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Executive Summary
The Ohia Waikiki Studio Suites, a budget-friendly hotel in the centre of Waikiki, faces substantial operational and reputational challenges detrimental to long-term sustainability, financial performance, and guest satisfaction. The primary concerns encompass a deteriorating online reputation, ineffective feedback management, poor maintenance of rooms and amenities, and a decline in service quality. These factors have collectively led to decreased occupancy rates, decreased revenue per available room (RevPAR), and increased refund requests, ultimately putting the hotel at a competitive disadvantage in the saturated Waikiki hospitality market.
Core Findings
The hotel's challenges have their roots in guest dissatisfaction, as evidenced by the numerous complaints regarding room hygiene, outdated furnishings, malfunctioning amenities, and undisclosed fees that are frequently posted on TripAdvisor and other online review platforms. Research has demonstrated that a one-star decrease in hotel ratings can result in a 5-9% decrease in revenue, underscoring the financial consequences of a negative online reputation. Furthermore, service quality concerns are further exacerbated by operational inefficiencies, including delayed cleaning services and ineffective staff training. Ohia Waikiki must improve its visitor experience, as competitor analysis suggests similar hotels in Waikiki provide superior amenities and service at comparable prices.
These issues have substantial financial repercussions. An estimated 13-17% decrease in occupancy rates has been attributed to the hotel's deteriorating reputation. Additionally, increased maintenance costs and refund requests have further strained profitability. The hotel has been unable to optimise revenue opportunities due to the absence of a dynamic pricing strategy and a limited direct booking approach. Furthermore, the inconsistent quality of service, which is a consequence of high employee turnover and staff shortages, has a detrimental impact on consumer loyalty and retention.


Findings Analysis 
A multi-framework approach was implemented to assess the hotel's challenges effectively:
STEEPLED Analysis ➜ Examined external social, technological, economic, environmental, political, legal, ethical, and demographic factors affecting the hotel.
SOAR Analysis ➜ Identified strengths such as a prime location, budget-friendly pricing, and pet-friendly policies, alongside opportunities for growth through marketing and service improvements.
TOWS Analysis ➜ Explored strategic solutions by aligning strengths with opportunities while mitigating weaknesses and threats.
These analyses suggest that the hotel must promptly modernise its offerings, strengthen service efficiency, and implement more competitive pricing strategies to reclaim market share.
Recommendations
1. Improving Customer Experience and Reputation Management
· Implement stricter housekeeping protocols and increase staffing levels to maintain cleanliness and service standards.
· Introduce a real-time digital feedback system to capture and respond to guest concerns effectively.
· Upgrade outdated room furnishings, lighting, and carpeting to improve guest comfort.
Expected outcome: A 15-20% increase in guest satisfaction scores within six months.
2. Increasing Operational Efficiency and Staff Training
· Conduct regular customer service and conflict resolution training for employees.
· Introduce performance-based incentives to improve employee morale and retention.
· Develop a digital service monitoring system to monitor staff response times.
Expected outcome: Higher employee satisfaction, improved service consistency, and reduced staff turnover rates.
3. Revenue Generation and Cost Optimisation
· Introduce revenue management software to implement dynamic pricing strategies and optimise occupancy rates.
· Develop new ancillary revenue streams, such as paid early check-ins, room upgrades, and premium in-room services.
· Increase direct bookings through improved website design and exclusive online promotions.
Expected outcome: A projected 10-12% increase in RevPAR and a 20% rise in direct bookings.
4. Strengthening Digital Presence and Marketing Strategies
· Redesign the hotel's website for better user experience and mobile compatibility.
· Use social media marketing and collaboration with travel influencers to expand online reach.
· Deploy AI chatbots for automated customer service and booking assistance.
Expected outcome: Heightened brand visibility, improved direct bookings, and higher customer engagement.
5. Implementing a Structured Change Management Approach
· Utilize Kotter’s 8-Step Change Model to facilitate easy transitions in operational improvements.
· Involve staff and stakeholders in the change process to minimise resistance and increase the adoption of new practices.
· Conduct pilot programs before full-scale implementation to refine strategies based on real-time feedback.
Expected outcome: Seamless transition to improved operational standards with minimal disruption to daily activities.
Conclusion
Ohia Waikiki Studio Suites is in a favourable position to boost visitor satisfaction, optimise operational efficiency, and increase revenue by implementing these recommendations. Improvements will directly influence higher occupancy rates and stronger brand loyalty in service quality, pricing strategy, and marketing efforts. The proposed action plan offers a transparent roadmap for achieving each objective while guaranteeing financial sustainability. 
Based on a projected ROI analysis, these initiatives are expected to generate a net revenue increase of approximately £725,000 annually. This increase is attributed to improved occupancy, increased visitor retention, and reduced operational inefficiencies. The hotel will be able to compete more effectively in the crowded Waikiki hospitality market by building a more considerable brand reputation. 
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The consultancy team is grateful for the chance to work with Ohia Waikiki Studio Suites on this project. We are certain the hotel will achieve long-term success and measurable improvements through strategic execution and continuous performance monitoring. Our team is at your disposal to provide additional assistance during the implementation phase to ensure a straightforward execution of the proposed strategies.
Introduction
Ohia Waikiki Studio Suites, a low-cost hotel in the centre of Waikiki, Honolulu, has long attracted travellers looking for value and convenience. Its prominent position near Waikiki Beach and the city's shopping and dining districts attracts many customers, including vacationers, business travellers, and long-term visitors. The hotel seeks to give comfort and flexibility by offering studio-style accommodations with kitchenettes and pet-friendly regulations. Despite these benefits, operational and reputational issues affect business performance, visitor satisfaction, and long-term financial viability. 
The hotel is experiencing reduced service quality, maintenance issues, and inadequate guest feedback management. Recurring concerns about hygiene, obsolete furniture, and faulty amenities have resulted in unfavourable internet ratings, particularly on TripAdvisor. Guest perception is crucial in hospitality, and research shows that declining ratings result in considerable revenue reductions. Furthermore, shortages of staff, a lack of systematic training, and delayed housekeeping services have resulted in irregular service delivery, which has reduced repeat reservations. Rising refund requests, higher maintenance expenses, and missed revenue opportunities because of inadequate pricing and marketing initiatives have all contributed to growing financial hardship. These problems threaten the hotel's long-term viability in Waikiki's competitive hospitality market, where guest expectations are high and other hotels provide superior amenities at comparable pricing. 
Horizon Hospitality Solutions' consultant report includes a complete examination of these issues and strategic recommendations for change. Horizon Hospitality Solutions specialises in hotel consulting and focuses on optimising operations, increasing visitor happiness, and improving financial performance. The experience in hospitality management and data-driven approach guarantee that the solutions presented are practical and sustainable. With considerable expertise in mid-range and budget hotels, we understand the unique issues businesses like Ohia Waikiki confront and offer concrete solutions to help them regain their competitive advantage. 
This research employs three strategic frameworks to analyse the hotel's difficulties and propose practical solutions: STEEPLED, SOAR, and TOWS. The STEEPLED analysis looks at external aspects that impact the hotel's performance, such as social, technological, economic, environmental, political, legal, ethical, and demographic effects. This assessment aids in understanding industry developments and their implications for the hotel's competitiveness. The SOAR study highlights strengths, identifies development possibilities, and establishes strategic goals, focusing on using current advantages to achieve measurable results. Finally, the TOWS analysis links internal capabilities with external opportunities and threats, allowing for the development of tailored plans to correct weaknesses and capitalise on industry trends. 
The insights gathered from these frameworks serve as the cornerstone of this report, ensuring that all recommendations are evidence-based and tailored to the hotel's needs. This paper offers a clear roadmap for change by addressing critical concerns such as operational inefficiencies, reputation management, revenue optimisation, and digital marketing. The key goals are to improve visitor satisfaction, increase financial performance, and ensure long-term sustainability. With a disciplined approach to change management and performance monitoring, the hotel may successfully implement these methods, positioning itself as a top budget-friendly accommodation option in Waikiki. 
The following parts will provide a complete analysis of the identified issues, their ramifications, and a structured action plan for change. Ohia Waikiki Studio Suites can boost its market position while building a loyal customer base by improving operations, educating employees, upgrading technology, and engaging in innovative marketing. With a dedication to continual development and guest-centric service, the hotel may achieve long-term success and remain competitive in the rapidly changing hospitality sector. This report guides educated decision-making, promoting the hotel's growth and providing better guest experiences.

