guest satisfaction ratings have decreased from 85% to 70% over the past year, reflecting the negative effects of inconsistent service and inefficient operations (Younger, 2016). Moreover, operational metrics indicate that front office check-in periods average 15 minutes in length, which is significantly longer than the industry norm of 5 to 7 minutes. This underscores operational inefficiencies. The statistics emphasise the critical nature of implementing all-encompassing approaches to rectify the managerial and operational shortcomings that impact the Sterling Heights Hotel. Benavides-Velasco, Quintana-García and Marchante-Lara, (2014) asserts that in order to address these concerns and regain the hotel's market competitiveness and operational efficiency, it is critical to implement efficacious measures, including but not limited to competitive compensation packages, enhanced training programmes, and improved management practices.

2.4. [bookmark: _Toc167811049]PESTEL Analysis
Political factors
The hotel industry is significantly impacted by political factors, especially in the United Kingdom, where recent occurrences like Brexit have presented novel complexities. Post-Brexit implementation of a points-based immigration system has severely impacted the availability of unskilled labour, upon which hotels rely extensively (IBISWorld, 2024). By imposing entry restrictions on numerous EU nationals who have previously occupied critical positions in the hospitality industry, this system contributes to escalated labour expenses and operational complexities (Ette, 2023). Moreover, hotels may incur substantial expenses due to ongoing compliance efforts necessitated by adjustments in regulations pertaining to health and safety, fire safety, and food hygiene (OECD, 2020).

Economic factors 
Economic factors exert a significant influence on the operational environment of hotels. The hotel industry in the United Kingdom has encountered considerable economic difficulties, primarily attributable to the COVID-19 pandemic, which has caused considerable declines in revenue and escalated operational expenditures  (Hutton, Foley, and Irvine, 2022). In addition, consumer budgets have been constrained by the ongoing cost-of-living crisis, resulting in decreased discretionary spending on travel and lodging. The economic burden is further intensified by inflationary forces, which result in escalated expenses for hotel operations-related products and services (McKinsey, 2020). Despite this, a favourable prospect exists due to the anticipated resurgence in global tourism and the growth of disposable incomes, both of which have the potential to enhance hotel revenues in the foreseeable future (IBISWorld, 2024).

Social factors
Social factors, such as demographic transitions and evolving consumer preferences, exert a significant influence on the hospitality sector. The increasing desire for distinctive and individualised experiences has resulted in the emergence of boutique hotels and the provision of specialised services (Lin and Choe, 2022). Furthermore, the growing inclination towards environmentally conscious and wellness-oriented travel has obligated hotels to incorporate wellness amenities and sustainable practices into their offerings. In order to optimise guest experiences and streamline operations, the implementation of advanced technologies is imperative due to the demographic transition towards a more technologically proficient consumer base (Deloitte, 2023).

Technological
Technological progress is having a profound impact on the hospitality sector, compelling hotels to implement novel approaches in order to maintain their competitive edge. Customers' interactions with hotels have been significantly transformed by the proliferation of online travel agencies (OTAs) and the increasing adoption of mobile technology for making reservations (PwC, 2023). To satisfy the expectations of guests, the incorporation of technologies such as mobile room keys, self-check-in kiosks, and personalised room settings is growing in significance. The implementation of these technologies not only increases operational efficacy but also elevates consumer contentment through the provision of efficient and customised experiences (Das, 2023).

Environmental factors
The operations of hotels are being progressively impacted by environmental factors, as a result of growing consumer consciousness and regulatory obligations concerning sustainability (PwC, 2023). A growing number of entities are recognising the importance of environmentally sustainable practices, such as investing in energy-efficient systems, minimising carbon footprints, and implementing sustainable waste management methods (Fenech and Chemmanur, 2024). In addition to the potential loss of environmentally conscious guests, hotels that do not adopt these practices may also be subject to regulatory penalties. Long-term cost savings can also result from sustainability initiatives through the reduction of energy and resource consumption (Crowther, Halidu and Rockson, 2024).

