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Executive Summary
This study has introduced the hospitality industry in the USA and one of its largest hotel chains named “Kimpton Surfcomber Hotel” to identify the opportunities for the business to gain future success. In the study, some of the issues have been identified and involve effective strategic planning that ensures performance management. Based on the identified issues, it is observed that the organisation has faced challenges due to the changing business world that affects the profitability, impacting the experiences of the consumers. Additionally, eco-friendly experiences also cannot be delivered to the consumers which develop the satisfaction level of the targeted audiences. The changing technological development involves online booking tools and other security approaches that cannot be delivered efficiently to the consumers, which affects the cost efficiency. In addition, the inflation rate and the political instability also impact profitability which needs effective solutions and improve the efficiency that creates improvement in the organisational process. One significant problem that the “Kimpton Surfcomber Hotel” encounters is the difficulty in maintaining its innovative identity as well as preserving its art deco appeal amidst the constantly changing landscape of hospitality in Miami Beach.

Based on the TOWS analysis, it is observed that the strengths and weaknesses are identified in which efficient service development with the products increases opportunities. Additionally, the expansion of the businesses and the budget-friendly cost structure increase the attraction of tourists. However, there are issues related to the smaller global footprint that need to be utilised in the expansion process that helps to increase the brand reputation. To enhance organisational development, it is needed to create improvement and utilise Lewin’s Change Management Model which helps to increase efficiency and develop a systematic process for change management.
Considering this, certain recommendations have been identified in which the implementation of the market trends helps to increase efficiency in the business process. Additionally, sustainability and technological development also increases efficiency and introduces multiple advantages that create improvement in the organisational development and help achieve goals and objectives. Based on the understanding of the issues, it is observed that organisations requires effective compliances that reduce any chances of mismanagement and misuse of data and are introduced with effective security processes that help to increase efficiency in the business process. It also introduces the production process and enhances the improvement in the safety and security approaches that create operational efficiency and introduce customer satisfaction. In order to implement the recommendations, the process should involve an effective change management process and introduce advantages involving a systematic process. In this process, it is needed to introduce an effective management process and create a sense of urgency by identifying the potential threats related to the Issues. Proper managerial development and strategic vision are also needed to enhance the introduction of organisational development and involve strategic vision that improves potential growth. The communication and development processes are also included to eliminate the barrier and reduce any chances of resistance to change. In conformity with the change management process, the continuous progress and improvement of the organisational culture that creates efficiency introduces multiple factors and helps to create efficiency to achieve success. This also introduces an action plan in which a budget has been involved and develops the desired outcome in which the customer-centric operational processes are prioritised and create efficiency that introduces multiple advantages for the successful development process. Hence, it is observed that the organisation has created efficiency and introduced advantages that create future efficiency and develop achievements.
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The COVID-19 situation has created multiple issues for the organisation, requiring strategies that influence the effectiveness and respond to the new trends that improve the experiences of the consumers (He and Harris, 2020). “Kimpton Surfcomber Hotel” increases efficiency in the industry and creates effective standards in which positive recommendations are needed that help to introduce multiple advantages and create efficiency by developing operational sustainability. STEEPLED analysis will be included, in which the factors of the external analysis and its impact on the organisational process will be discussed. In addition, the SOAR analysis will be also included wherein the strengths, opportunities, aspirations, and results are included and provide an understanding of the internal business analysis process. The TOWS analysis will be also involved to provide an effective understanding of the impact of the strengths and weaknesses in the organisational process and involve effective strategies to reduce weaknesses and threats.
