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[bookmark: _Toc147591898]Executive Summary 
The Ritz-Carlton, Los Angeles stands as a famous hotel with a rich history of almost a century, nestled in the centre of Los Angeles Currently owned by the Qatari state-owned firm Katara Hospitality and managed by Accor S.A.'s subsidiary, Fairmont Hotel & Resorts, this premium facility has long been identified with top-tier hospitality services. While The Ritz-Carlton, Los Angeles has historically maintained a reputation for quality, recent customer evaluations on multiple platforms have raised concerns. Despite previously exceptional evaluations, the hotel's rankings are presently on a troubling decrease. For instance, Expedia rates the hotel at 8.8,  yet TripAdvisor (Barsky, 2022). has a rating of 4.5. This declining trend is particularly troubling given that competitor hotels enjoy substantially higher ratings, signifying a significant problem.
Roland Berger has been appointed as the consultant to address this decline in customer service ratings at The Ritz-Carlton, Los Angeles. The expert conducted a comprehensive examination, employing numerous analytical methods to uncover the primary reasons (Lockyer, 2003). The vulnerabilities disclosed originate from visitor evaluations delineating their experiences, particularly on hotel reserving sites like Expedia, TripAdvisor, and Agoda. These difficulties are perceptible and directly linked to visitors' visits. For instance, one TripAdvisor review reported a guest's amazement upon discovering a bathtub filled with stagnant water that had been left untreated for over two days. Another visitor observed a major difficulty when it took room service two hours to arrange their accommodations following check-in. Furthermore, a second evaluation underscored the lack of crucial contemporary conveniences, such as USB-C connections and wireless charging stations, leaving customers with lifeless computers (Landman, 2022). Post-COVID-19, personnel shortages have exacerbated the problem, with a visitor complaining about the protracted wait times for basic room service requests.
Being a service-oriented company, The Ritz-Carlton, Los Angeles is contending with challenges like outmoded interiors, poor restroom fixtures, substandard front office customer service, mismanagement of complementary services, and more. These difficulties primarily arise from understaffing, leading to significant operational negligence. This study comprehensively examines these difficulties to propose feasible solutions (MATZINGER, 2023).
To acquire an exhaustive knowledge of the difficulties, a SWOT Analysis was executed to identify the hotel's assets and vulnerabilities, along with prospective opportunities and threats. The Ritz-Carlton, Los Angeles must exploit its assets and manage its shortcomings and challenges efficiently. This investigation divided the difficulties into two general groups: physical concerns (related to infrastructure) and ethereal issues (connected to services) (Whittington & Molloy, 2005).
A PESTLE study was also done to comprehend external variables leading to labor shortages and deteriorating sales. However, for a precise issue resolution, the SOSTAC model was employed to design solutions and evaluate the related expenditures (Krishnan et al, 2020). According to the SOSTAC paradigm, the severity of the problems dictates the priority of resolution.
The significant challenges that require urgent action include:
1. Interior concerns, include obsolete and weighty furniture that consumes extra space, forcing replacement.
2. Insufficient natural lighting leads to visitor discontent, necessitating development (Newton, 2010).
3. Ageing bathroom fixtures leading to issues like water leakage and squandering.
4. Obsolete electric connections, restrict visitors seeking technical assistance.
5. Cleanliness issues destroying the luxury image of the hotel.
6. Inadequate delivery of ancillary services resulting in visitor complaints.
7. Staff shortages impacting room service, bellman, and concierge services, necessitating the employment of professional staff to enhance visitor satisfaction (Mavridopoulou, & O’Mahoney, 2020).
8. Addressing these significant concerns is vital to restoring The Ritz-Carlton, Los Angeles's reputation for unrivalled elegance and hospitality.
Having recognized these Issues, The Ritz-Carlton, Los Angeles has devised viable means to surmount them. The recommended resolutions for these difficulties are as follows:
	Issues
	Solutions
	Desired Outcome
	Time Frame
	Date of Completion
	Budget (£)

	Staff-Related Issues
	 
	 
	 
	 
	 

	High turnover rates
	Implement retention strategies
	Reduced turnover
	6 months
	March 31st 2024
	£15000

	Training gaps
	Develop inclusive training programs
	Competent staff
	1 year
	November 30th 2024
	£10000- £20000

	Compensation disparities
	Review and adjust reimbursement packages
	Satisfied employees
	Ongoing
	N/A
	N/A

	Low employee morale
	Launch recognition and morale-boosting programs
	Improved staff morale
	6 months
	March 28th 2024
	£5000

	Lack of service culture
	Promote a guest-centric package culture
	Enhanced guest satisfaction
	1 year
	November 25th 2024
	£3000

	Infrastructural Issues
	 
	 
	 
	 
	 

	Ageing infrastructure
	Prioritize maintenance and renovations
	Improved infrastructure
	2 years
	November 30th 2025
	£25000

	Outdated technology
	Advancement technology systems
	Enhanced guest experience
	1 year
	October 30th 2024
	£10000

	Energy inefficiency
	Implement energy-efficient measures
	Cost savings and sustainability
	Ongoing
	N/A
	N/A

	Maintenance backlogs
	Establish a proactive maintenance schedule
	Well-maintained facilities
	Ongoing
	N/A
	N/A

	Interior Design Issues
	 
	 
	 
	 
	 

	Worn-out furnishings
	Replace and upgrade furnishings
	Enhanced guest comfort
	1 year
	October 30th 2024
	£10000

	Inadequate maintenance
	Schedule regular maintenance and repairs
	Improved aesthetics
	Ongoing
	N/A
	N/A