Legal factors
Legal factors comprise an extensive array of regulations that hotels are obligated to adhere to in order to conduct their operations in a lawful and ethical manner. The aforementioned encompasses health and safety regulations, food safety laws, licencing requirements, and fire safety standards (IBISWorld, 2024). Adherence to these regulations is critical in order to prevent legal ramifications and uphold a secure setting for personnel and visitors alike. In addition, recent legislative advancements, including novel regulations pertaining to short-term accommodations, aim to establish equitable conditions for conventional hotels and home-sharing platforms such as Airbnb. These modifications may have an influence on the industry's competitive dynamics (IBISWorld, 2024).

2.5. [bookmark: _Toc167811050]SWOT Analysis
	Strengths
	Weaknesses

	-Situated in the centre of London, the Sterling Heights Hotel is an ideal location for business and leisure travellers. It is favoured by affluent clientele due to its opulent accommodations and prestigious reputation (Johnson et al., 2017).
-The hotel provides an extensive selection of facilities for conferences and events, a gourmet restaurant, and state-of-the-art fitness centres, all of which accommodate to a diverse clientele and enhance the guest experience.
-The Sterling Heights Hotel is renowned for its dedication to providing outstanding service and superior quality, factors that contribute to the hotel's ability to retain a significant number of rooms (Brierley,2006).
	-High staff attrition is a notable drawback that has adverse effects on service quality, recruitment, and operations (Baron and Armstrong, 2007). It also contributes to increased expenses associated with training and hiring. 
-Guests are dissatisfied and leave negative evaluations due to operational inefficiencies in the front office, including issues like extended check-in periods and errors in reservations (Shaw, 2017). 
-Low employee engagement and morale are consequences of employing obsolete management techniques and allocating inadequate resources towards staff development (Weideman and Hofmeyr, 2020).


	Opportunities
	Threats

	-An opportunity exists to optimise operational efficiency and visitor satisfaction through the implementation of technological advancements, including self-check-in kiosks, mobile room keys, and advanced guest management systems (IBISWorld, 2024).
-The hotel can potentially attract environmentally conscious clients and realise long-term cost savings by implementing sustainable operations in response to the growing demand for eco-friendly practices (Barakagira and Paapa, 2023).
 -The anticipated resurgence in global tourism and the growth of disposable incomes offer a substantial potential for enhancing occupancy rates and revenues (IBISWorld, 2024).
	-Economic instability can have a detrimental effect on hotel revenues (IBISWorld, 2024). Inflation and the cost-of-living crisis are two such economic factors that have the potential to reduce discretionary spending on travel and lodging (Clark, 2024).
 -The establishment faces significant opposition from other high-end hotels and alternative lodging alternatives, such as Airbnb, which jeopardises its market share and requires ongoing service enhancements and innovation (IBISWorld, 2024). 
-Regulatory changes, specifically those pertaining to immigration, health and safety, and short-term rentals, may present supplementary operational expenditures and compliance complexities (OECD, 2020).




2.6. [bookmark: _Toc167811051]TOWS Analysis
	
	Strengths
	Weaknesses

	Opportunities
	· By incorporating modern technology, including self-check-in kiosks, mobile room keys, and visitor management systems, the hotel can leverage its well-established brand and extensive array of amenities to its advantage (Cobanoglu et al., 2020). In line with the growing need for technologically proficient services, these technologies have the potential to improve both visitor satisfaction and operational efficiency (IBISWorld, 2024). 
· By utilising its prestigious location and reputation, the Sterling Heights Hotel can attract environmentally conscious visitors through the implementation of sustainable initiatives. By implementing strategies such as energy-efficient systems, waste reduction programmes, and eco-friendly amenities, the hotel can establish a unique identity in the market and attract an expanding clientele (Chen, 2015). 
· In anticipation of the resurgence in global tourism, the hotel can exploit its extravagant lodgings and advantageous positioning to entice affluent visitors. IBISWorld (2024) suggests that revenue and occupancy rates can be increased through the implementation of strategic marketing campaigns that emphasise distinctive experiences for international visitors.
	· In order to rectify the deficiencies in management practices, the hotel may implement sophisticated management systems that furnish real-time data and analytics to augment the quality of decision-making (Anubala, 2023). By providing improved opportunities for staff development and support, this integration may increase operational efficiency and decrease employee turnover (Shaw, 2017).
· The hotel can enhance its appeal to environmentally conscious and tech-savvy visitors by implementing sustainable practices and optimising operational efficiencies. By promoting these enhancements, the hotel can expand its clientele and enhance its standing (IBISWorld, 2024).
· Implementing comprehensive training and development initiatives can effectively address the issue of employee attrition. The hotel can increase personnel motivation and talent retention by implementing strategies that promote job satisfaction and career advancement (Baron and Armstrong, 2007).