Some of the recommendations will be included that improve effective understanding of the possible solutions for the future. In order to implement organisational development, certain improvements are included and involve change management in which effective theoretical development will be included. The action plan according to the issues will be included and introduced with multiple strategies and desired outcomes that improve efficiency in the strategy implementation. The budget will be also included which needs to provide an effective understanding on the knowledge of budgetary requirements and create an initial planning process for the business development.
The hospitality sector has grown in the USA as benefits to the economy have been realised, such as increased employment rates. Apart from that, it has been identified that the tourist destination is contributing to the growth of the hotel business in the United States (Ruel and Njoku, 2021). This study is going to demonstrate one of the biggest hotels in the USA in this scenario, which offers an efficient grasp of possible problems for the companies and incorporates knowledge of change management following customer wants and preferences. In addition, it introduces performance assessment, stakeholder interaction, and strategy planning, all of which support successful strategy formulation (Wang et al., 2023). The report provides an overview of international hotel management and discusses the Kimpton Surfcomber hotel’s performance on an international scale. Several issues have been found to affect how well the situation is understood and how strategies are developed to increase effectiveness. 
“Kimpton Surfcomber Hotel” appears to be part of Kimpton Hotels & Restaurants, a well-known brand understood for its boutique style as well as unique properties. The hotel is situated in Miami Beach, Florida, and is a famous destination for travellers seeking a lively and vibrant atmosphere. This hotel was founded in the early days 1900s, however the “Kimpton Surfcomber Hotel” has experienced various expansions and renovations over the years, while maintaining its distinctive Art Deco charm and style. The hotel contains 186 guest suites and rooms, each designed with a perfect blend of vintage as well as contemporary elements (Surfcomber.com, 2024). One of the standout features of the hotel is its immediacy to the iconic South Beach, providing guests direct access to the white sandy beaches along with crystal-clear waters of the Atlantic Ocean. Additionally, the hotel is located in the heart of the Art Deco District, delivering guests with access to several types of shops, restaurants and nightlife options. The revenue of the Kimpton Hotels & Restaurants’ peak was $1.0 billion in the year 2022. 
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[bookmark: _Toc159256931]The issue identified by the hotel
One significant problem that the “Kimpton Surfcomber Hotel” encounters is the difficulty in maintaining its innovative identity, as well as preserving its art deco appeal amidst the constantly changing landscape of hospitality in Miami Beach. As the hotel’s location continues to gain the attention of new developments along with chains of modern hotels, the Kimpton Surfcomber Hotel encounters increasing competition from belongings delivering sleek, contemporary designs along with cutting-edge amenities. As per the views of Piga and Melis (2021), it can be stated that maintaining a balance between preserving its vintage appeal and fulfilling the ever-transforming expectations of modern travellers can demonstrate a fragile balancing act. However, the hotel's exceptional location in the core of the Art Deco District offers both a challenge and an opportunity (Martínez-Peláez et al., 2023). While proximity to the vibrant nightlife and iconic South Beach is a main draw, the popularity of the area as well as the constant influx of visitors can guide to overcrowding, noise concerns, and potential problems with keeping the tranquil atmosphere and hotel's pristine appearance.
As sustainability and eco-friendliness become increasingly important factors for travellers, the Kimpton Surfcomber Hotel may need to address the environmental impact of its operations and implement more comprehensive green initiatives to align with evolving consumer preferences and industry standards.