	Lack of modern amenities
	Invest in modern amenities and technology
	Competitive guest experience
	6 months
	February 30th 2024
	£3000

	Accessibility challenges
	Implement user-friendliness modifications
	Inclusive guest experience
	1 year
	September 30th 2024
	£3000

	General Issues
	 
	 
	 
	 
	 

	Reputation impact
	Reputation management strategies
	Improved online reputation
	Ongoing
	N/A
	N/A

	Guest satisfaction surveys
	Conduct regular surveys and analyze feedback
	Increased guest satisfaction
	Ongoing
	N/A
	N/A

	Sustainability initiatives
	Integrate sustainability practices
	Eco-conscious guest appeal
	Ongoing
	N/A
	N/A

	Safety protocols
	Review and update safety protocols
	Enhanced guest safety
	Ongoing
	N/A
	N/A





[bookmark: _Toc147591899]Introduction 
The Ritz-Carlton, Los Angeles, a respected member of the Ritz-Carlton Hotel Company, maintains a prominent position within the city's dynamic environment. Situated in the center of downtown Los Angeles, this enormous hotel is a testimony to opulence, with accommodations and suites that symbolize elegance and comfort. Its position in the thriving interior of Los Angeles brings it within arm's reach of the city's cultural, amusement, and business centres, making it a fantastic destination for both leisure and business visitors. The hotel's rooms and suites, each attentively constructed, provide visitors with ample and delightful lodgings. With a combination of modern aesthetics and traditional appeal, they create a refuge of leisure and luxury, affording respite from the frenetic metropolis outside. The Ritz-Carlton, Los Angeles, has long been acclaimed for its dedication to creating an exceptional visitor experience, where every detail is studied, and every moment is revered.
To address the multiple issues encountered by the Ritz-Carlton, Los Angeles, it proposes to utilize various analytical frameworks. These established approaches will elucidate the route ahead and enable us to convert difficulties into opportunities. The paper is probed into the macro-environmental factors, Political, Economic, Sociocultural, Technological, Environmental, and Legal, that affect the hotel business. By evaluating these external influences, it will obtain a complete picture of the difficulties and possibilities confronting the Ritz-Carlton, Los Angeles. The SWOT analysis will serve as a cornerstone in identifying the hotel's internal strengths and vulnerabilities, as well as external opportunities and threats. This introspective evaluation will give a framework for constructing a specific approach to address the identified difficulties. Building upon the SWOT analysis, the TOWS framework will enable us to produce strategic recommendations by integrating internal strengths and vulnerabilities with external opportunities and threats. This comprehensive approach will lead us in establishing tangible initiatives to advance the Ritz-Carlton, Los Angeles, toward excellence.
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[bookmark: _Toc147591901]Background of The Ritz-Carlton, Los Angeles 
The Ritz-Carlton, Los Angeles, is a famous luxury hotel located in the centre of downtown Los Angeles, California. Nestled among the vibrant L.A. Live entertainment complex, this magnificent venue provides a gorgeous combination of historical refinement and contemporary attractiveness. Opened in 2010, the Ritz-Carlton, Los Angeles, has rapidly become a symbol of extravagance and sophisticated hospitality in the bustling city (Barsky, 2022). With its outstanding modern architecture and panoramic views of the city's cityscape, the hotel delivers a compelling experience for discriminating visitors.
Boasting 123 well-appointed guest rooms and suites, the Ritz-Carlton, Los Angeles, offers a refuge of opulence and elegance. Guests may luxuriate in world-class facilities, including a rooftop pool and bar, a magnificent retreat, and multiple dining choices that represent the rich culinary landscape of Los Angeles (Lockyer, 2003). Its excellent location provides visitors within walking distance of key attractions, including the Staples Center, the Los Angeles Convention Center, and other entertainment venues. The Ritz-Carlton, Los Angeles, has firmly established itself as a primary destination for visitors desiring an outstanding combination of metropolitan elegance and West Coast character.
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Rooftop Pool and Bar: Guests may unwind in the magnificent rooftop pool with panoramic views of the metropolis. The rooftop bar provides handcrafted beverages and a sophisticated environment
Spa & Wellness: The hotel has a world-class leisure offering a variety of services, from massages to treatments, providing an excellent opportunity to rest and refresh (Landman, 2022).