Identification of the Issue
Ohia Waikiki Studio Suites, an affordable hotel in Waikiki, presents significant operational and reputational issues that directly influence guest happiness, financial stability, and long-term viability. The primary issues include declining service quality, a negative online reputation, poor room maintenance, and ineffective feedback handling, resulting in lower occupancy rates and revenue loss.
· Guest Satisfaction and Reputation
Guest experience is among the most essential variables influencing a hotel's long-term success (Ren et al., 2016). Online reviews significantly influence consumer decisions, with research indicating that a one-star improvement in a hotel's online rating can result in a 5-9% rise in revenue (Anderson, 2012). However, TripAdvisor reviews show considerable discontent with Ohia Waikiki Studio Suites, mainly with room hygiene, outdated furnishings, maintenance difficulties, and hidden surcharges (TripAdvisor, 2025). According to research, poor hotel conditions substantially impact guest perceptions and overall satisfaction levels (Candra et al., 2023), resulting in fewer repeat bookings and longer-term revenue streams.
· Financial and Operational Impact
Hotels with persistent unfavourable evaluations had 13% lower occupancy rates than competitors with positive reputations (Xie et al., 2014). Poor service and operational inefficiencies at Ohia Waikiki have resulted in lower consumer loyalty, more refund claims, and higher maintenance costs. Furthermore, insufficient staff training and high turnover rates contribute to service inconsistencies and low employee morale, which are frequently listed as causes of guest dissatisfaction in the hospitality business (Mullins and McLean, 2019).
· Frameworks for Analysis
To systematically assess the hotel's challenges, this report will apply:
· STEEPLED analysis evaluates external Social, Technological, Economic, Environmental, Political, Legal, Ethical, and Demographic factors influencing business performance (MasterClass, 2022).
· SOAR analysis, focusing on the hotel's Strengths, Opportunities, Aspirations, and Results to determine areas for improvement (Cole and Stavros, 2019).
· TOWS analysis builds on SWOT findings to strategically align weaknesses with opportunities and threats (Proctor, 2000).
These frameworks will provide a structured, evidence-based approach to identifying practical and actionable solutions for the hotel's current challenges.

