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EXECUTIVE SUMMARY
This is a consultancy report conducted for the Novotel Warsaw hotel Poland, within this consultancy report we have identified the issue at stake, this issue is within the hotels housekeeping department. Housekeeping is an essential part of the hospitality industry and is the backbone of hotel operations. Housekeeping plays a critical part in maintaining the health and safety standards of a hotel ensuring guests have a safe clean hygienic stay. Therefore, when an issue arises housekeeping must be given the attention to ensure success of the hotel and guest satisfaction. (Farooqi, 2023)
What we at YSA Consultancy have found while conducting this report is that rooms are not getting cleaned properly, maintenance jobs not being reported, staff are rude, and not motivated to do the task in hand. These issues have come to light through reviews posted on TripAdvisor.
As we all know guest feedback is an important tool in the hospitality industry and with platforms like TripAdvisor for customers to share their experience both positive and negative. All hotels need positive reviews to get customers to book but inevitably there will be a negative review, but this can be seen as an opportunity to address concerns proactively and improve on services. (Khalil, 2023)   
Through a swot and tows framework analysis we can identify and provide an overview of the hotels strength and weaknesses and highlight possible future direction for the hotel.
The hotels strengths are its location and amenities on offer plus is in an area of Poland that is up and coming, and attracts lots of businesspeople and families, with train trams and bus services five mins away from the hotel.
The weakness is the housekeeping department where the hotel has failed with providing guest satisfaction. Guest satisfaction is a concrete metric where you can measure a guest’s overall experience, the higher a guest’s satisfaction the likelihood of guest becoming repeat visitors providing the hotel with positive word of mouth advertising and positive online reviews. (Alemar, 2022) 
A Statista survey concluded that 84 percent of respondents when booking a hotel said a hotels cleanliness is top on their list above anything else. The effectiveness of a housekeeping department directly impacts guests’ satisfaction, housekeeping has the biggest turnover in the hotel industry with approximately 31 percent. (Booking Factory, 2022a) 
Brand image and reputation is important within a hotel industry for example a high-quality consistent housekeeping department carrying out all the necessary services screams out professionalism and commitment enhancing the brands reputation. (Reid, 2023)  
The main aim of this report is to identify issues, and develop a strategical framework to convert issues into solutions, this report will demonstrate how well planned out change helps to ensure, that change is implemented correctly, and at the same process is efficient and effective aligning with the hotels culture (Price and Chahal, 2007)
The issues with the housekeeping department are identified through reviews and give an indication that staff are not motivated in their work and not communicating information. This is causing rooms to be not ready on time and maintenance work not carried out leaving rooms unsold and negative feedback circulating through social media.
This negativity can be seen as an opportunity for hotels to delve deeper into their services and find solutions to rectify issues. According to a report done by Expedia 91 percent of travellers say when managers reply to a negative review, being courteous it improves their impression of the hotel and the people within it (Revinate, n.d.) 
 The recommendation we have provided for Novotel Warsaw hotel in Poland is to enrol staff into a training program theses training programmes are specifically designed and tailored to suit your hotel, and employee’s needs. For example, in house training or a training programme online all this can be provided and suited to the employee’s needs.
The need for training is to ensure all staff are highly trained to the standard of the hotel and align with the hotels mission vision and goals and add value to the guest’s experience. Without a skilled motivated work force housekeeping jobs will fluctuate down, and guests will follow suit. Leaving a hotel not fulfilling their mission.
The American society for training development report showed some interesting employee training statistics that companies that invest in training have a 24 percent higher profit margin (Teamstage, 2023)
The second recommendation is for the hotel to install a housekeeping software system to ensure effective communication is apparent through the hotel as the issues are that relevant information is not reaching the right person, which is important to get the task done. Technology is a great form of communication, and an easier option to reach people, it also increases inefficiency and frees up an employee’s time to do other tasks.
Approximately 91.4 percent of hoteliers agree that technology improves services these statistics provide a pivotal benchmark and highlights the potential of technology paving the way to impart efficiencies, create seamless systems, and elevate guest experience, in a blog post technology in housekeeping the statistics showed a 20 percent increase in hotel revenues, so in essence embracing technology is a strategic move generating tangible benefits with improved ROI. (Zipdo, 2023) 
When implementing any new technology or equipment training is critical this allows staff to be re tooled and upskilled more effectively. Staff play an important part and should be given the proper training to achieve the desired outcome for the hotel. (Di Tomasso, 2022)  
With all these change management comes the importance of measuring the effectiveness this is done through KPIs data statistics and feedback for example looking at current bookings, RevPAR, ADR, OCC, TrevPAR, GOPPAR, (Jangid, 2023)
Implementing these changes can have a positive impact on the hotel although the changes are small these will make a big impact in the hotel, as a hotel that is equipped with highly trained motivated staff and with new technological implementation, will have the best tools to make a hotel that’s struggling to find its feet to a hotel that’s thriving.