Figure-1 Amenities of  The Ritz-Carlton, Los Angeles (Landman, 2022).
Dining: With several dining choices, including WP24 by Wolfgang Puck and Nest at WP24, visitors may experience superior cuisine varying from Asian-inspired delicacies to contemporary American food (MATZINGER, 2023).
Fitness facility: A state-of-the-art fitness facility is accessible for individuals who prefer to maintain their training routines while travelling.
Meeting & Event Rooms: The hotel provides flexible event rooms, making it a wonderful option for corporate conventions and special celebrations (Whittington & Molloy, 2005).
[bookmark: _Toc147591903]Room Categories and Features:
Deluxe Room: Spacious and elegantly outfitted, these accommodations provide city views, luxurious linens, and marble bathrooms (Krishnan et al, 2020).
Club Level Room: Located on a private level, these accommodations enable exclusive access to the Club Lounge with complimentary cuisine and beverages (Newton, 2010).
Suites: The hotel provides several suites, including Executive Suites and The Ritz-Carlton Suite, including distinct living spaces and increased facilities.
Residences: For protracted visits, the hotel provides completely furnished luxury houses with fully equipped kitchens (Mavridopoulou, & O’Mahoney, 2020).
Penthouse: The crown treasure, the Penthouse Suite, features breathtaking views, a private terrace, and individual attendant service. These facilities and accommodation categories combine to provide an exceptional experience, ensuring that visitors at the Ritz-Carlton, Los Angeles, enjoy the utmost in comfort, convenience, and refinement throughout their stay (Kipping & Clark, 2012).
Technology: The hotel provides current technology amenities such as flat-screen TVs, high-speed Wi-Fi, and bedside control consoles for illumination and climate.
Concierge Services: The professional concierge service is on hand to assist visitors with organizing transportation, purchasing tickets to nearby attractions, and offering insider suggestions (O’Mahoney, 2021).
Pet-Friendly Accommodations: The Ritz-Carlton, Los Angeles, welcomes feline companions, providing pet-friendly facilities and services for a seamless stay with four-legged friends.
Luxury Bedding: Guests may luxuriate in opulent bedding with high-quality linens and a variety of pillows for a comfortable night's sleep (Padma & Ahn, 2020).
In-Room Dining: 24-hour in-room dining service guarantees that visitors may experience delectable dinners in the convenience of their rooms or accommodations.
Breathtaking views: Many of the rooms and accommodations offer outstanding vistas of the Los Angeles skyline, providing visitors with a unique and stunning setting (McNeill, 2023).
Central Location: The hotel's prominent position in downtown Los Angeles provides simple access to cultural attractions, entertainment venues, retail areas, and more, making it an ideal base for exploring the city (Noel, 2020).
Number of Rooms: The number of rooms is approximately 123. Though the actual quantity of rooms at The Ritz-Carlton, Los Angeles, may differ, it normally provides a selection of rooms and suites to accommodate visitors (Lee, 2022). 
Price Ranges: Prices for rooms at The Ritz-Carlton, Los Angeles, may vary substantially depending on criteria such as room type, season, availability, and special packages (Strom, 2023). As of my latest update, the room price at The Ritz-Carlton in Los Angeles is £500-£1500 per night for base rooms and goes up substantially for suites and club-level accommodations. 
Overall, the Ritz-Carlton, Los Angeles, establishes the benchmark for premium lodging in the core of Los Angeles. Its assemblage of facilities and hotel classifications accommodate the various demands of visitors, whether they are here for business, leisure, or a particular event (Peter Sarantopoulos et al, 2023)t. The blend of opulent amenities, dedicated service, and a great location guarantees that every visit is a memorable and outstanding experience.
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The Ritz-Carlton, Los Angeles, emphasizes the safety and well-being of its visitors and employees by establishing extensive emergency procedures, including those for natural disasters and pandemics:
Emergency Preparedness: The hotel has a well-defined emergency response plan that covers numerous eventualities, including earthquakes, fires, and public health crises. Staff undertake frequent training to ensure they are prepared to respond immediately (Kipping & Clark, 2012).
Communication: The hotel maintains excellent lines of communication with local authorities and emergency services, assuring a prompt reaction to any situation (O’Mahoney, 2021).

Figure-2 Safety Measurement of The Ritz-Carlton, Los Angeles (O’Mahoney, 2021).


Guest Safety: The facility is equipped with state-of-the-art fire detection and suppression systems, as well as emergency escape routes designated in guest cabins and communal spaces.
Health and Hygiene policies: During pandemics like COVID-19, the hotel conducts stringent hygiene and sanitation policies, including heightened cleansing of public areas and guest rooms, mask requirements, and social distancing measures (Padma & Ahn, 2020).
Guest Education: The hotel offers visitors with information on safety precautions, emergency protocols, and health requirements to safeguard their well-being throughout their stay
Flexible Booking Policies: In times of crisis, the hotel provides flexible booking and cancellation policies to facilitate altering travel arrangements (McNeill, 2023).
Emergency Supplies: The Ritz-Carlton, Los Angeles, maintains emergency supplies, including food, water, and medical equipment, to safeguard the well-being of visitors and employees in the case of a crisis (Noel, 2020).
Personnel Assistance: The hotel has procedures in place to help personnel during crises, including safeguards for their safety and well-being.
These preventive precautions underscore the Ritz-Carlton, Los Angeles's dedication to creating a safe and secure environment for guests and workers, whether confronting natural catastrophes or pandemics, to guarantee that everyone is protected and informed during hard times (Lee, 2022).
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A PESTLE investigation for the Ritz-Carlton, Los Angeles, would evaluate the following factors:
	Particulars 
	Description 

	Political
	· Government rules and policies may affect the hotel sector, including tax policies, immigration restrictions, and safety requirements (Strom, 2023).
· Political stability in Los Angeles influences tourism and the hotel's capacity to attract foreign customers (Peter Sarantopoulos et al, 2023).


	Economic
	· Economic variables, such as inflation, currency rates, and general economic health, impact the affordability of luxury hotels and travel (Park et al, 2019).
· Business cycles and economic recessions may affect the hotel's occupancy rates and income.


	Sociocultural
	· Cultural changes and social preferences influence visitor expectations, influencing factors like dining options and health offers (Weaver, 2023).
· Demographic characteristics, such as the age and nationality of clients, determine the hotel's marketing and service strategy (Parkes, Bochner, and Schneider, 2022).


	Technological
	· Advancements in technology affect visitor experiences, from online booking platforms to in-room smart devices and contactless check-in (Rothwell & Arnold, 2023).
· Technological developments can influence security and data privacy, necessitating sophisticated cybersecurity safeguards (Suárez-Albanchez, et al., 2021).


	Environmental
	· Sustainability and environmental issues have grown more pertinent. The hotel's measures relating to energy efficiency and refuse reduction might impair its reputation (Johnson, 2005).
· Regulations relating to environmental protection may affect hotel operations and development (Nanu et al. 2020).