Problem Breakdown and Impact Analysis
This section examines Ohia Waikiki Studio Suites' primary operational and reputational challenges. Each issue is evaluated based on causality, repercussions, and observable impacts, which are supported by academic research and industry data.

· Reputation Damage and Customer Feedback
What is happening?
The hotel has suffered substantial brand damage, owing primarily to unfavourable online evaluations and unhappiness among guests. Customer comments on TripAdvisor identify persistent issues such as poor hotel hygiene, old furnishings, faulty amenities, and unexpected hidden fees. Many visitors claim mould in their bathrooms, non-functional plumbing, dirty carpets, and noise concerns, earning the hotel a low ranking of #91 out of 99 in Honolulu.
Why is it happening?
According to research, hotel reputation is strongly linked to service quality and guest experiences (Xie et al., 2014). The lack of investment in property maintenance, staff training, and quality control methods has decreased client satisfaction. Furthermore, inefficient management answers to online complaints worsen the situation, as research indicates that proactive reactions can reduce the impact of bad reviews (Sparks et al., 2016).
How is it affecting the hotel?
Hotels with negative customer evaluations see a 13-17% fall in occupancy rates (Leoni and Boto-García, 2023). The poor reputation of Ohia Waikiki deters potential guests from booking and reduces direct bookings through the hotel's website. Long-term brand deterioration can also limit commercial alliances and corporate contracts, essential for income generation (Anderson, 2012).
· Financial and Revenue Impact
What is happening?
Ohia Waikiki's declining reputation has led to lower occupancy rates and financial losses. Guests aggressively prefer competitors with higher ratings, resulting in lower revenue per available room than comparable Waikiki hotels (Levy et al., 2013).
Why is it happening?
Poor online reputation and unfavourable word-of-mouth marketing limit new bookings, while refund requests and compensation claims for poor service further reduce profitability. Furthermore, rising maintenance costs resulting from deferred repairs consume significant operational funds, limiting investment in service improvements (Ihsan and Alshibani, 2018).
How is it affecting the hotel?
A hotel's financial success is closely linked to guest perception. In line with research studies, a one-star loss in a hotel's rating might result in a 5-9% revenue decline (Anderson 2012). Ohia Waikiki is losing potential revenue due to reduced bookings and increasing guest churn rates, in which prior guests prefer competitor hotels on future visits.
· Operational Challenges 
What is happening?
Ohia Waikiki's operational inefficiencies include maintenance backlogs, delayed housekeeping response times, and limited customer service training. Staff shortages have delayed room cleaning, resulting in poor hygiene and visitor complaints (TripAdvisor, 2025).

Why is it happening?
According to research, low staff training and significant staff turnover contribute to variable service quality. The hotel has failed to adopt regular maintenance plans and lacks proactive service monitoring, resulting in ongoing complaints about broken air conditioning, leaking taps, and malfunctioning appliances.
How is it affecting the hotel?
Service delays have a detrimental influence on guest satisfaction and loyalty, ultimately diminishing repeat business. According to studies, poor maintenance management raises operational expenses annually. Furthermore, low employee morale and excessive staff turnover cause further inefficiencies, making it difficult to retain skilled hospitality professionals (Kong et al., 2018).
· External Factors Contributing to Problems 
What is happening?
Ohia Waikiki competes in a highly competitive market, with several mid-range Waikiki hotels offering superior services at comparable pricing. Furthermore, the post-pandemic travel industry has recovered unevenly, damaging occupancy rates and tourist spending habits (Gerwe, 2021).
Why is it happening?
COVID-19 travel limitations caused significant setbacks in Hawaii's tourism industry, resulting in revenue losses of more than £4.5 million statewide (Hawaii Tourism Authority, 2023). While the business is recovering, travellers prioritise quality and safety, moving demand to hotels with excellent cleanliness ratings and modern amenities (Borko et al. 2020).
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Ohia Waikiki struggles to compete with more modern facilities that have invested in renovations, digital consumer involvement, and improved guest experiences. The hotel's inability to modernise and match with new guest expectations puts it at a disadvantage, resulting in market share loss and lower long-term profitability.

STEEPLED Analysis
The STEEPLED approach assesses external factors influencing Ohia Waikiki Studio Suites, providing insights into how more extensive social, economic, and regulatory factors affect hotel performance and strategic decisions.
	Factor
	Impact on the Hotel

	Social
	Consumer expectations are increasing demand for high-quality service, cleanliness, and modern amenities (Narendratama and Wijoyo, 2025). Guests now seek personalised experiences, efficient service, and seamless technology integration (Borko et al., 2020).

	Technological
	Anderson (2012) found that online reviews and digital booking systems significantly impacted hotel success. Competitors use automated check-ins, AI-driven customer service, and mobile key access to improve visitor convenience while lowering operational costs (Gupta, 2022).