	Threats
	· To maintain a competitive advantage, the hotel must consistently improve its service offerings and guest experiences through innovation. By capitalising on its well-established brand and extensive range of amenities, Sterling Heights has the potential to implement loyalty programmes and exclusive packages as a means to both attract and retain new customers (Anning-Dorson and Nyamekye, 2020). 
· Amidst economic instability, the hotel can leverage its robust brand and operational proficiencies to execute cost-reduction strategies and maximise resource allocation. Profitability can be preserved and the effects of economic instability mitigated through waste reduction and operational streamlining (Kandampully and  Sonet, 2020).
· To mitigate regulatory risks, Sterling Heights Hotel ought to proactively update its policies and provide staff with training on newly implemented regulations. Adopting this initiative-taking stance will guarantee seamless operations and circumvent potential legal complications.
	· In order to alleviate the risks associated with economic instability and competitive pressures, it is imperative for the Sterling Heights Hotel to prioritise the reduction of its substantial staff turnover. The implementation of effective employee engagement and retention strategies, including the provision of competitive compensation packages and recognition programmes, has the potential to enhance service quality and foster workforce stability (Mohsin, Brochado, and Rodrigues, 2022). 
· In order to mitigate the impact of regulatory changes and market competition, the hotel must implement streamlined operational processes. By implementing process optimisation techniques and adopting best practices in front office management, it is possible to decrease inefficiencies and increase visitor satisfaction (Dewi et al., 2022).
· Enhancing risk management and compliance frameworks can assist the hotel in navigating regulatory changes and mitigating the risks that accompany them. Consistent audits and ongoing staff education regarding compliance matters will guarantee the hotel's operations are protected in accordance with legal requirements (Nesteroska and Petrovska, 2014).




3. [bookmark: _Toc167811052]Recommendations and Change management
3.1. [bookmark: _Toc167811053]Recommendations 
· It is critical to implement comprehensive employee retention and engagement initiatives. This includes recognising and rewarding employee contributions, providing clear career advancement paths, and offering competitive compensation packages (Banfield, Kay and Royles, 2018). In order to enhance employee satisfaction and mitigate attrition, it is imperative to offer consistent training and development opportunities that furnish personnel with the essential competencies and understanding (Armstrong and Taylor, 2020). In addition to fostering a supportive work environment, mentoring programmes and routine feedback sessions have the potential to increase employee loyalty and performance (Young, 2023). 
· By implementing modern technology and streamlining procedures, operational inefficiencies can be reduced. Jones, Hillier, and Comfort (2014) state that by automating check-in/check-out, reservations, and invoicing, modern property management system (PMS) implementation can substantially enhance front office operations. Law, Buhalis, and Cobanoglu(2014) state that by integrating self-service kiosks and mobile check-in options, wait times can be reduced and the visitor experience can be enhanced. In addition, consistent front office staff training regarding emerging technologies and optimal customer service methodologies will guarantee streamlined and effective operations (Ahmad and Scott, 2013).
· For the organization's long-term success, fostering a culture of continuous improvement is essential. This requires encouraging personnel at all levels to identify and propose workflow and visitor experience enhancements. The establishment of routine performance evaluations and feedback systems can facilitate the identification of areas requiring improvement (Burnes, 2014). Moreover, operational efficiency can be enhanced through the identification of waste and the optimisation of processes made possible by the implementation of lean management principles (Womack and Jones, 2003). 
· In response to the growing expectation of customers for eco-conscious operations, it is recommended that the hotel embrace sustainability initiatives. To reduce carbon footprints, this includes the use of energy-efficient lighting and heating systems, waste reduction programmes, and the procurement of locally produced products (Chan and Wong, 2006). Endorsing these practices has the potential to draw environmentally aware visitors and ultimately decrease operational expenses (Font and McCabe, 2017).