We at YSA Consultancy believe with our expert knowledge and experience we can help the hotel solve problems, improve services, maximise growth, as well as give advice on additional resources to implement solutions, guiding you through the whole process. 
   

























INTRODUCTION
This is a consultancy report conducted for the Novotel Warszawa centrum hotel in Poland. Novotel Warszawa centrum, located in the centre of Warsaw, offers panoramic views of the city and good transport links including buses, trams and trains which are around a 5-minute walk from the hotel. On Booking.com, (n.d.), this hotel is a 4-star hotel and is at travel sustainable level 2. 
Novotel hotel is from the Accor, (n.d.), brand, its hotels invite business travellers to rest up and families to connect and spend time together. 
According to Accor Live Limitless, (n.d.), Novotel hotel Warszawa has 31 floors 742 rooms, 8 rooms for people with reduced mobility,151 family rooms, 41 connecting rooms, and all rooms are nonsmoking. With Wi-Fi and air conditioning throughout, it also has 17 conference rooms, and an onsite restaurant, bar, and gym facility. 
Whilst we are nearing the end of 2023 Novotel hotel, which is part of the Accor brand  is well on the way to exceed a 20 percent growth for the full year RevPAR this increase in revenue will enable the brand to invest in its training programmes talents and digital tools. (Baker, 2023)
Sebastien Bazin chairman and chief executive officer of Accor said, “Tourism recovered substantially, and all regions reflected that rebound” North Europe posted a 5 percent increase in RevPAR in Q4 2022 versus Q4 2019 with room for improvement and to increase revenue. The ambition is to capture future growth effectively reinforce good leadership and continue with aims goals and objectives to evolve and increase RevPAR. (Publicnow, 2023)
The issue that will be discussed in this consultancy report is the housekeeping department, the issue of uncleanliness, dirty towels not having the right rooms and rooms not being ready on time, to name a few. All this is problematic for the hotel as these issues have been posted on TripAdvisor, (Marita, 2023) most importantly the whole TripAdvisor community will know about it before it reaches the hotels reception desk (Lim, 2018) and this in effect will have a negative impact on the hotel, its brand  reputation, decreasing the  revenue and room bookings will not be as high, as reviews determine a booking decision massively. (Tas, 2021)

YSA CONSULTANCY FIRM
At YSA Consultancy we specialise in all kinds of consultancy and development of hotels from revenue management to investment management, to help you achieve the success your hotel deserves. We provide you with our wide range of hotel consultancy services and extensive international experiences and are committed to offering you solutions to help with the efficiency and profitability of your hotel. We have over 30 years of experience in consultancy and over 300 successful international cases.
We at YSA consultancy firm are very clear about our mission to promote the success of our clients by offering quality service. Our commitment accompanies us throughout each project, to achieve your objectives, we are experts in everything hotel related, and have a wide range of knowledge by working together and applying the right strategies we can provide real solutions that will lead to the results that the hotel is seeking. And with the right resources and advice can differentiate a hotels capability of generating the revenue you want from one that is average or low.
Theories and frameworks that we will use to analyse the problem/issues in the hotel, are frameworks like Pestel, swot and tows. 