[bookmark: _Toc159256932]How is it impacting the hotel?
Determining the challenge, it can be stated that “Kimpton Surfcomber Hotel” face some issues.
The organisation's failure to embrace modern trends as well as guest expectations can make the hotel less appealing to certain parts of travellers, affecting revenue and occupancy rates. In case the vintage appeal of the hotel is not preserved carefully, it risks yielding its distinctive identity as well as becoming indistinguishable from other possessions in the area. According to the viewpoint of Rijal (2023), the company also encounters issues in delivering enhanced guest services such as maintaining a balance in preserving the historical components with the incorporation of contemporary amenities as well as services can be challenging, potentially impacting guest satisfaction. Moreover, there is a lack of strong environmental impact. It can be stated that the hotel faces criticism and misses out on eco-friendly travellers seeking environmentally liable accommodations without a strong strategy for sustainability (Alalwan et al., 2020). However, identifying these effects through innovative solutions, strategic planning and a commitment to preserving the hotel's innovative character while embracing transforming trends is important for the long-term success of Kimpton Surfcomber Hotel.

[bookmark: _Toc159256933]What are the causes?
The inflow of new properties and modern hotel chains in Miami Beach with contemporary designs along with cutting-edge amenities can make it challenging for the “Kimpton Surfcomber Hotel” to stand out and maintain its vintage appeal. As travellers' expectations develop, some give priority to modern amenities as well as elegant designs over historical charm, making it difficult to cater to diverse choices. As per the views of Alouffi et al., (2021), the ongoing upscaling and development in the “Art Deco District” can dilute the unique character of the area, affecting the hotel's capability of showcasing its historical significance. Apart from that, the growing requirement for sustainable and eco-friendly accommodations can need notable investments in green initiatives, which can be difficult to execute in an older, historic property. 
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Customer input is highly valued in the hospitality industry, although it is not specifically included in the provided material. Based on the insight of Bharadiya (2023), feedback can have an impact on future business, client satisfaction, and image. In terms of improving service, addressing concerns, and keeping a good reputation in a competitive market, the hotel needs to actively seek and respond to comments.
[bookmark: _Toc159256935]Reputation
The brand reputation of the company has been affected by the challenges and the organisation's failure to maintain the proper balance between preserving historical elements and offering modern amenities can lead to a perception of the hotel as outdated industry trends. Besides, in case the customer experience suffers from the issues related to these difficulties, negative reviews, as well as word-of-mouth, can damage the hotel's reputation for quality service along with memorable stays. Moreover, the hotel can miss out on recognition and accolades from travel publications, companies, and industry associations for its innovative offerings and historical significance in case it fails to identify these difficulties effectively.
[bookmark: _Toc159256936]Income
The revenue of the Kimpton Hotels & Restaurants’ peak was $1.0 billion in the year 2022. Kimpton Hotels & Restaurants has “8,135 staff”, and the revenue every employee ratio is “$129,057” (Zippia.com, 2024). However, Kimpton Hotels & Restaurants’ income was $1.0 billion in the year 2023.
[bookmark: _Toc159256937]Scope
The hotel's strength is its ability to access new markets and demographics by utilising its extensive hotel network and central locations. By adapting to emerging trends, maintaining moral principles, and emphasising environmental sustainability, the hotel can maintain its present market share and emerge as a leader in the upscale hospitality sector. 
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	Social Factors
	Customers’ changing behavioural aspects shaped the needs and demands of the hospitality industry by influencing the transition of targeted demographics and sociocultural trends (Pugachov et al., 2022). To appeal to environmentally concerned guests, hotels like Kimpton Surfcomber need to improve their facilities in response to the expanding pattern of adventurous tourism and the increasing need for sustainable and green lodging.

	Technological Factors
	The rapid growth of technological solutions enhances the potential strength of hospitality industries in the USA context. By transforming the conventional desk-based check-in and check-out process, 64% of USA hotels use mobile systems to report the departure and arrival of guests. Personalized platforms of guest engagement, AI-driven pricing strategies and other advanced tech-based strategic choices strengthen the operational efficiency of the hotel. In this high-tech national context, Kimpton can boost their organisational revenue by increasing “Revenue per Available Room” (RevPAR) by 20% with an AI-based dynamic economy algorithm (Khan et al., 2021).  

	Economic Factors
	Generally, GDP expansion, labour force participation, and spending among consumers are the essential economic factors that act as a significant country-based effector that influences the growth of a business. The United States of America's (USA) strong economic expansion and lower unemployment levels are factors that boost consumer trust and encourage discretionary expenditure on vacation and transportation. Recessions and economic downturns, however, can result in a decline in demand for travel and a drop in the occupancy rate of hotels. For instance, the hotel and restaurant industry suffered a sharp drop in earnings and occupancy rates in the economic downturn of 2008 (Seyfi et al., 2021). Additionally, the recent COVID-19 outbreak has also made a significant barrier in this sector. This outbreak caused a decrease in the hospitality business footfall of 65.2%.

	Environmental Factors
	The hotel has high-potential benefits in the business context of the USA with the advancing demands of eco-conscious hospitality industrial tourists. It has a high chance of attracting an enormous customer range by adopting innovative green strategies like implementing energy-efficient practices, certified rank as the LEED (“Leadership in Energy and Environmental Design”) with ecological legal compliance (Elshaer and Marzouk, 2019).

	 Political Factors
	The USA's political stability offers a favourable environment for corporate operations. However, governmental choices about regulation, taxation, and travel laws may affect the hotel sector. However, a favourable tax rate change has been noted in the USA. In 2017, “The Tax Cuts and Jobs Act” (TCJA), modified the norms of the country has indicated a lowering of business taxation of about 21 to 31% (Kloutsiniotis and Mihail, 2020). 

	 Legal Factors
	The operations of hotels and compliance demands are influenced by legal factors, including zoning rules, employment regulations, and safety norms. A healthy work environment may be fostered by labour laws that control worker salaries, hours of employment, and safety regulations. Furthermore, building and zoning standards ensure that hotels such as Kimpton Surfcomber fulfil regional requirements while maintaining their licenses to operate (Alexakis and Jiang, 2019).