	Legal

	· Compliance with local and national legislation, such as labor laws and safety standards, is vital for the hotel's operations (Pathak, 2023).
· Intellectual property and trademark protection are vital in safeguarding the Ritz-Carlton brand's identity (Subramaniam et al., 2011).

	Ethical
	· Ethical issues, including corporate social responsibility efforts, may enhance the hotel's image and attract socially concerned clients (Shearn, 2022).
· Ethical sourcing of products, ethical labor methods, and community participation are all significant aspects (Weihrich, 2023).



Overall, the Ritz-Carlton, Los Angeles, must consistently examine and alter these external elements to remain competitive, create outstanding visitor experiences, and assure the sustainability of its operations in a dynamic and ever-evolving market (Leichsenring, 2022).
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A SWOT analysis for the Ritz-Carlton, Los Angeles, illustrates its internal strengths and vulnerabilities, as well as external opportunities and threats:
	Strengths:
· Luxurious Brand Image: The Ritz-Carlton is widely famous for its opulent and high-quality services, which attract discriminating customers seeking luxury lodgings (Lacity, Rottman, and Khan, 2022).
· Prime Location: Situated in downtown Los Angeles, the hotel benefits from its closeness to key attractions, commercial sectors, and entertainment venues (Yang, Zhang, and Mattila, 2023).
· Exceptional Service: The Ritz-Carlton is recognized for its world-class customer service, including customized attention and a dedication to client satisfaction (Park & Allen, 2012).
· Fine Dining: The hotel features several dining choices, including WP24 by Wolfgang Puck, providing gourmet culinary experiences (Mody, Suess, and Lehto, 2023).
· facilities: A comprehensive selection of facilities, including a spa, rooftop pool, fitness centre, and event spaces, enhance the visitor experience (Lashley, 2008).
	Weaknesses
· High Price Point: The prestige brand comes with a premium price tag, which may restrict the hotel's accessibility to a certain market niche (Noordzife, 2014).
· Competitive Market: The luxury hotel sector in Los Angeles is very competitive, requiring ongoing innovation to stand out (Whittington, et al 2020).
· restricted Room Inventory: With 123 rooms and suites, the hotel's capacity is restricted compared to larger rivals (Widya Yudha, Tjahjono, and Kolios, 2023).


	Opportunities
· Market Expansion: The hotel might pursue chances to increase its brand presence in other significant cities or areas (Yang & Mattila, 2023).
· Sustainability: Embracing sustainable practices might attract eco-conscious visitors and align with rising environmental consciousness (Campanile, 2023).
· Digital Transformation: Investing in technology and digital marketing may increase visitor experiences and facilitate operations (Case Centre, 2022).

	Threats
· Economic Downturns: Economic recessions may affect luxury travel and discretionary expenditures, harming the hotel's income (Huet, 2022).
· Natural catastrophes: Being situated in an earthquake-prone location, the hotel is exposed to natural catastrophes, which might impede operations (Gheibi, 2022).
· Pandemics: Public health calamities like the COVID-19 pandemic might lead to travel restrictions and reduced demand for luxury accommodations (Eloquin, 2023).
· Competitive Pressure: Rivalry with competing luxury hotels in Los Angeles may lead to pricing conflicts and reduce profit margins (Leichsenring, 2022).



By exploiting its strengths, correcting vulnerabilities, capitalizing on opportunities, and bracing for threats, the Ritz-Carlton, Los Angeles, can sustain its position as a prominent luxury destination in the dynamic hospitality industry.
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	Strengths (S)
· Luxurious Brand Image
· Prime Location
· Exceptional Service
· Fine Dining
· Amenities

	Weaknesses (W):
· High Price Point
· Competitive Market
· Limited Room Inventory


	Opportunities (O):
· Market Expansion
· Sustainability
· Digital Transformation

	Threats (T):
· Economic Downturns
· Natural Disasters
· Pandemics
· Competitive Pressure