The Pestel analysis will be used to evaluate the hotels environment in which it operates and the risk management planning. (Peterdy, 2022)
The Swot analysis framework will evaluate the hotels competitive position. This will assess internal. External, current, and future potential, and will give an overview of the realistic fact-based data driven look at the strengths and weaknesses of the hotel. (Kenton, 2023)
The Tows matrix will be used alongside the swot analysis. Tows will give a basis of a strategy, which will help to put the pieces together, identify the changes needed and create a plan to move forward. (Wallbridge, 2022)

ANALYSIS
The issues identified at Novotel Warszawa Centrum hotel is in the housekeeping department. The issues identified are uncleanliness of rooms, dirty towels being left, rooms not being ready on time, windows not opening, toilet flushes not working, rude staff. (Simon, 2023) 
Cleanliness of rooms and the politeness of staff will impact how guests review your hotel. (Shoes For Crews, 2017) just one negative review can lose around 30 guests for the hotel according to a study from Emprise, as nothing repels a guest more than poor housekeeping. (Regysunil, 2019) 
The impact caused by poor housekeeping is detrimental to a hotel regardless of size and location and a hotels reputation will suffer as,97 per cent of guests say cleanliness is an important factor when booking a hotel. (Bunzl, 2018)
The issue identified by the hotel of uncleanliness is a major issue, housekeepers are the backbone of a hotel, they should be the ones who ensure rooms are clean and ready on time. (Trackforce, 2018), the emprise study also revealed that 90 percent of travellers would avoid a hotel described as unclean, in reviews. (Booking Factory, 2022b)
The causes of uncleanliness in the hotel could be due to shortage of housekeeping staff, unmotivated staff, communication barrier where staff cannot relay information back to relevant staff, staff burnout, and sometimes can be due to low pay or no perks on the job. Housekeeping staff members are undervalued and feel invisible not just by employees but by guests too, as a guest enters a clean, tidy room they are not thinking about the person who was behind it. (Flexkeeping, n.d.a)
Feed backs can be looked at in a positive manner although poor reviews and feedback leave a lasting impression on a hotel and can affect a hotels room bookings and overall revenue. As a room not sold is a loss. When looking at it in a positive way feedback can be a sign to investigate things and make changes that will help the hotel in the long run. Feedback is a powerful tool for motivating and improving performance it also helps to identify strengths and weaknesses and gives opportunities to improve. (Motivational Speaking, 2023)
 A guest who has had a positive experience are more likely to recommend your hotel to others whereas a negative review can damage the hotel’s reputation. (Lacalle, 2023)
A new survey conducted by Civic Science where it surveyed 1,789 U.S adults about websites it used to find hotel reviews revealed that trip advisor came on top with around 661 million reviews and covers 7.7 million accommodations airlines and restaurants. (Elliot, 2018)
Surveys conducted in the last five years proved that online reviews affect people’s travel plans with 70 percent of travellers say online reputation influences there decision making when booking a hotel accommodation and 81 percent always read reviews, and check to see the hotels response.86 percent would pass off booking a hotel with good deals but negative reviews, these statistics effectively prove the importance to reply to online reviews in the hotel industry. (Roelen-Blasberg, 2023)
With everything being said there is scope to improve things within housekeeping, as an issue or problem can always be solved with implementing the right strategy. Or getting the right people in to guide you. Staff play a crucial part in delivering exceptional guest experiences and satisfaction. Understanding the target market and how your hotel fits is important for a hotel going forward, through market research and analysis you can find potential customers and their preferences, and can offer your customers what they are wanting, and identify unique selling points to help differentiate your hotel from others. (Khan, 2023)
A Pestel analysis framework will provide a framework to see if any external factors are influencing the hotel and can help in the strategic decision making (Cipd, 2023)
Political factors that are impacting the hotel is still on going from the travel ban posed during covid 19 as hotel revenues are still not pre pandemic levels and the hotel industry is still recovering. (Simpson, 2022)
Economic factors contributing to the hotel industry include inflation, and recession with less money in people’s pockets often they will book a low budget hotel. Unemployment is a factor too, a high unemployment rate affects the economy, as unemployed people are less likely to spend and leads to higher payments from state and federal government. (Simpson, 2022)
The socio-cultural factors that relate to the hotel industry are that people’s preferences and shopping habits shape the culture they belong to; travellers are from different age groups. Millennials like to compare prices and amenities on offer. And a selection of guests read reviews before booking a hotel, all this means that hotels depend on people’s opinions and impressions. (Edrawmax, n.d.) 
Technological factors have evolved over the years and have made life much easier for people to secure there booking from the comfort of their own homes just by clicking a few buttons. Social platforms are a way forward in advertising and promoting the hotel also in leaving reviews good or bad. (Edrawmax, n.d.)
Environmental factors can influence a hotel as sustainability is the way forward and people when booking or staying at a hotel look for the sustainable levels and the grade the hotel is, are towels bedding sustainable friendly are cleaning chemicals that are used eco-friendly and have water and energy efficiency practices been put into place. (Edrawmax, n.d.)