	 Ethical Factors
	Fair labour management norms and safety measures for guests' information are high ethical concerns for the hospitality industry. Research has stated that the data infringement case of Hotel Marriot signifies about $126M loss to resolve the issue (Bharwani and Mathews, 2021). This highlights how necessary to ethically secure the data of guests. In the USA context, hotels need to pay strong attention to this issue.

	Demographic
	Along with the advancement of urbanisation and the digital era, specifically followed by the recent COVID outbreak, customers' behavioural aspects have transformed more towards hygienic practices and environmental solutions. The tourism industry in the USA serves the needs of a wide range of demographics (Sönmez et al., 2020). The "U.S. Travel Association" reports that domestic travel expenditures were capped at $1.1 tr in 2019, having millennials prevailing as the demographic with the highest travel expenditures. 


Table 1: STEEPLED Analysis
(Source: Self-Created)
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	INTERNAL FACTORS

	
	
	Strengths- S
	Weaknesses- W

	
	
	- It possesses a strong geographic presence in the growing hospitality marketplace of Miami-Dade County. 
- It promotes regional cultural programmes like different sociocultural festivals in Miami.
- It implemented energy-efficient strategies like low-flow fixtures which significantly decreased the water consumption rate by 20%, which supports the organisational sustainable stewardship (Thams et al., 2020).
	- A limited parking space in the Kimpton Surfcomber Hotel area causes a crowded parking zone which causes guest dissatisfaction. 
- High dependency of this hotel’s economic stability on the visitors, especially in periods of low occupancy or recessions sometimes affects its economic growth (Dogru et al., 2020).

	EXTERNAL 
FACTORS
	Opportunities- O
	SO Strategies
	WO Strategies

	
	- Its experiential travelling experience helps to cope with increased tourism trends towards adventure travelling.
- Its innovative guest-serving initiatives like beachside yoga practice facilities, personalised amenities and many others help to attract an extensive guest appearance. 
- It develops a strong brand image for the boutique luxury.
	- The international tourism sector of South Florida has increased by approximately 15% as per the report of 2021. 
- More than 10M visitors are attracted towards promoted local cultural programming (Jones and Wynn, 2019). 
- AI-driven mobile-based check-in and departure of guests make strong opportunity-based strength for Kimpton Surfcomber.
	- This hotel may adopt collaborative partnerships with neighbourhood attractions to create special guest offerings that take advantage of Miami's cultural richness.
- It can prioritise sustainable practices by inaugurating eco-friendly programmes that bring in eco-aware tourists and lessen their ecological impact (Aigbedo, 2021).
- It may offer virtual reality excursions to enhance the customer engagement rate.

	
	Threats- T
	ST Strategies
	WT Strategies

	
	- Intense competitiveness is the key threat, The Miami Beach area which possesses more than 1200 hotels increased the rivalries to attract guests.  
- This hotel has encountered the risk of a downturn that affects travel spending and may result in fewer visitors.
- Unfavourable and inadequate reviews on online platforms. Research has signified that negative reviews have a devastating impact on reservations and brand reputation, which reduces overall revenue structure.
	- It may use visitor information analytic tools to tailor services and attract more returning customers through personalised offerings (Legrand et al., 2022).
- It could improve digital advertising initiatives to target specific markets, boost reservations and brand awareness (Streimikiene and Korneeva, 2020).
 - In addition, strong security measure tools optimise guests' data in a secure way to avoid any data breach thefts. 
	- Reducing visitor dissatisfaction by partnering with neighbouring garages to enforce parking restrictions, is the potential need of Kimpton Surfcomber Hotel.
- It needs to provide event-hosting solutions to diversify revenue sources and lessen reliance on hotel reservations (Thornell, 2022).
- It needs to look upon implementing a review management department to solve the issues and understand online review sections. 


Table 2: TOWS Analysis 
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	Strengths
	· The restaurant’s main location is in the core of Miami Beach's Art Deco District, providing direct access to the iconic South Beach along with its vibrant nightlife
· The organisation has unique art deco charm and style, integrating contemporary and vintage components in its 186 guest suites and rooms
· It is part of the well-known brand of Kimpton Hotels & Restaurants, famous for its boutique style as well as unique properties (Hallencreutz, J. and Parmler, 2021)
· Kimpton Hotels & Restaurants has amazing amenities, incorporating multiple dining options, a fitness centre along with a stunning outdoor pool area with cabanas as well as a poolside bar
· The restaurant is committed to delivering exceptional service and making memorable experiences for customers 

	Opportunities
	· Capitalise on the increasing requirement for lifestyle and boutique hotels, delivering a more authentic and personalised experience
· The company can integrate the hotel's proximity to popular attractions and events in Miami Beach in terms of attracting a diverse customer range (Haque et al., 2022)
· It can also expand the hotel's sustainability initiatives and eco-friendly practices in terms of catering to environmentally-aware travellers
· Improve the hotel's wellness, such as fitness programs and spa services, to meet the rising demand for health-focused travel experiences.