3.2. [bookmark: _Toc167811054]Implementation
To successfully execute the suggested solutions for Sterling Heights Hotel, it is imperative to adopt a methodical and progressive strategy that guarantees the uniform integration of each initiative into the hotel's daily operations. Conducting an employee satisfaction survey to identify key areas of discontent and opportunities for enhancement is the initial step. Tailored retention strategies, including but not limited to competitive remuneration packages, opportunities for career development, and routine recognition programmes, ought to be formulated in accordance with the survey findings (Armstrong and Taylor,  2020). Marriott International has established itself as a paradigm for excellence through the effective implementation of extensive training and career advancement initiatives, which have yielded commendable levels of employee retention (Neupane and Khanal, 2022). Mentorship initiatives, in which senior personnel serve as mentors to novice staff, have the potential to cultivate a nurturing atmosphere and augment levels of job contentment (Young, 2023). The implementation of a contemporary Property Management System (PMS) is essential for optimising the operations of the front desk. The PMS ought to automate check-in/check-out procedures, invoicing, and reservation management. In order to improve operational efficiency and visitor satisfaction, Hilton Hotels employ sophisticated PMS (Law, Buhalis and Cobanoglu, 2014). In addition, mobile check-in and self-service kiosks have the potential to substantially diminish waiting periods, thereby enhancing the overall efficiency of the visitor experience (Buhalis and Leung, 2018). To ensure staff proficiency in utilising new technologies, it is recommended that training programmes be implemented. Radisson Hotel Group's extensive staff training initiatives can be considered as a model in this regard (Radisson, 2022). In order to foster a corporate environment that values ongoing enhancement, it is imperative to implement routine performance evaluations and feedback channels. Promoting staff engagement in the identification and proposal of process enhancements has the potential to augment operational efficiency. In order to identify and eradicate inefficiencies, it is advisable to embrace lean management principles, as exemplified by the Ritz-Carlton, an organisation that perpetually strives to enhance service provision and streamline operations (Saratun, 2016). Consistently organising seminars and training sessions pertaining to lean management and customer service excellence is imperative to uphold elevated benchmarks. Practical measures are necessary to adopt sustainability initiatives, including the installation of energy-efficient lighting and heating systems, the establishment of comprehensive recycling programmes, and the procurement of local products. By implementing green practices throughout its properties, InterContinental Hotels Group has achieved notable progress in sustainability. This has resulted in decreased operational expenses and the attraction of environmentally aware visitors (IHG, 2023). In a similar vein, marketing campaigns should be employed by Sterling Heights Hotel to draw in an expanding demographic of environmentally aware guests (Font and McCabe, 2017).