1. S-O Strategy: Leverage the hotel's luxury brand image (S) to expand into other markets (O) by establishing Ritz-Carlton hotels in other expensive cities. This may diversify income sources and increase the brand's prominence (Park et al, 2019).
2. W-O Strategy: Address the competitive market problem (W) by investing in digital transformation (O) to produce a mobile app that increases visitor experiences (Parkes, Bochner, and Schneider, 2022). The app may provide features like seamless check-in, room personalization, and suggestions for nearby attractions.
3. S-T Strategy: Utilize a strong brand reputation (S) to prepare for economic downturns (T) by providing special packages and discounts during economic crises. This method may attract cost-conscious luxury visitors and sustain occupancy rates (Weaver, 2023).
4. W-T Strategy: To reduce competition pressure (W), continuously monitor market changes and client preferences. Then, change pricing strategies (T) appropriately (Rothwell & Arnold, 2023). Implement dynamic pricing techniques to maximize revenue and occupancy rates while remaining competitive.
5. S-O Strategy: Leverage the premium brand image (S) and exceptional location (S) to position the hotel as a prominent destination for sustainable luxury (O). Implement green efforts, such as eco-friendly facilities and energy-efficient procedures, to attract eco-conscious visitors (Suárez-Albanchez, et al., 2021).
6. W-O Strategy: Address the limited room inventory (W) by collaborating with adjacent luxury apartment complexes and providing extended-stay packages (O). This method might appeal to clients seeking a more residential feel (Johnson, 2005).
By deploying these TOWS tactics, the Ritz-Carlton, Los Angeles, can strategically transform issues into solutions, diversify income sources, enhance visitor experiences, and preserve its position as a top luxury hotel in a competitive market (Nanu et al. 2020).
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Tangible and ethereal infrastructure concerns might unquestionably have a detrimental influence on the Ritz-Carlton, Los Angeles. Here are some instances of such issues:
Tangible Infrastructural Issues:
Physical Deterioration: Tangible difficulties with the physical infrastructure, such as ancient building materials, drainage problems, or electrical issues, may contribute to visitor inconvenience, safety concerns, and expensive restorations (Pathak, 2023).
Outdated Technology: An ancient technological infrastructure, like obsolete HVAC systems, lethargic Wi-Fi, or defective in-room devices, may result in visitor dissatisfaction and harm the entire guest experience (Pathak, 2023).
Energy Inefficiency: Tangible concerns connected to energy inefficiency, such as obsolete lighting fixtures or inadequately insulated windows, may contribute to high operating expenses and have a severe environmental effect (Subramaniam et al., 2011).
Maintenance Backlogs: Deferred maintenance concerns, such as broken fixtures or damaged furniture, may accumulate over time, decreasing the hotel's visual appeal and comfort (Shearn, 2022).
Intangible Infrastructural Issues:
Reputation Impact: Intangible concerns like apparent physical degradation or obsolete technology may adversely affect the hotel's image, making it appear less competitive or less devoted to client comfort and happiness (Weihrich, 2023).
Guest Satisfaction: Intangible concerns due to obsolete or inefficient infrastructure might result in reduced visitor satisfaction levels, reducing recurrent business and brand loyalty (Lacity, Rottman, and Khan, 2022).
Environmental Responsibility: Failing to address energy deficiency concerns may damage the hotel's reputation in terms of environmental responsibility, which is an intangible aspect increasingly crucial to eco-conscious guests (Yang, Zhang, and Mattila, 2023).
Safety Concerns: Infrastructural difficulties, specifically those connected to safety systems or structural integrity, may produce intangible safety worries among visitors, harming their sense of security and well-being (Park & Allen, 2012).
The issues successfully need a comprehensive strategy that combines physical efforts, such as infrastructure restorations and renovations, with intangible efforts, including reputation management, visitor satisfaction methods, and a commitment to environmental stewardship (Noordzife, 2014). This comprehensive strategy is vital for sustaining the Ritz-Carlton's brand image and delivering a wonderful guest experience.
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Tangible and ethereal interior defects may gravely damage the Ritz-Carlton, Los Angeles, thereby harming guest contentment, brand repute, and overall guest experience (Whittington, et al 2020). Here are instances of such issues:

Figure-3 Tangible & Intangible Issues (Whittington, et al 2020)


Tangible Interior Issues:
Worn-out Furnishings: Tangible difficulties with the physical quality of furnishings, such as damaged or outmoded furniture, carpets, or draperies, may contribute to a less pleasurable ambience and distress for visitors (Mody, Suess, and Lehto, 2023).
Inadequate Maintenance: Tangible maintenance concerns, such as flaking paint, fractured walls, or malfunctioning fixtures, may significantly impair the visual attractiveness of interior areas and generate a sensation of neglect (Lashley, 2008).
The dearth of contemporary facilities: The dearth of contemporary facilities like high-speed Wi-Fi, smart room controls, or state-of-the-art entertainment systems may result in actual client dissatisfaction and hamper the hotel's competitiveness (Yang & Mattila, 2023).
Accessibility Challenges: perceptible accessibility difficulties, such as small entrances, absence of staircases, or inaccessible facilities, may generate palpable pain for visitors with disabilities, perhaps leading to legal and reputation-related implications (Campanile, 2023).
Intangible Interior Issues:
Aesthetic Disagreement: Intangible difficulties connected to design defects, discordant colour schemes, or a lack of visual harmony in interior spaces may detract from the overall visitor experience and create an unfavourable impression (Case Centre, 2022).
Atmospheric Discomfort: Intangible concerns like poor illumination choices, insufficient temperature management, or noisy settings may impair the intangible comfort and atmosphere of interior spaces, resulting in visitor discontent (Huet, 2022).
Passenger Perplexity: Intangible difficulties connected to perplexing design, poor signage, or a lack of logical navigation may produce intangible passenger dissatisfaction and severely influence the entire guest experience (Gheibi, 2022).
Emotional Connection: The lack of intangible factors that establish an emotional connection, such as a warm and inviting ambience or unique design features, might leave visitors feeling estranged from the hotel and its brand.
These tangible and intangible interior issues require a combination of tangible actions, such as renovations, maintenance, and upgrades, and intangible efforts, including design harmonization, guest-oriented aesthetics, and a focus on creating a comfortable and emotionally engaging environment (Buttrick, 2009). By addressing these areas, the Ritz-Carlton, Los Angeles, can enhance visitor satisfaction, retain its brand reputation, and create exceptional guest experiences.
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Tangible and ethereal staff-related concerns may profoundly harm the Ritz-Carlton, Los Angeles, influencing client satisfaction, operational efficiency, and the entire guest experience. Here are instances of such issues:
Tangible Staff-Related Issues:
High Turnover Rates: Tangible personnel turnover concerns, characterized by frequent departures and recruiting attempts, may contribute to higher training expenses, service inconsistency, and interruptions in operations (Brierley, 2006).
Training Gaps: Tangible concerns associated with insufficient training or deficient resources for staff development might result in uninformed personnel, resulting in service gaps and visitor discontent.
Compensation Discrepancies: Tangible compensation-related concerns, such as salary discrepancies or insufficient benefits, may contribute to worker dissatisfaction and high attrition rates, compromising visitor service quality (Housner, Klink, and Kausel, 2022).
Intangible Staff-Related Issues:
Low Employee Morale: Intangible employee morale concerns, arising from factors like burden, lack of appreciation, or poor work culture, may contribute to decreased enthusiasm, job satisfaction, and service quality (Daymon, 2022).
Service Culture Neglect: Intangible neglect of a service-oriented culture may result in staff members who lack the intangible characteristics of genuine hospitality, attention to detail, and dedication to visitor satisfaction.
Guest-Centric Mindset: Intangible concerns associated with a dearth of guest-centric thinking among personnel may result in wasted chances to anticipate visitor requirements, surpass expectations, and deliver individualized service (Donnelly, 2022).