	Aspirations
	· The organisation Kimpton Surfcomber Hotel was established as a premier travel destination for travellers desiring an immersive and unique experience of Miami Beach (Liang et al., 2020)
· Keep a reputation for premium service as well as attention to detail, consistently surpassing expectations of guest 
· Adopt digital solutions as well as innovative technologies in terms of enhancing the guest experience and streamlining operations
· The organisation also fosters a powerful sense of community and relationships among staff, guests and the local neighbourhood (Kumar and Aithal, 2022)

	Results
	· The company always focuses on maintaining high occupancy rates as well as customer satisfaction scores, hardening the hotel's status as a top pick in Miami Beach
· Kimpton Surfcomber Hotel has recognition from industry companies along with publications of travel for its exceptional offerings of service
· Responsible and sustainable operations, donating to the local community as well as decreasing the hotel's environmental effect (Patel, 2024)
· The organisation can get positive client reviews as well as word-of-mouth suggestions, compelling increased loyalty and awareness of the brand 



Table 3: SOAR Analysis
(Source: Created by author)
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Recommendation 1: Hiring of experienced housekeeping staff for preserving hotel decor 
Maintenance practice in the hospitality business is crucial for keeping the hotel amenities in excellent condition, and ensuring customer satisfaction (Kirillova et al., 2020). The profitability challenges experienced by Kimpton Surfcomber Hotel during the COVID period have left an impact on the spending towards hotel housekeeping. Therefore, as the situation is improving, the recommendation is directed towards the hiring of experienced staff who are capable of maintaining the decor within the hotel. Beyond basic cleanliness, housekeeping is involved in the upkeep aesthetics of the hotel (Wong et al., 2023). The experience of the housekeeping staff is also beneficial to restore the hotel decor and also helps in eliminating the recurring cost of maintaining the property.
Recommendation 2: Amalgamation of vintage touch with modern decor to suit the hang preference sense of consumers 
Decor has become an important part of the hospitality industry, and an aspect in which satisfaction amongst customers is upheld (Kim et al., 2020). The boutique hotel Kimpton Surfcomber Hotel can amalgamate modern decor to suit the changing preferences of the consumers which additionally includes modern amenities as well. The unique blend of vintage and modern infrastructure helps visitors gain a unique experience that captures aesthetic diversity (Horng and Hsu, 2020). The creation of unique experiences is beneficial for the hospitality business to ace the competitive market which is developing at an ever-increasing pace. 
Recommendation 3: Increase eco-friendliness within the hotel amenities 
The hospitality industry has been widely impacted as a result of the pandemic, and it has also encountered the changing preferences of consumers. One of the major changes in consumer demand and preference is the growing awareness towards sustainability. Dangelico et al., (2022) state that eco-friendly consumerism patterns have been reignited especially after the pandemic, and awareness of sustainable consumption is also high. Therefore, it has been recommended that, Kimpton Surfcomber Hotel resort to the usage of eco-friendly measures, and highlight them on their websites to gain the attention of the tourists. Some of the eco-friendly approaches that can be adopted are avoiding the usage of plastic and recycling waste (Severo and Guimarães, 2021). Additionally, the usage of rainwater and increasing awareness amongst tors hold potential.  
Recommendation 4:  Installation of acoustic panels to combat the challenge of noise emerging from the vibrant nightlife  
Noise is a challenging aspect for the hospitality industry, and Nering et al., (2022) state that it leads to higher rates of dissatisfaction among guests and less likely to return. On the other hand, gentrification has led to the development of a vibrant nightlife. To combat the situation, the recommendation for installing acoustic panels on the walls is recommended. Acoustic panels help in enhancing the quality of noise, through the absorption of sound waves (Amran et al., 2021). Additionally, the benefit of using acoustic panels is embedded within this aesthetics, which helps them to seamlessly integrate within the existing designs and cater to the soundproofing needs. From the cost perspective, acoustic panels are commercially available in a wide price range; therefore, the selection can be executed according to financial availability. 