3.3. [bookmark: _Toc167811055]Change management strategies
In order for Sterling Heights Hotel to successfully execute change management strategies, a thorough examination of well-established theoretical frameworks and their tangible implementations is imperative. The Eight-Step Change Model by John P. Kotter is an internationally acclaimed framework that offers a methodical process for executing change. Creating a sense of urgency is the initial phase, which entails educating staff about the necessity for change by emphasising existing inefficiencies and the detrimental effects they have on the achievement of the hotel. This can be conveyed via town hall meetings, during which administration will address the deteriorating visitor satisfaction ratings and competitive pressures (Spiridonova, 2021). In the second phase, a formidable coalition is constructed by convening a group of department chiefs and influential leaders capable of spearheading the transformation. Marriott International frequently establishes cross-functional teams to spearhead significant undertakings, by this means guaranteeing a multitude of viewpoints and extensive backing (Neupane and Khanal, 2022). Lewin's Change Management Model offers an additional fundamental framework. Refreezing, altering, and unfreezing are its three phases. The objective of the unfreezing phase is to prepare the organisation for change through the questioning of established norms and behaviours (Hussain et al., 2018). This may entail organising seminars and discussions at the Sterling Heights Hotel to examine the existing operational inefficiencies and the advantages that can be derived from implementing novel practices. The altering phase encompasses the practical execution of the proposed changes, such as the integration of an additional Property Management System (PMS). Personnel experience intensive training sessions to become proficient in operating newly implemented systems during this phase. The objective of the refreezing phase is to implant these modifications into the organisational culture. The establishment of consistent feedback and ongoing support and reinforcement via recognition programmes guarantees the maintenance of newly acquired behaviours. For examining individual change processes, the ADKAR Model (Awareness, Desire, Knowledge, Ability, Reinforcement) is especially useful. To illustrate, hotel management can initiate the improvement of front office operations by increasing awareness regarding the advantages of emerging technologies and the imperative for transformation. By engaging employees in the change process and attending to their concerns, one can nurture desire and consequently develop a favourable disposition towards novel systems (Paramitha and Suroso, 2020). Acquiring knowledge via exhaustive training guarantees that personnel are adequately equipped to execute modifications. Capability is enhanced through the provision of ongoing support and practical, hands-on instruction. In conclusion, reinforcement is accomplished by means of regular performance evaluations and rewards that recognise effective adjustment to novel procedures (Hiatt, 2006). On the other hand,   leadership that is transformational is indispensable for change management. Transformational leaders motivate and inspire personnel to adopt change through the effective communication of a distinct vision and the exhibition of unwavering dedication. As an illustration, the transformational leadership methodology implemented at Ritz-Carlton entails leaders who actively participate in training and development initiatives, thereby ensuring that staff members comprehend and concur with the objectives of the organisation (Bakker et al., 2023). These leaders consistently offer motivation and acknowledge accomplishments, thereby facilitating the maintenance of progress and dedication throughout the process of change. Additionally, effective communication is a crucial tactic. An continuous and transparent communication strategy guarantees that every employee is well-informed and actively involved. Consistent communication via newsletters, staff meetings, and an open-door policy that encourages the expression of concerns and suggestions is imperative. Hilton Hotels effectively demonstrates this through their all-encompassing internal communication strategies, consisting of periodic feedback sessions and briefings, which guarantee that every member of staff is informed about the organization's goals and modifications (Law, Buhalis, and Cobanoglu, 2014).

3.4. [bookmark: _Toc167811056]Review and measurement
To evaluate the efficacy of the strategies that have been executed at Sterling Heights Hotel, an all-encompassing assessment and evaluation framework will be developed. This framework will integrate qualitative and quantitative metrics. Regular tracking will be conducted of key performance indicators (KPIs), including but not limited to employee turnover rates, visitor satisfaction scores, and operational efficiency metrics (Dasandara et al., 2022). An instance of decreased employee attrition would serve as an indicator of the efficacy of programmes designed to improve employee engagement and retention. The assessment of guest satisfaction can be conducted via post-stay surveys and online reviews; a steady increase in ratings serves as an indication of enhanced service quality and operational effectiveness (Armstrong and Taylor, 2020). The evaluation of operational efficiency can be achieved through the surveillance of mean check-in and check-out durations, with the objective of bringing them into conformity with industry standards. In addition, regular performance evaluations and feedback sessions will offer valuable insights into the engagement and morale of employees, serving as indicators of the effectiveness of training initiatives and managerial strategies (Young, 2023). The assessment of new technology implementation will be predicated on the degree of user adoption and the mitigation of operational errors. Additionally, crucial indicators of success will include financial metrics, including revenue growth resulting from higher occupancy rates and cost reductions associated with decreased turnover. The evaluation of sustainability efforts will involve monitoring the decline in energy usage and refuse production, in accordance with predetermined objectives for ecological performance (Font and McCabe, 2017). Consistent evaluations that incorporate essential stakeholders—staff, management, and customers—will guarantee the ongoing enhancement and adjustment of strategies. Effective performance evaluation across multiple dimensions can be achieved with the aid of balanced scorecards (Kaplan and Norton, 1992). Through the integration of these metrics and tools, Sterling Heights Hotel can guarantee a comprehensive assessment of its strategic endeavours, by this means cultivating an environment that promotes ongoing enhancement and enduring prosperity.