Employee Burnout: The intangible problem of employee burnout, caused by excessive burdens or a lack of work-life balance, may contribute to decreased job satisfaction, higher attrition, and a decline in service quality.
Tangible and intangible staff-related issues require a multifaceted approach that combines tangible actions, such as competitive compensation and training programs, with intangible efforts, including culture development, morale-boosting initiatives, and a strong commitment to guest-centric service excellence (IRVINE, 2022). By proactively resolving these areas, the Ritz-Carlton, Los Angeles, can boost visitor satisfaction and retain a motivated and devoted team.
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To eradicate both real and ethereal infrastructure defects that may have a detrimental influence on the Ritz-Carlton, Los Angeles, it's vital to adopt a complete approach. Here are the essential actions to solve these difficulties effectively:
Tangible Infrastructural Issues:
Infrastructure Inspection: Conduct a detailed examination of the hotel's physical infrastructure, including the building's condition, systems (e.g., sanitation, electrical, HVAC), and IT infrastructure. Identify particular areas that necessitate urgent attention (Brierley, 2006).
Prioritization: Prioritize infrastructure enhancements depending on their urgency, influence on visitor experience, and financial limits. Start with significant concerns that impact safety and visitor comfort.
Budget Allocation: Allocate a budget for infrastructure investments and maintenance. Ensure that the budget provides cash for both fast repairs and long-term maintenance and enhancements (Housner, Klink, and Kausel, 2022).
Vendor Selection: Choose recognized contractors, technicians, and service providers with expertise in hospitality projects to assure excellent workmanship and adherence to industry standards.
Execution: Execute infrastructure initiatives with accuracy, monitoring progress and quality throughout the process. Pay great attention to safety precautions, particularly when dealing with concerns like electrical or structural repairs (Daymon, 2022).
Guest Communication: Communicate with visitors about any ongoing infrastructure enhancements or maintenance work that may momentarily disrupt their experience. Transparency may assist in managing visitor expectations and reduce disturbances.