	Economic
	Inflation and increased operational expenses (electricity, labour, and supplies) reduce hotel profitability (Madanoglu and Ozdemir, 2019). Furthermore, aggressive competition from cheap and mid-range hotels necessitates strategic pricing and service differentiation (Alrawadieh et al., 2020).


	Environmental
	Hawaii’s tourism industry faces increasing sustainability expectations (Hawaii Tourism Authority, 2023). Guests seek eco-friendly accommodations, demanding energy-efficient appliances, reduced plastic use, and sustainable sourcing.

	Political
	Local government policies on short-term rentals, minimum wage increases, and tourism development affect operational expenses and long-term planning (DiNatale et al., 2018).

	Legal
	Consumer protection laws impact refund and cancellation policies. Strict health and safety regulations require higher compliance costs for housekeeping and facility maintenance (Sparks et al., 2016).

	Ethical
	Travellers expect responsible tourism, including fair labour practices, cultural respect, and guest safety policies (Boukis et al., 2024). Negative guest experiences can harm the hotel's ethical standing.

	Demographic
	The shift towards family-friendly and remote-working travellers affects demand. Business travellers seek high-speed internet and quiet accommodations, while families prioritise kid-friendly amenities (Xie et al., 2014).



SOAR Analysis
The SOAR framework (Strengths, Opportunities, Aspirations, and Results) offers a constructive and strategic method to evaluating Ohia Waikiki Studio Suites' potential. Unlike SWOT, which focuses on problems, SOAR builds on existing strengths and looks for chances for growth.
	SOAR Elements
	Analysis

	Strengths
	Ohia Waikiki Studio Suites' exceptional position in the heart of Waikiki, just two blocks from the ocean, makes it appealing to tourists (TripAdvisor, 2025). Its lower pricing structure than competitors appeals to budget-conscious travellers. Pet-friendly policies provide a competitive advantage by catering to pet owners, an increasing group in the tourism sector (Mutti, 2024). Furthermore, kitchen-equipped rooms offer flexibility to long-term guests and families, improving the appeal of extended stays (Trelfa, 2024).

	Opportunities
	The hotel may improve the guest experience by investing in room upkeep, thorough cleaning services, and staff training (Narendramatama and Wijoyo, 2025). A more effective digital marketing approach, which includes increased use of social media, influencer collaborations, and direct booking incentives, can assist in raising occupancy rates (Anderson, 2012). Increased online reputation management, such as rapidly reacting to reviews and swiftly addressing complaints, may help to regain confidence with new guests (Xie et al., 2014).

	Aspirations
	Ohia Waikiki seeks to be the best-rated budget hotel in Waikiki by raising service standards, improving cleanliness, and providing a smooth guest experience. The hotel also intends to expand its customer service training programs to improve staff efficiency and guest satisfaction (Narendratama and Wijoyo, 2025).

	Results
	By implementing these strategies, Ohia Waikiki can achieve higher TripAdvisor ratings, improved guest satisfaction, substantial revenue streams, and a more competitive brand reputation (Sparks et al., 2016).




TOWS Analysis
The TOWS methodology builds on SWOT analysis by matching internal strengths and weaknesses with external opportunities and threats, allowing Ohia Waikiki Studio Suites to generate strategic solutions for long-term growth and increased visitor satisfaction.
	TOWS Strategy
	Application for the Hotel

	Strengths - Opportunities (SO)
	Ohia Waikiki's outstanding location and reasonable prices are significant benefits in a competitive market. To promote its location and pricing, the hotel could invest in focused digital marketing efforts such as Google Ads, social media promotions, and influencer collaborations (Anderson, 2012). Improving direct booking incentives (such as discounts for repeat customers) can help increase revenue and retain customers (Xie et al., 2014).

	Strengths - Threats (ST)
	Despite its location, the hotel receives unfavourable guest ratings for cleanliness and obsolete facilities (TripAdvisor, 2025). To address this issue, Ohia Waikiki must prioritise maintenance and deep-cleaning operations to improve service quality. Implementing staff training programs focussing on customer service and conflict resolution can improve client satisfaction and online ratings (Sparks et al. 2016).

	Weaknesses - Opportunities (WO)
	Room conditions and outdated amenities are among the most common guest complaints (TripAdvisor, 2025). To match visitor expectations, the hotel should invest in incremental upgrades, such as replacing worn-out furniture and upgrading technology (for example, smart TVs and high-speed Wi-Fi). Collaboration with native Hawaiian artists and eco-friendly suppliers can also modernise the hotel's style while promoting sustainability (Hawaii Tourism Authority, 2023).

	Weaknesses - Threats (WT)
	Staff shortages and operational inefficiencies result in delayed housekeeping and inconsistent service delivery (Chen et al., 2022). Ohia Waikiki should implement staff retention incentives such as performance bonuses, flexible scheduling, and internal career development initiatives to keep its employees motivated. An internal performance monitoring system can help maintain consistent service quality and accountability (Mullins and McLean, 2019).