3.5. [bookmark: _Toc167811057]Benefits
It is expected that the implementation of the suggested modifications at Sterling Heights Hotel will result in a multitude of substantial advantages, augmenting operational effectiveness and overall business performance. To begin with, implementing enhanced employee engagement and retention initiatives to mitigate high staff attrition will result in reduced expenses associated with recruitment and training, alongside heightened employee morale and productivity (Armstrong and Taylor, 2020). Ensuring staff stability has the potential to enhance service quality, in this manner fostering greater guest loyalty and satisfaction—both of which are imperative for sustaining a competitive advantage in the hospitality sector (Jones, Hillier and Comfort, 2013). Additionally, the implementation of cutting-edge technologies in the front office, including self-service kiosks and a modern Property Management System (PMS), can enhance operational efficiency and improve the guest experience by streamlining processes, decreasing check-in and check-out durations, and minimising errors (Law, Buhalis, and Cobanolu,  2014). It is probable that these enhancements will generate favourable evaluations and encourage customers to revisit, thus augmenting the rate of occupancy and revenue. In addition, the implementation of lean management principles and the promotion of a culture that values ongoing enhancement will facilitate the detection and eradication of inefficiencies, resulting in enhanced resource utilisation and financial savings (Womack and Jones, 2003). By implementing sustainability measures, including waste reduction programmes and energy-efficient systems, the hotel can enhance its marketability and reputation while also catering to environmentally conscious guests (Chan and Wong, 2006). As a result of these strategic modifications implemented in unison, Sterling Heights Hotel will establish itself as a frontrunner in sustainability and high-quality service. This will result in sustained profitability and expansion, as well as adherence to regulatory requirements and fulfilment of the changing demands of contemporary travellers.

3.6. [bookmark: _Toc167811058]Financial considerations 
Several substantial expenses are required to implement the suggested modifications at Sterling Heights Hotel; however, these expenditures are rationalised in light of the expected advantages and the hotel's potential for augmented revenue. The principal expenditure will consist of the installation of a contemporary Property Management System (PMS), with costs varying from £40,000 to £100,000 contingent upon implementation scope and feature set. By implementing this system, front desk operations, billing, and reservations will be streamlined, resulting in a substantial increase in operational efficiency and visitor satisfaction. In addition, staff training programmes are critical for ensuring that new technologies and procedures are adopted successfully (Cloudbeds, 2019). Per employee, training expenses can range between £1,000 and £3,000. Considering the workforce of Sterling Heights, which comprises around one hundred front office and managerial personnel, the projected training expenditures range from £100,000 to £300,000. By making this financial commitment, it will guarantee that personnel are well-versed in the novel systems and driven to provide improved service standards. Furthermore, it is estimated that sustainability initiatives, including the installation of energy-efficient lighting and heating systems and the establishment of comprehensive recycling programmes, will incur expenses between £50,000 and £10,000. These initiatives increase marketability and long-term savings by not only attracting environmentally conscious visitors but also decreasing operational expenses (Font and McCabe, 2017). In light of these investments, the Sterling Heights Hotel can anticipate significant financial gains in the form of enhanced operational efficiency, decreased employee attrition, heightened visitor contentment, and increased occupancy levels. By strategically allocating resources to these initiatives, the hotel can maintain its competitiveness in the continually shifting hospitality market, which encourages long-term growth and profitability. While the initial investments are substantial, they are indispensable for achieving sustained success and preserving a competitive advantage within the sector. 

4. [bookmark: _Toc167811059]Action Plan
	No.
	Problem 
	Solution
	Desired outcome
	Time scale
	Completion Date
	Planned budget

	1.
	High staff turnover
	Integrate broad initiatives to foster employee engagement and retention, encompassing competitive remuneration, consistent acknowledgment and incentives, and prospects for professional growth.
	A decrease in employee attrition, enhanced employee morale, and increased output.

	6months
	30/11/2024
	£150,000

	2. 
	Operational Inefficiencies
	Incorporate self-service kiosks and mobile check-in alternatives while automating reservations, invoices, and check-in/check-out procedures via a contemporary Property Management System
	Reduced wait times, improved operations, and increased. customer satisfaction.