Intangible Infrastructural Issues:
Reputation Management: Addressing intangible concerns may need a comprehensive reputation management plan. This involves routinely reviewing internet evaluations and resolving visitor comments immediately and professionally (Donnelly, 2022).Visitor Satisfaction Surveys: Conduct frequent visitor satisfaction surveys to get input on the hotel's infrastructure and services. Analyze the data to discover areas that need improvement and implement appropriate adjustments.
Sustainability Initiatives: Implement sustainable practices and promote them to visitors. Showcase initiatives to decrease the hotel's environmental impact, such as energy-saving measures, recycling programs, and eco-friendly facilities (IRVINE, 2022).
Safety Rules: Ensure that intangible safety rules are in place and well-communicated to both personnel and visitors. Regularly evaluate and update safety protocols and perform emergency exercises to prepare for potential catastrophes.
Staff Training: Train staff members on how to manage and minimize intangible infrastructure challenges, particularly those connected to visitor delight and safety. Ensure that personnel can manage visitor enquiries and issues efficiently (Burnes, 2014).
Continual Improvement: Establish a culture of continual improvement to solve intangible challenges. Encourage personnel to discover areas for improvement and make recommendations for enhanced infrastructure management.
Tangible Interior Issues:
Comprehensive Inspection: Conduct a comprehensive inspection of all interior spaces, including guest accommodations, common areas, and dining facilities. Identify particular concrete defects such as worn-out furniture, maintenance spaces, or obsolete technology (Fisman & Sullivan, 2014).
Prioritization: Prioritize interior design duties based on their influence on visitor experience, financial limits, and the urgency of the concerns. Start with high-traffic areas and items that promptly impact visitor comfort.
Design and Renovation Team: Engage professional interior designers and contractors specialized in luxury hospitality. Collaborate closely with the team to establish a comprehensive strategy for resolving tangible interior challenges (A.B.C. News, 2021)
Budget Allocation: Allocate a budget that integrates both physical design components (e.g., furniture, renovations) and ethereal features (e.g., ambience, guest-centric design). Ensure that the budget is adequate for attaining targeted adjustments (Kotter, 2012).
Implementation: Execute interior design projects with rigorous attention to detail. Monitor progress, quality, and adherence to the design principle throughout the process.
Guest input: Collect guest input on the newly scheduled venues and evaluate remarks to make required enhancements. This feedback cycle is crucial for fine-tuning the design and ensuring it satisfies visitor expectations (Kostuch Media Ltd, 2013).
Intangible Interior Issues:
Cultural Shift: Cultivate a guest-centric culture among employees to address intangible concerns relating to atmosphere and emotional connection. This transition should emphasize genuine hospitality, attention to detail, and a dedication to visitor satisfaction.
Emotional Engagement: Focus on intangible components that establish emotional connections with visitors, such as atmosphere, illumination, and individual details. These aspects enhance the overall visitor experience (Al-Ababneh, 2014).
Training and Education: Provide intangible training programs for employees on establishing a pleasurable and inviting environment, paying attention to detail, and giving individualized service. Leadership should set an example and encourage a culture of emotional involvement (Kotter, 2012).
Maintenance and Sustainability: Implement intangible maintenance plans and sustainability practices to guarantee that interior spaces stay in outstanding condition and correspond with eco-conscious visitor expectations.
Passenger-Centric Design: Ensure that all intangible design decisions favor passenger comfort, convenience, and satisfaction. Focus on creating settings that visitors find emotionally engaging and memorable (Kostuch Media Ltd, 2013).
The Ritz-Carlton, Los Angeles, may efficiently eradicate both physical and ethereal interior concerns, resulting in better guest satisfaction, a more emotionally engaging ambience, and the maintenance of the hotel's reputation and brand image.
Tangible Staff-Related Issues:
Retention methods: Develop and deploy concrete retention methods to lower turnover rates. This may include competitive remuneration packages, performance incentives, and possibilities for professional development inside the firm (Accor, 2023).
Training and Development: Invest in practical training and development programs to provide personnel with the required skills and knowledge to flourish in their professions. This involves both initial training for new hires and continuous professional development for current personnel.
Pay and Benefits: Regularly evaluate pay packages and benefits to ensure they remain competitive in the labor market. Address any tangible discrepancies in salary or benefits to retain employee satisfaction (A.B.C. News, 2021).
Performance Monitoring: Implement tangible performance monitoring systems to track staff performance and identify areas for improvement. Provide constructive feedback and tangible performance incentives to motivate employees.
Intangible Staff-Related Issues:
Cultural Transformation: Foster a positive work culture through intangible efforts. Encourage collaboration, frank communication, and a sense of belonging among staff members. Leadership should exemplify and cultivate a culture of respect and appreciation (Kanter, 1999).
Employee Morale: Improve ineffable employee morale by recognizing and celebrating staff achievements. Introduce employee recognition programs, staff appreciation events, and other intangible measures to increase morale.
Service Excellence Training: Provide intangible service excellence training that emphasizes instilling a guest-centric perspective among staff. Encourage employees to anticipate passenger needs, exceed expectations, and personalize their service (Baumann & Rothman, 2022).
Communication and Feedback: Establish open channels of communication for personnel to express concerns and give opinions on intangible problems. Actively listen to employee input and take practical measures to resolve their problems.
Work-Life Balance: Promote a healthy work-life balance via intangible policies and programs. Encourage employees to take pauses, utilize paid time off, and maintain a healthy work-life integration (Al-Ababneh, 2014).
Emotional Connection: Train employees to develop an intangible emotional connection with visitors. Encourage genuine conversations, attention, and empathy to enhance the entire visitor experience.
Conflict Resolution: Develop intangible conflict resolution methods to resolve disagreements or complaints among staff members swiftly and equitably. Create a secure and courteous ambience for employees to address issues (Crook, 2022).
By employing these required actions, the Ritz-Carlton, Los Angeles, may effectively resolve tangible and ethereal staff-related concerns, leading to a more motivated and delighted workforce, greater visitor contentment, and a stronger reputation in the hospitality sector (Buhalis & Moldavska, 2021).
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[bookmark: _Toc147591913]Necessary Timeline for Taking Steps
Some of the steps that need to be taken in an emergency mood some steps are later and some of them are unchanged. Those lists are given below,

[bookmark: _Toc135352745]Figure 4:Timelines for Measures to be Taken (Buhalis & Moldavska, 2021)
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The SOSTAC analysis model provides a formal framework for identifying and resolving critical challenges inside an organization, supporting the creation of successful solutions. SOSTAC, which stands for Situation, Objectives, Strategies, Tactics, Action, and Control, functions as a comprehensive strategy for assessing and planning inside a business context (Kanter, 1999). Applying the SOSTAC model to the context of the Ritz-Carlton, Los Angeles involves a systematic examination of the hotel's current situation, establishing clear objectives, formulating strategies, implementing tactics, taking decisive actions, and establishing control mechanisms to achieve its goals and maintain excellence in the luxury hospitality industry.

Figure-6 SOSTAC analysis for the Ritz-Carlton, Los Angeles (Kanter, 1999).
Situation: After a detailed study of almost 11,000 hotel reviews across numerous platforms, it's evident that a few evaluations have indicated areas for improvement. These complaints have influenced the hotel's overall rating, which has lately decreased from 3.9 to 3.5 on average (Crook, 2022).
Objective: The primary objective of this study is to tackle these challenges throughout six months and establish an extensive plan of action.
Strategy: Our approach concentrates on overcoming both physical and intangible concerns, encompassing interior elements, fixtures, and staff-related challenges, all with a sustainable emphasis (Baumann & Rothman, 2022).
Tactics: Our tactical approach involves devising a comprehensive action plan, allocating money effectively, aggressively requesting and assessing visitor input, and implementing successful solutions.
Action: To implement this strategy, duties will be distributed among specialist teams. Human Resources managers will handle recruitment and training activities for existing staff members, while the property management team will concentrate on concrete issues like interior restorations and illumination improvements. This concerted effort will guarantee a comprehensive approach to problem resolution (Al-Ababneh, 2014).
Control: In this context, control comprises the unceasing surveillance of the process, ensuring that work complies with specified standards, and being prepared to make modifications as necessary (Accor, 2023).
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	Issues
	Solutions
	Desired Outcome
	Time Frame
	Date of Completion
	Budget (£)

	Staff-Related Issues
	 
	 
	 
	 
	 

	High turnover rates
	Implement retention strategies
	Reduced turnover
	6 months
	March 31st 2024
	£15000