Recommendation 5: Business innovation to support guests' satisfaction
The Highly competitive hospitality industrial marketplace of Miami Beachside provokes the Kimpton Surfcomber hospitality organisation to enhance its competitive advancements. To accomplish this, the hotel is required to provide the greatest attention to introducing distinctive features, services, and events that align with changing visitor interests. Research has suggested that about 79% of tourists look for distinctive amenities when selecting a place to stay, underscoring the significance of uniqueness in the lodging sector (Jones and Comfort, 2020). Providing meticulously selected experiences like healthy weekends, eco-tours, and involvement in the local culture is a significant strategic choice.
Recommendation 6: Make a significant investment in employee reskilling and upskilling process
The advancement of technological solutions promotes Kimpton Surfcomber to foster an efficient training and mentoring scheme for their employees to enhance their idealisation and expertise over the usage of such advanced tech-based tools and techniques. The hotel could utilise the resource allocation strategies as well to dividend the tasks among workers based on their capability and expertise. This surely enhances the quality and standard of offered services. Research has speculated a positive correlation between guest satisfaction and staff training and development. As referred to by Dube et al., (2021), “staff training programs” boost the working performance of employees by up to 20%. Staff training should encompass a different range of areas that are necessary to provide superior traveller service. This encompasses continuing training on ecological principles, cultural awareness, and excellent customer service. This may be illustrated by an example of Marriott International's "Spirit to Serve" workers' education initiative to strengthen its corporate sustainability, business empathy and transparent collaborations (Wickham et al., 2020). Developing guest engagement and strong engagement requires empowering personnel to uphold the hotel's corporate principles and provide personalised attention. Kimpton Surfcomber can improve the quality of service, foresee visitor requirements, and create significant experiences that visitors will remember by providing staff with the required training and expertise. 
Recommendation 7: Employ continuous market development research
Research has acknowledged that Miami Beach has possessed an ever-changing hospitality industry, containing more than 1200 hotels and restaurants. In this intensely competitive marketplace, to cope with such a competitive landscape, the hotel needs to hold continuous market development research to understand the changes in market demand and guests' preferences regarding their adventures travelling (Önder and Gunter, 2022). The competitive edge of the hospitality industry may be restored by staying informed of evolving trends in the marketplace and guest preferences through a comprehensive market investigation. As inferred by Gursoy and Chi, (2020), approximately 76% of tourists find reviews to be significant when making hotel reservations, highlighting the significance of customer feedback in influencing purchasing decisions (Chien et al., 2023). Based on this study report, it may considered that online reviews or comments are how much essential to preserve brand recognition in an extensive competitive landscape.
In this current study landscape, it could be recommended that "Kimpton Surfcomber Hotel" may use different advanced tech-based tools like questionnaires, reviews on the internet, and social networking analytics. Accomplishing these solutions, Kimpton Surfcomber would be able to gather practical knowledge about what its guests want and anticipate from sophisticated eco-friendly, and adventurous vacation experiences. It can be explained by the research by Huang et al., (2020), which has noted that different social media comments are highly effective as this helps to define travellers' motives for tourism, their preferred tourism facilities and many more. By addressing these intense solutions, organisations can resolve the issues regarding guest dissatisfaction. 
[bookmark: _Toc159256943]Lewin’s Change Management Model 
This model analyses that the procedure of change entails making the notion that a change is required, then moving toward the new, desired level of behaviour and, eventually, solidifying that recent behaviour as the model. “Lewin's Change Management Model”, presented by Kurt Lewin is a recognised widely and influential framework to comprehend and manage organisational change. According to the viewpoint of Harrison et al., (2021), this model can be implemented to the difficulties encountered by the Kimpton Surfcomber Hotel to maintain its unique identity, as well as preserve its art deco charm while embracing the developing landscape of hospitality. Three stages in this model are the “Unfreeze Stage”, “Change Stage” and “Refreeze Stage”.
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Figure 1: Lewin’s Change Management Model
(Source: Rosdiana and Aslami, 2022)
The model of Lewin's change management also examines how change can be discouraged and encouraged. Lewin identified causes that change can occur, such as pressure from consumers, increased efficiency along other aspects that can lead to change. 
· Unfreeze Stage
The initial stage of Lewin’s change management model. Determining the context of Bekmukhambetova (2021), “Kimpton Surfcomber Hotel”, this specific stage would involve identifying the pressing requirement to address the difficulties posed by competition from transforming guest preferences, new developments, gentrification and sustainability demands along with increasing maintenance costs. 
Kimpton Surfcomber Hotel’s leadership needs to communicate the significance of preserving the hotel's innovative identity as well as art deco charm while simultaneously embracing modern trends, along with customer expectations. This can be accomplished through a thorough analysis of customer feedback, market trends, and engaging stakeholders and industry benchmarks incorporating employees, guests along local community members, in the change procedures. 
On the other hand, mitigating resistance to change from stakeholders or employees, who are comfortable with the fear of disruption or status quo to the hotel's designated operations and culture. As per the views of Errida and Lotfi (2021), clear and compelling communication along with identifying concerns and involving stakeholders in the procedure will be important. 