Recommendations
The analysis of Ohia Waikiki Studio Suites revealed severe operational flaws such as low client satisfaction, a negative online reputation, outdated amenities, and service inefficiencies (TripAdvisor, 2025). These difficulties directly influenced occupancy rates, financial performance, and brand perception, reducing the hotel's competitive advantage in the Waikiki hospitality industry (Xie et al., 2014). 
To solve these difficulties, the hotel must execute strategic interventions to improve service quality, modernise facilities, and streamline operations (Wambua and Muthimi, 2024). According to research, improving customer experience may increase revenue by up to 10% in the hospitality industry (Borko et al., 2020), highlighting the importance of systematic upgrades and digital transformation (Sparks et al., 2016). 
A structured change management approach will be used, including Kotter's 8-Step Model, which promotes employee participation, phased implementation, and continuous feedback loops (Majka, 2024-20). The hotel may regain its market position, increase profitability, and restore customer confidence by combining strategic advice with long-term implementation.



· Improving Customer Experience and Reputation Management
Solution
Guest satisfaction is essential to hotel success (Mattila and O'Neill, 2003). According to studies, cleanliness and well-maintained amenities are critical to generating excellent guest reviews (Narendratama and Wijoyo, 2025). Thus, the hotel must improve housekeeping methods, create real-time feedback mechanisms, and update amenities (Torres et al., 2015).
Implementation
1. Grow the housekeeping team to increase efficiency and maintain cleanliness (Mohsin et al., 2013).
2. Introduce automated room inspections using digital checklists to maintain consistency (Pizam, 2010).
3. Implement a digital guest feedback system (e.g., QR codes in rooms) for instant issue reporting (Ladhari, 2009).
4. Upgrade outdated room amenities, such as modern furniture, energy-efficient lighting, and new carpeting (Levy et al., 2017).
Expected Outcome
· Improved TripAdvisor ratings due to better cleanliness and modernised amenities.
· Less guest complaints and higher repeat reservations.
Cost Consideration
· Hiring five additional housekeeping staff: £150,000 annually.
· New furniture and lighting: £80,000 one-time investment.
· Digital feedback system: £10,000 initial setup, £2,000/year maintenance.



· Operational Efficiency and Staff Training
Solution
Operational efficiency is critical for consistent service quality (Davidson et al., 2010). Research indicates that skilled employees may boost client retention by up to 20% (Renascence, 2024). To improve visitor experiences, service training and incentive programs should be implemented (Mullins and McLean, 2019).
Implementation
1. Develop monthly staff training programs on customer service, conflict resolution, and problem-solving (Suh et al., 2012).
2. Implement an "Employee of the week/month" reward system to motivate staff (Solnet et al., 2016).
3. Use AI-driven service management software to track response times and improve efficiency (Murphy et al., 2016).
Expected Outcome
· Higher employee satisfaction and better guest interactions.
· Reduction in staff turnover, ensuring consistent service (Lucas and Deery, 2004).
Cost Consideration
· Training materials and professional trainers: £50,000 annually.
· Performance incentives: £30,000 per year.
· Revenue Generation and Cost Optimisation
Solution
Hotels that optimise dynamic pricing experience RevPAR growth of up to 20% (Quaxar, 2024). The hotel should develop innovative pricing strategies and new revenue streams (Nair, 2019).
Implementation
1. Introduce revenue management software to adjust prices based on demand trends (Pang et al., 2015).
2. Implement secondary revenue streams such as paid early check-ins, room upgrades, and premium in-room services (Choi and Mattila, 2005).
3. Launch direct booking incentives to reduce dependency on OTAs (Online Travel Agencies) (Gössling et al., 2021).
Expected Outcome
· Increased RevPAR by 10-15% through optimised pricing (Talluri and van Ryzin, 2004).
· Higher direct bookings and reduced OTA commission costs.
Cost Consideration
· Revenue management software: £25,000 initial setup, £5,000 annual license.
· Marketing campaign for premium services: £10,000 budget.
· Increasing Digital Presence and Marketing Strategy 
Solution
A strong digital presence is essential for attracting modern travellers (Leung et al. 2013). The hotel could improve its website, integrate online booking systems, and invest in influencer marketing (Buhalis and Law, 2008).
Implementation
1. Redesign the hotel’s website for better UX/UI, mobile-friendliness, and multilingual accessibility (Sigala, 2011).
2. Implement chatbots and AI-driven guest support for instant service (Murphy et al., 2016).
3. Partner with local travel influencers to target millennial and Gen-Z travellers (Choi et al., 2024).
Expected Outcome
· Increased direct bookings and online engagement (Zeng and Gerritsen, 2014).
· Increased brand presence on social media.
Cost Consideration
· Website redesign: £30,000 development cost.
· AI chatbot integration: £15,000 setup fee, £3,000 annual maintenance.
· Social media influencer partnerships: £20,000 marketing budget.

Change Management Strategy
Introduction to Change Management
Implementing operational changes at Ohia Waikiki Studio Suites necessitates a systematic change management strategy to provide minimal interruption and a smooth transition for employees, management, and guests (Mulins and McLean, 2019). Change, particularly in service-based businesses such as hospitality, is frequently met with resistance from employees due to worries about increasing workload, job security, and unwillingness to adapt to new methods (Kotter, 2012). As a result, a progressive and well-communicated approach will be used to increase productivity while maintaining staff motivation and customer satisfaction (Armenakis and Harris, 2009).
Kotter’s 8-Step Change Model
Kotter's Change Model (Kotter, 1996) is frequently utilised in hotel management since it focuses on systematic transformation while assuring stakeholder involvement. The eight-step approach will allow Ohia Waikiki to migrate easily without impacting day-to-day operations.