	4months
	30/09/2024
	£100,000

	3. 
	Poor staff training
	Implement consistent training initiatives that cover emerging technologies and optimal customer service methodologies, while also integrating feedback systems to foster ongoing enhancement.
	Service quality and staff competence enhancements.

	6months
	30/11/2024
	£100,000

	4. 
	Failure to make ongoing improvements
	Foster a culture of perpetual enhancement by implementing feedback mechanisms, conducting routine performance evaluations, and embracing lean management principles.
	Increased operational efficiency and a culture of initiative-taking and problem-solving.

	12months
	31/05/2025
	£50,000

	5.
	Sustainability practices
	Adopt and publicise energy-efficient systems and comprehensive recycling programmes in order to appeal to visitors who are environmentally aware.
	Enhanced marketability, decreased operational expenses, and increased guest satisfaction.

	6months
	30/11/2024
	£75,000




5. [bookmark: _Toc167811060]Conclusion 
Finally, the consultancy report for the Sterling Heights Hotel effectively tackles substantial operational obstacles that have a profound impact on the establishment's revenue, reputation, and overall performance. High staff turnover and persistent operational inefficiencies in the front office, caused by ineffectual management practices, inadequate employee training, and substandard working conditions, have been identified as the primary issues. Intense market competition and changing visitor expectations are examples of external pressures that exacerbate these difficulties. The examination, which employed frameworks including PESTEL and SWOT, revealed that substandard working conditions, inadequate leadership, and a dearth of opportunities for career advancement are the primary causes of high employee turnover. On the other hand, obsolete management systems and inadequate training contribute to operational inefficiencies. These various elements contribute to diminished employee morale and engagement, resulting in unreliable service quality and unfavourable visitor experiences; these are manifested through a reduction in guest satisfaction ratings and unfavourable evaluations. In response to these concerns, the report proposes a range of all-encompassing remedies. It is critical to establish comprehensive employee engagement and retention initiatives that encompass competitive compensation packages, opportunities for professional growth, and consistent acknowledgment and incentives. Illustrative instances from Marriott International and other prosperous hotel chains substantiate the efficacy of said programmes with regard to staff morale enhancement and turnover reduction. The implementation of a contemporary Property Management System (PMS) will optimise front office procedures, diminish the duration of check-in and check-out processes, and mitigate errors, thereby substantially augmenting visitor contentment. Ongoing training initiatives that are customised to incorporate the latest technologies and optimal methods in customer service are imperative for preserving service excellence and guaranteeing staff competence. Another crucial suggestion is to foster a culture that emphasises ongoing improvement. The implementation of lean management principles, periodic performance evaluations, and feedback systems will aid in the identification and elimination of inefficiencies, thereby increasing operational efficiency. In accordance with prevailing market trends, sustainability initiatives, including the adoption of energy-efficient systems and comprehensive recycling programmes, will not only diminish operational expenses but also appeal to visitors who prioritise environmental consciousness. The implementation plan that has been proposed delineates a methodical structure. It commences with employee satisfaction surveys, which are utilised to customise retention strategies. Subsequently, the PMS is implemented in stages, and ongoing performance evaluations are conducted to instill a culture of perpetual enhancement. The projected financial obligations, which comprise £100,000 for the PMS, £300,000 to £100,000 for training, and £50,000 to £100,000 for sustainability initiatives, are rationalised by the expected advantages of enhanced marketability, decreased employee attrition, improved guest satisfaction, and enhanced operational efficiency. A comprehensive assessment and evaluation framework will diligently monitor and adjust strategies in accordance with operational metrics, visitor satisfaction ratings, and turnover rates, among other critical performance indicators. Significant enhancements in operational efficiency, employee morale, guest contentment, and ultimately, Sterling Heights Hotel's profitability and market competitiveness, are among the potential benefits of these modifications. Our profound appreciation is extended to Sterling Heights Hotel for granting us the privilege of collaborating on this endeavour. The knowledge acquired and the tactics formulated are intended to strategically situate the hotel for enduring expansion and triumph in the fiercely competitive hospitality industry. We eagerly anticipate potential future collaborations and are certain that the hotel's operations and overall performance will undergo substantial improvements as a result of implementing these suggestions.
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