Legal factors are a hotels location low crime areas are a must to get the guests in, hotels must follow innkeeper laws so any issues that arises with the guests and their belongings can be dealt with professionally, and these laws can hold the right person for accountability, also data breaching laws are needed to keep personal data of guests safe, and most EU hotels follow a data protection regulation.  (Edrawmax, n.d.)
Conducting a swot analysis, we can identify an overview of the hotel internally the strengths what it is performing positively on and areas that need consideration.
Strengths for hotel Novotel Warszawa centrum is location it is in the middle of the city centre with public transport 5 minutes away from the hotel and all the scenic monuments and historic sites are within easy reach, with shops and restaurants close by, and is an ideal place to explore Warsaw. The hotel itself is well equipped for businesspeople with conference rooms, and a stone throw away from the airport making it easier for business travellers and families. (Accor, n.d.)
Weaknesses are it’s in a very busy city with all other leading big hotels close by like Marriott, and Hilton, so competition is close by.
Opportunities the hotel has is to implement improvement be innovative and try to offer better deals than the leading hotels and find a unique selling point.
Threats to the hotel is as mentioned in the weakness analysis the big leading hotels close by will pose a threat to the hotel’s revenue.
The tows analysis will follow off from the swot analysis and highlight possible future directions for the hotel, and strategically convert the problems or issues into solutions.
Strengths and opportunities with the hotel’s location being a positive, the opportunity now is to improve, the housekeeping department implement changes to help with housekeeping, and keep up with the latest offers hotels nearby are advertising.
Strengths and threats, the hotels strength of location and having the essential amenities within the hotel is a plus to take advantage of the strength and avoid potential threats is to again look at the weakness of the housekeeping department and set the standard high, train staff give them the support they need, make them valued and give them a voice to speak up.
Weakness and opportunities, the opportunity to improve and make changes for a better guest experience, to act on the negative reviews, reply to reviews give them an apology maybe a perk like a free stay next time, or a free meal, implementing changes and addressing issues head on is the way forward, feedback is a way to learn and adapt for future customers (Ooley, 2019) and to keep up with competition close by.
Weakness and threats to minimise the weakness and avoid threats, implementing and reviewing the housekeeping department will in effect avoid threats of negative customer feedback and potential revenue loss. (Mind Tools, n.d.a.)
All problems and issues can be strategically converted into solutions and is beneficial to a hotel to tackle an issue before it’s too late as this can be seen by guests as a positive in how a hotel has handled it or how quickly turned a negative in to positive. 
Using research methodology, it will best help explain how we will systematically plan and resolve problems, this approach will ensure its reliability with valid results and can address aims and objectives clearly. It is a detailed plan that will help to keep on track, making the process smooth, effective, and manageable. (Indeed, 2023)

RECOMMENDATIONS AND CHANGE IMPLEMENTATION
After analysing the issues, we have a better understanding of all the issues faced by the hotel, and what the cause, scope, scale, and impact it’s having on the hotel.
Below we will give some recommendations for the hotel and the issues, and how to implement these, what change management practices and procedures will be used, we will assist you in the change process how to deal with staff response, and what management strategies will be implemented to ease the situation and go forward with a seamless transition. We will also review the success and impact after all the implementations, and measure the potential benefits experienced as a result of implementing the recommended strategies. 
First recommendation for the hotel would be training the staff this doesn’t just start at the onboarding time it is a continuous program to keep all staff alert and accustomed to new cleaning habits and wants of the potential guests. Regardless of the size of your hotel or how many stars your hotel has, the housekeeping staff should be trained to the highest standard, without a clean room for guests, the chances of bad reviews are higher.
When planning a training program for the housekeeping staff a broad area will be covered to ensure that continuity and confidence is achieved. (Polo and Tweed, 2018)
Hotel work is demanding, and employees need to be updated, be motivated, and keep on top of guests demands, and the best way forward is to invest in training.
Online training or eLearning relies on digital distribution of traditional and innovative training methods. The benefits of going digital with training is it gives employees flexibility to join when suitable for them, whether that’s on the way home, at home or spare time at work, this appreciation for employee’s time and flexibility will have a positive impact on how they approach training. (Dinia, 2022)
Although in house training or shadowing is a much more practical way of training this will of course depend on time, budget, and motivation of staff. Another method of training staff is pairing experienced employees with new employees, this motivates the more experienced employee and builds their confidence and communication skills plus this always looks good on a resume if someone’s a trainer. Which should entice more employees to help with training. (Chun, n.d.)