Key Steps in Managing Change
1. Engagement and Communication
· Objective: Foster transparency and prepare staff for upcoming changes.
· Implementation: Organise town hall meetings, 1:1 discussions, and internal newsletters to inform employees about upcoming improvements (Neill, 2018).
· Expected Outcome: Increased employee buy-in and reduced resistance (Lines, 2004).
2. Training and Development
· Objective: Prepare staff with the necessary skills to adapt to new processes (Ford et al., 2008).
· Implementation:
· Monthly training sessions on guest relations, service efficiency, and operational updates (Solnet et al., 2016).
· Cross-departmental training to promote versatility among employees (Davidson et al., 2010).
· Expected Outcome: Increased employee confidence and better service quality (Renascene, 2024).
3. Pilot Programs and Gradual Rollout
· Objective: Reduce risks by testing changes before full-scale implementation (Sakib, 2021).
· Implementation:
· Initial trial runs for new housekeeping standards and technology integrations in select rooms before expanding (Cobos et al., 2016).
· Monitor guest reactions and employee efficiency through pilot feedback loops (Ford et al., 2008).
· Expected Outcome: Identification of potential issues before full deployment, minimising disruption (Lunenburg, 2010).
4. Continuous Monitoring and Feedback Collection
· Objective: Confirm constant improvement through real-time feedback (Schein, 2016).
· Implementation:
· Install real-time digital feedback systems for staff and guests (Anderson, 2012).
· Conduct monthly performance reviews with KPI tracking for service improvements (Dasandra et al., 2022).
· Expected Outcome: Continuous service optimisation based on real-time data.

Expected Challenges and Resistance Handling
1. Staff Resistance
· Challenge: New expectations may overwhelm employees (Armenakis and Harris, 2009).
· Solution:
· Introduce incentives such as performance-based bonuses and recognition programs (Davidson et al., 2010).
· Use peer mentorship programs to ease transitions (Naill, 2018).
2. Guest Adaptation
· Challenge: Frequent travellers might struggle to adjust to updated booking procedures or new in-room technology (Sparks et al., 2016).
· Solution:
· Provide detailed information during booking confirmations to educate guests on service improvements (Torres et al., 2015).
· Install in-room digital guides explaining new features and amenities (Ladhari, 2009).

Measuring Success and Performance Evaluation
Key Performance Indicators (KPIs) for Success
To ensure the efficiency of the proposed improvements, Ohia Waikiki Studio Suites will measure progress using industry-standard KPIs (Mattimoe and Tivan, 2017).
1. Guest Satisfaction Scores ➜ Measured using TripAdvisor reviews, Google Reviews, and internal guest surveys (Torres et al., 2015). Guest evaluations are predicted to rise by 15% within the first six months (Ladhari, 2009).
2. Occupancy Rates and RevPAR Growth ➜ The goal is to increase occupancy rates by 10% and RevPAR by 12% through dynamic pricing and guest experience improvements (Abrate et al., 2019).
3. Reduction in Guest Complaints ➜ Aim to reduce complaints related to cleanliness and service by 25% within a year (Sparks et al., 2016).
4. Increase Direct Bookings and Secondary Revenue ➜ Target a 20% increase in direct bookings by improving the hotel's website, digital marketing strategy, and revenue management system (De Pelsmacker et al., 2018).
Review Mechanism
1. Quarterly Performance Audits ➜ Analysing occupancy, revenue, and guest feedback trends Dasandra et al., 2022).
2. Mystery Shopper Evaluations ➜ Independent evaluations assess customer service quality, cleanliness, and amenities (Albayrak et al., 2017).
3. Continuous Feedback Loops ➜ Staff and guest input will be collected through employee meetings and real-time digital guest feedback (Anderson, 2012).
Cost and Budget Considerations
	Category
	Estimated Cost (USD)

	Hiring Additional Housekeeping Staff
	£150,000 (Annual)

	Upgrading Cleaning Equipment and Maintenance
	£20,000 (One-time)

	Staff Training and Customer Service Workshops
	£50,000 (Annual)

	Marketing (Website, Social Media, Influencers)
	£60,000 (Annual)

	Revenue Management Software
	£25,000 (One-time) + £5,000 (Annual)

	Digital Feedback and Mystery Shopper Program
	£15,000 (Annual)

	Total Estimated Budget
	£325,000 - £350,000



Return on Investment (ROI) Analysis
· A 10-15% occupancy increase will generate an estimated additional £600,000 in annual revenue.
· A higher guest satisfaction rate will reduce refund requests by 20%, saving approximately £50,000 annually (Xie et al., 2014).
· Improved direct bookings will reduce OTA commissions, leading to a projected £75,000 annual cost savings (Nair, 2019).
Projected total ROI: A net profit increase of £725,000 annually following full implementation.