· Change Stage
In the second stage of Lewin's change management model, the company executes the desired changes. This can involve a various approach for the hotel Kimpton Surfcomber. It can be stated that developing a strategic plan in maintaining and restoring the hotel's art deco architecture, and design components along with historical significance while ensuring compliance with modern building codes as well as accessibility standards. The hotel makes substantial investments to upgrade public spaces, and guest rooms along with amenities in terms of incorporating contemporary features and technologies while preserving the vintage charm of the hotel. This can incorporate improving in-room technology, growing wellness offerings as well as introducing sustainable practices. Aside from this, the organisation executes unique guest experiences that combine the historical charm of the hotel with modern conveniences as well as personalised services. This could affect curated cultural programs, exclusive partnerships along tailored customer packages. According to the insight of Levy (2021), it can be stated that the hotel executes successful eco-friendly practices, such as water conservation measures, and energy-efficient systems along with waste reduction programs, in terms of aligning with sustainability demands and appealing to environmentally aware travellers. 
On the other hand, it is worth mentioning that managing the complexity of implementing multiple initiatives at the same time, ensuring alignment across various departments, and allocating adequate resources and budget for the transformations. However, cross-functional collaboration, effective project management along strategies for change management will be important. Furthermore, while Lewin's Change Management Model delivers a proper approach to managing company change, it is essential to recognise its limitations as well as potential difficulties. The model also portrays a linear progression through every stage, but in reality, evolution is usually non-linear and iterative, demanding adaptability and flexibility.
· Refreezing stage
In this last stage, stabilising new behaviours have been developed and these new behaviours can be effective for managing daily help. If this stage does not occur then the organisation cannot reach the status quo position and the new behaviour of the organisation can be discarded (Harrison et al., 2021). As mentioned by Ratana et al., (2020), this stage refers to solidifying the needed changes in the organisation and reducing the challenges of the organisation. “Kimpton Surfcomber Hotel” faced problems in maintaining an innovative identity, therefore through this stage, this hotel could take the opportunity to make innovative measurements. This can make evaluate changes in the organisational process and can make transitions in the service delivery process or the hospitality process. Moreover, this hotel needs to make changes related to training processes for the staff of the hotel, which can increase the skills of the staff and enhance their productivity level. 
Moreover, this process mainly solidifies the behaviours of the employees and makes the employees' behaviour stabilise the situation (Rawson and Davis, 2023). This phase mainly occurs during moving away the employees from the transition phase to the stabilising phase. This stage mainly refers to making changes in the organisational internal process and stabilising the robust changes in the organisation by removing the employee's problems and organisational challenges (Asikhia et al., 2021). In addition to that, this stage helps monitor the process and make the required decisions for the organisation. This can develop the satisfaction of the employees of the “Kimpton Surfcomber Hotel” and increase their productivity. In this last stage, the organisation can also identify the success of the organisation after considering the changes, this also provides the results after considering changes in the previous stage (Jami Pour and Hosseinzadeh, 2021). Therefore, this is suitable for taking the applications of this theory to manage the conditions of the Hotel. 
Recommendation 5: Collaborative measurements and monitoring of the regulations
“Kimpton Surfcomber Hotel” has faced challenges from competition in the market for new development and changing certain regulations in providing services. Therefore, this Hotel can consider collaborative measurements with other companies for managing the competition in the market. Through this process, the investments for the Hotel can be developed and new developments can be managed. Through this process, hotels can target specific markets to provide better services to customers after considering new service developments (Gonzalez-Aguirre et al., 2021). On the other hand, hotels can value the regular monitoring processes of the different regulations. This can be effective for considering the robust monitoring systems of the different regulations to provide services to the customers (Heidari and Jafari Navimipour, 2022). Through this process, the hotel can implement innovative measurements that can be effective for maintaining the regulations and managing the market analysis for providing the services to the customers. Therefore, this can reduce the problems of the Hotel and enhance the overall productivity of the Hotel. The robust reviewing process is important for providing better services to customers (Baidya et al., 2021). Therefore, this can be considered as the effective recommendation for this Hotel. 
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	SL. No.
	Problem
	Solution 
	Resources
	Desired outcome
	Time
	Completion
Date
	Planned
Budget