	Training gaps
	Develop inclusive training programs
	Competent staff
	1 year
	November 30th 2024
	£10000- £20000

	Compensation disparities
	Review and adjust reimbursement packages
	Satisfied employees
	Ongoing
	N/A
	N/A

	Low employee morale
	Launch recognition and morale-boosting programs
	Improved staff morale
	6 months
	March 28th 2024
	£5000

	Lack of service culture
	Promote a guest-centric package culture
	Enhanced guest satisfaction
	1 year
	November 25th 2024
	£3000

	Infrastructural Issues
	 
	 
	 
	 
	 

	Ageing infrastructure
	Prioritize maintenance and renovations
	Improved infrastructure
	2 years
	November 30th 2025
	£25000

	Outdated technology
	Advancement technology systems
	Enhanced guest experience
	1 year
	October 30th 2024
	£10000

	Energy inefficiency
	Implement energy-efficient measures
	Cost savings and sustainability
	Ongoing
	N/A
	N/A

	Maintenance backlogs
	Establish a proactive maintenance schedule
	Well-maintained facilities
	Ongoing
	N/A
	N/A

	Interior Design Issues
	 
	 
	 
	 
	 

	Worn-out furnishings
	Replace and upgrade furnishings
	Enhanced guest comfort
	1 year
	October 30th 2024
	£10000

	Inadequate maintenance
	Schedule regular maintenance and repairs
	Improved aesthetics
	Ongoing
	N/A
	N/A

	Lack of modern amenities
	Invest in modern amenities and technology
	Competitive guest experience
	6 months
	February 30th 2024
	£3000

	Accessibility challenges
	Implement user-friendliness modifications
	Inclusive guest experience
	1 year
	September 30th 2024
	£3000

	General Issues
	 
	 
	 
	 
	 

	Reputation impact
	Reputation management strategies
	Improved online reputation
	Ongoing
	N/A
	N/A

	Guest satisfaction surveys
	Conduct regular surveys and analyze feedback
	Increased guest satisfaction
	Ongoing
	N/A
	N/A

	Sustainability initiatives
	Integrate sustainability practices
	Eco-conscious guest appeal
	Ongoing
	N/A
	N/A

	Safety protocols
	Review and update safety protocols
	Enhanced guest safety
	Ongoing
	N/A
	N/A



[bookmark: _Toc147591916]Recommendations 
1. The vestibule of the Ritz-Carlton, Los Angeles, emanates an impression of timeless luxury. As guests pass through the enormous entryway, a sensation of affluence washes over them. Glistening crystal chandeliers dangle from the tall ceiling, casting a soothing, mellow light over the marble flooring below. The walls are filled with excellent artwork, each item meticulously chosen to represent the hotel's devotion to creativity and refinement (Eloquin, 2023).
2. Plush velvet couches and armchairs in rich, regal tones entice visitors to loiter and savour the moment. The aroma of fresh flowers mingles with the delicate notes of a live pianist's song, creating an ambient that is both elegant and welcoming (Burnes, 2014).
3. The gaze is brought to a towering staircase, draped with a luxuriant, crimson carpet that soars upward to the higher floors. Each step appears to murmur tales of many visitors who have risen in anticipation of the opulent pleasures awaiting them.
4. The attention to detail is visible in every area, from the perfectly placed floral centrepieces to the gentle, ambient lighting that bathes the venue. As you travel farther, you find discrete alcoves for private talks and an attentive staff ready to respond to your every need, representing the spirit of hospitality (Fisman & Sullivan, 2014).
5. In this sanctuary of luxury, the Ritz-Carlton, Los Angeles, transforms every moment into an extraordinary experience, where the beauty of design, the tenderness of service, and the allure of extravagance come together in perfect harmony (Buhalis & Moldavska, 2021).


[bookmark: _Toc147591917]Conclusion 
In the sphere of premium hospitality, the Ritz-Carlton, Los Angeles, has long been identified with quality. For years, it has stood as an enduring icon of affluence, bringing in discriminating travellers from throughout the globe. Yet, in the ever-evolving environment of hospitality, even the clearest stars must occasionally evaluate their luminosity. In this comprehensive research and strategy plan, we went on a revolutionary voyage to identify and confront significant challenges that, albeit minor, have cast a slight shadow on the Ritz-Carlton's dazzling reputation. Action, as the basis of our plan, asks for a coordinated effort across specialist teams. Human Resources managers will assume control of the crucial role of recruiting and training, developing our people into ambassadors of service excellence. Simultaneously, the property management team will commence on the actual path of upgrading interiors, lighting, and other infrastructure components. Through seamless cooperation, these two pillars will support our quest for excellence. The Ritz-Carlton, Los Angeles, is not only a hotel; it's an experience, a destination, and a sanctuary of sophisticated delight. It's a place where every detail is precisely constructed, where opulence finds new meaning in every act of hospitality, and where visitors go not only with memories but with a sense of having been part of something remarkable. As it embarks on this transforming voyage, it does with tremendous reverence for the Ritz-Carlton's history. The mission is not just to preserve its brilliance but to raise it to new heights. It foresees a future where every guest goes with memories of extravagance, service excellence, and sustainability—each moment a tribute to the Ritz-Carlton's enduring devotion to luxury and responsible hospitality. With defined objectives, a strategic compass, tactical accuracy, and unyielding control, we stand on the threshold of this extraordinary voyage towards perfection. The Ritz-Carlton, Los Angeles, will continue to shine as a dazzling beacon in the constellation of luxury hotels, enticing visitors to experience the apex of hospitality—a future where the Ritz-Carlton, Los Angeles, redefines the very essence of luxury and elegance for decades to come.
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