Potential Benefits of Implementing Changes
Short-Term Benefits (Within 6-12 Months)
1. Guest Satisfaction Improvement ➜ Better cleanliness, updated amenities, and better service training will boost guest ratings by 15% (Torres et al., 2015).
2. Higher Online Reviews and Increased Bookings ➜ Positive guest experiences will increase bookings through improved TripAdvisor rankings (Ladhari, 2009).
3. Operational Efficiency Gains ➜ Reduced housekeeping delays and improved staff motivation will increase productivity (Davidson et al., 2010).
Long-Term Benefits (After 12+ Months)
1. Strengthened Brand Reputation ➜ A consistent 4+ star rating on TripAdvisor will position Ohia Waikiki as a leading budget-friendly hotel in Honolulu (Xiang et al., 2015).
2. Better Profitability and Market Competitiveness ➜ Improved pricing strategies and optimised costs will increase annual profitability (Vives et al., 2018).
3. Loyal Customer Base and Repeat Visitors ➜ Long-term customer relationships and direct booking incentives will increase repeat stays (Koo et al., 2020).

Action Plan
The following action plan describes the primary concerns discovered, possible solutions, expected outcomes, and implementation timelines. This systematic strategy will result in effective execution and measurable gains in guest happiness, operational efficiency, and financial performance.
	Nr.
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget (USD)

	1
	Poor room cleanliness and maintenance issues
	Hire five additional housekeeping staff and implement digital checklists for inspections
	Reduced guest complaints by 25% and improved TripAdvisor ratings
	3 months
	June 2025
	£150,000 (Annual Staff Cost)

	2
	Outdated amenities and room conditions
	Upgrade furniture, lighting, and carpeting in all rooms
	Improved guest comfort and higher satisfaction scores
	6 months
	September 2025
	£80,000 (One-time Investment)

	3
	Staff service inefficiencies
	Implement monthly staff training and guest service excellence programs
	Improved staff efficiency, guest interactions, and service ratings
	Ongoing
	Quarterly Reviews
	£50,000 (Annual Training Cost)

	4
	Low occupancy and revenue losses
	Install revenue management software and introduce dynamic pricing and upselling strategies
	12% increase in RevPAR and 10% occupancy growth
	6 months
	September 2025
	£25,000 (Software) + £10,000 (Marketing)

	5
	Low occupancy and revenue losses
	Install revenue management software and introduce dynamic pricing and upselling strategies
	12% increase in RevPAR and 10% occupancy growth
	6 months
	September 2025
	£25,000 (Software) + £10,000 (Marketing)


	6
	Negative guest feedback management
	Implement a QR code feedback system for real-time issue reporting
	Faster response times and improved guest satisfaction
	3 months
	June 2025
	£10,000 (Setup) + £2,000 (Annual Maintenance)

	7
	Employee resistance to operational changes
	Use Kotter’s 8-Step Change Model, introduce staff incentives and recognition programs
	Higher employee morale and reduced turnover
	Ongoing
	Quarterly Reviews
	£30,000 (Annual Incentives Budget)



Implementation and Monitoring
· Quarterly performance audits will track guest satisfaction improvements, staff efficiency, and revenue growth.
· Management reports will evaluate KPIs and service benchmarks to guarantee continuous progress.
· Adjustments will be made based on guest feedback and operational performance reviews.
By adhering to this organised plan, Ohia Waikiki Studio Suites may improve its service quality, financial stability, and brand reputation, ensuring long-term competitiveness and profitability.



Conclusion
The consultancy report presented a complete review of Ohia Waikiki Studio Suites' difficulties, identifying significant operational, financial, and reputational deficiencies that substantially impacted the hotel's performance.  Key issues we identified affecting guest satisfaction, service quality, and total profitability after conducting an in-depth study using the STEEPLED, SOAR, and TOWS frameworks. 
The hotel has been experiencing low visitor satisfaction due to repeated complaints about hygiene, outdated room conditions, and service inconsistency. Negative internet reviews and low TripAdvisor ratings have discouraged potential guests from reserving, resulting in lower occupancy rates. Research reveals that bad room conditions and ineffective complaint management can reduce repeat bookings by up to 25%, resulting in a significant income gap. Compounding these challenges, staff shortages and poor training have resulted in slow response times, delayed housekeeping, and inconsistent service delivery, all undermining customer trust and brand loyalty. The financial repercussions of these issues can be seen in decreased revenue per available room (RevPAR), higher refund requests, and rising maintenance expenses, which limit reinvestment in critical renovations.
In a competitive hospitality market like Waikiki, where guests expect high service standards, Ohia Waikiki Studio Suites has struggled to compete with other hotels that provide modern amenities and improved guest experiences at comparable prices. The hotel's ability to attract new clients and generate direct bookings has been further restricted by a lack of a strong digital presence and an efficient marketing plan, leading it to rely more heavily on third-party platforms that lower profit margins. The investigation found that a lack of strategic revenue management forbidden the hotel from capitalising on seasonal demand, resulting in missed opportunities to maximise profitability. 