	1
	Ever-evolving guest preferences towards adventurous, luxurious and sustainable travelling cause a dynamic market condition in the hospitality industries
	In terms of defining the contemporary market trends and changing behavioural aspects of guests, there should be standard market research and guest satisfaction surveys
	R&D department, Marketing Team
	A trustworthy relationship between the brand and guests will be enhanced by transparent corporate collaboration. 
	3 months
	22/03/2024
	$11,000

	2
	Increased sustainable and eco practices in the hospitality and tourism sectors need high maintenance and restoration costs for managing sustainable and innovative business initiatives. 
	Adopt affordable green practices like water-based and energy-saving techniques. 
	Finance Department of the organisation
	This will help to mitigate the costs of maintenance. 
	4 months
	22/07/2024
	$19,000

	3
	Modifications of legal standards of USA hospitality sectors create barriers to industrial adaptability
	To ensure ethical conformity and flexibility, maintain apprised of law revisions and work with legal counsel.
	Law enforcement department
	Retain flexibility in operations while making sure regulations are followed.
	4 months
	22/10/2024
	$6,000

	4
	Intensified competitiveness from the aspects changing current market trends
	Provide distinctive experiences and individualised services to set the business distinct.
	Guests Relational Management 
	Retain the market's competitiveness and draw in a refined consumer base.
	3 months
	22/12/2024
	$16,000

	5
	Market expansion and increasing gentrification
	Investigate potential alliances with neighbouring businesses and places of interest to draw in a varied customer base.
	Business Development Management
	Increase the number of travellers and lessen the impact of gentrification on the company's revenue structure.
	5 months
	22/02/2025
	$25,000


Table 4: Action Plan for Kimpton Surfcomber Hotel
(Source: Self-Created)
[bookmark: _m62x3wfagvw9][bookmark: _Toc159256945]Conclusion
This study has been introduced to the operational development of “Kimpton Surfcomber Hotel” and enhances efficiency in the organisational development process. It has been observed that the company has faced some issues related to the satisfaction level of the consumers which negatively impacted productivity and profitability. Furthermore, the changing morals and uncertainty in politics are also impacted and make the operational process more difficult. To identify the understanding of the external business environment, the STEEPLED analysis has been done in which the social factors involve understanding the developing services and improving luxurious experiences to enhance positivity in the mindset of people regarding the hotel. Based on the technological factors, the development of technological involvement increases efficiency and provides personalised experiences. However, the concern for cyber security also impacted the organisational process. It is also observed that the COVID-19 situation and developing inflation rate increase the uncertainty in economic development and impact on profitability. 
USA has developed their awareness of the recycling process and developed sustainable development which prioritises and is considered as a business strength. A stable political system introduces multiple advantages and develops the attraction of  international guests, which increases efficiency in the business process. A SOAR analysis is also included, that enhances efficiency and introduces multiple advantages that create improvement in the understanding of internal business processes and develop the exploration of the market and demographics to enhance efficiency. TOWS analysis is also included to enhance the development of reputation and introduce the expansion involving technological development. Based on the identified issues, certain recommendations have been involved that create improvement in the change management process. 
The focus on the market trends and using dynamic pricing tactics are needed that help to create improvement in the business process. It is also needed for the organisation to enhance technological advancement and make backup plans due to the development of a data-driven culture. To enhance organisational development, it is needed to create improvement and utilise Lewin’s Change Management Model which helps to increase efficiency and develop a systematic process for change management. Based on the understanding of the utilisation of the management process for the change, it is recommended for the organisation to eliminate the barrier for the resistance to change and create short-term wings that provide continuous progress in the business. Hence it is observed that the development of solutions based on the identified issues enhances efficiency and introduces multiple advantages for the future success of “Kimpton Surfcomber Hotel”.
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