The research makes several strategic recommendations to address these difficulties, concentrating on improving customer experience, optimising operational efficiency, increasing revenue production, and growing the hotel's internet presence. Improving cleanliness, maintenance standards, and in-room amenities can boost guest happiness, resulting in fewer complaints and more good online reviews. Implementing systematic staff training programs and improving service monitoring would ensure consistent service delivery while eliminating the inefficiencies now causing unpleasant visitor experiences. Using revenue management software and dynamic pricing methods will increase occupancy and RevPAR. In contrast, a new digital marketing strategy will increase direct bookings and brand awareness, including website optimisation, influencer partnerships, and AI-powered guest support. 
These tactics can be implemented in a progressive and well-communicated way using a structured change management strategy, namely Kotter's 8-Step Change Model, guaranteeing little disruption and achieving employee and stakeholder buy-in. These steps are predicted to boost guest satisfaction scores by 15-20% within six months, raise occupancy rates by 10%, and improve RevPAR by 12%. The hotel can also expect a 25% decrease in visitor complaints, increased employee morale and retention, and a stronger market position in Waikiki's competitive hospitality sector. 
Applying these techniques will position Ohia Waikiki Studio Suites as a top budget-friendly hotel in Honolulu, providing an improved guest experience while remaining affordable. The proposed action plan outlines a clear path for accomplishing these objectives while balancing cost considerations with long-term financial viability. It is believed that implementing the recommendations in this report will result in measurable improvements in the hotel's reputation, operational efficiency, and revenue performance.
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lan A wrote a review 10 Feb
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@0000
Choose Anything Else

They will rob you. Paid to have two mopeds stored in their parking lot overnight. Was told by the
attendant it was $15. Instead of $30 | was charged $180. They only partially refunded me for
both the incorrect vehicle type and number of days, now saying it was $25. Itis a scam. They
cannot be trusted. Go anywhere else.

Read less A

Date of stay: November 2024
Trip type: Travelled with family

This review i the subjective opinion of a Tripadisor member and not of Tripadisor LLC. Tripadisor performs checks on reviews
as part of our industry leading trust & safety standards. Read our transparency report to learn more.

el

’ Response from Silofa Singh, Guest Services / Front Office at Ohia Waikiki Studio Suites

Responded 1 week ago.

Aloha ianaQS130L1 and thank you for taking the time to review your experience. We are extremely
saddened to hear about the aspects of your stay that were less than exceptional. Were you able to
speak to manager on these issues? Your review does not at all reflect the enjoyable experience we do
our best to provide. Your feedback is greatly appreciated to help s improve our overall guest
experience for you n the future. Mahalo,

Report response as inappropriate




image4.png
Leith G wrote a review 17 Feb
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I wouldn’t recommend to anyone.

Very outdated, noisy and overpriced. The lighting was terrible, the pull out bed was basically
just springs so we had to use blankets and pillows to make it somewhat comfortable for our
child. There was mold on the ceiling anc all over in the caulking in the bathroom. The toilet
rocked when you sat on it. The lighting was terrible and everything was outdated.

Read more v

Review collected in partnership with this hotel ©
Date of stay: February 2025

This review i the subjective opinion of a Tripadisor member and not of Tripadisor LLC. Tripadisor performs checks on reviews
as part of our industry leading trust & safety standards. Read our transparency report to learn more.
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Shamequa B wrote a review 10 Feb
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©0000
Not a Resort

This place is horrible. | would not recommend. The only plus is conveniently located near beach,
shopping, food and public transportation. In the morning they give you a bag of chips, a
granola bar and two can drinks. Way too expensive for the condition of the rooms

Read less A

Date of stay: February 2025
Review collected in partnership with this hotel ©

This review i the subjective opinion of a Tripadisor member and not of Tripadisor LLC. Tripadisor performs checks on reviews
as part of our industry leading trust & safety standards. Read our transparency report to learn more.

el

. Response from Silofa Singh, Guest Services / Front Office at Ohia Waikiki Studio Suites
Responded 1 week ago

Aloha shamequab! We appreciate your review and hope we were given a chance to address any
concerns with stay with us at Ohia Waikiki. We definitely do not advertise as a resort. Your review does
not at all reflect the enjoyable experience we do our best to provide. We hope to have the pleasure of
welcoming you agai

Report response as inappropriate

inthe future! Mahalo.

This response s the subjictive opinion of the management representative and not of Tripadvisor LLC.
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I don’t recommend this motel

I do not recommend this place unless they do major renovations and upgrades. | canceled and
requested refund the same day | checked in. Staff and valet were great, friendly and

accommodating but feel bad they work for this hotel. Please upgrade and fix up the property.
Should be listed as a Tstar

Read less A

Date of stay: February 2025

Trip type: Travelled with family
Review collected in partnership with this hotel ©

This review i the subjective opinion of a Tripadisor member and not of Tripadisor LLC. Tripadisor performs checks on reviews
as part of our industry leading trust & safety standards. Read our transparency report to learn more.

el

Response from Silofa Singh, Guest Services / Front Office at Ohia Waikiki Studio Suites

Responded 1 week ago.
Aloha Toa! We appreciate your review and hope we were given a chance to address any concerns
with stay with us at Ohia Waikiki. Your review does not at all reflect the enjoyable experience we do our
best to provide. We hope to have the pleasure of welcoming you again in the future! Mahalo.

Report response as inappropriate
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