According to the report (Mhlanga, 2018) employees need to feel responsible in their job roles to be motivated, teamwork and team building are necessary to keep employees motivated so cohesiveness can be built within team members which leads to positive performance. 
 Be clear about expectations what is acceptable and what will be problematic for hotels and guests.as sometimes problems arise from miscommunication. Make sure your employees feel comfortable asking questions always reinforce that questions are welcome, so employees know that they can raise concerns. (Chun, n.d.)
Training your employees also ensures everyone is working to the standard of the hotel and everyone understands what is expected of them.
Second recommendation is morning housekeeping meetings are a must, this can take time and effort, but can increase efficiency, create a more enthusiastic team, and have better communication with all the housekeeping team. Motivating a team should be done positively, remind staff about the opportunities for improvement needed to maintain the quality of the hotel a gentle reminder goes a long way than publicly addressing someone’s poor performance at the meeting. (HSS, 2018)
If team meetings are not done monthly the hotel is not operating at its full potential, too often meetings are used for approaching or focusing on negative information, and to tell staff all the things that they are doing wrong. Meetings should not be dreaded by employees but a chance to communicate and engage the team. Using the four key emotions that lead to Engagement, include one thing that inspires employees one thing that empowers your team also one thing that makes your team confident and enthusiastic about the job. Addressing issues will still be done in the right manner and right time, a balance is needed to get the point across without pointing fingers and making an employee uncomfortable. (Pollock, 2018)
Third recommendation would be to install a housekeeping management software system, as communication is key to getting a job done the easiest form of communication is done through technology as this can relay information at the click of a button.
 As housekeeping software replaces inefficient methods of communication, and can connect all departments digitally, and manage tasks easily, only taking a few seconds to create tasks and send to the relevant person, for example housekeeping can log in that the room is clean and ready to go but send a message to maintenance that a window needs looking at or toilet flush not working before a room can be put as fully ready to sell. This way important information is sent to the right person and done as quickly as possible. (Flexkeeping, n.d.b) 
Change management methodologies are often seen as complex and have a high failure rate in some organisations. But success happens when organisations value change management and rely on employees to lead the change. According to the Gartner report, “changing change management, changes management” 80 percent of organisations implement change from the top down, and 64 percent have skills ready to implement change management. (Palmer, 2022)
Change management has become a success factor for any organisation in this everchanging world. Companies that cannot adapt and grab growth opportunities are most likely to get out competed by other competitors and rival hotels. Preparing for change should be sat at the top of any hotels list. (Jouany and Martic, 2023)
Change management is a systematic approach to transition or transform an organisations goals, values, processes, or technology. The purpose of change management is to successfully implement strategies and methods for effective change within an organisation and helping people to accept and adapt to change accordingly. (Jouany and Martic,2023)
Kotter’s 8 step change management model is a process that helps leaders successfully implement organisational change. This model is an easy-to-follow roadmap. The Kottler change management model is used in many organisations, going through change. This framework can help you be highly successful in the task ahead. (Aktas, 2023)
The eight steps used are as follows:
 Step 1: Create urgency this will be the step where you identify threats and what could happen in future if it’s not dealt with, convincing all involved to get thinking.
Step 2: Form a powerful coalition, find the true leaders within the organisation, ask for emotional commitment from stakeholders, work on team building within your changed coalition, managing change isn’t enough you have to lead it.
Step 3: Create a vision for change in this step you should have a clear vision of what you’re trying to achieve with the change, ensure your change coalition can make sense of your vision, create a strategy to implement the change.
Step 4: Communicate the vision this will determine the success, talk regularly about the vision not just at meetings but at every aspect of operations from training to key performance indicator reviews, keep the vision fresh and installed in people’s mind.
Step 5: Remove obstacles once the vision is put in place, and structured for change constantly check for obstacles and barriers this will help identify anyone resisting to change and can help them adapt or support them, can take action to remove any barriers human or otherwise, plus can identify and recognise people for making change happen and reward them.
Step 6: Create short term wins this should be small achievable targets, within a short time frame, with little or no room to fail, this will motivate staff once its achieved as nothing motivates staff than success, and reward staff who have helped achieve the goal.
Step 7: Build on change, quick changes are just the beginning this needs to be continuous throughout to keep on top of the vision so one win doesn’t mean the job is done, each success will need to be analysed to see what went right and what needs improving.
Step 8: Anchor the changes in corporate culture, to make any change stick it should be installed into the vision and mission of your organisation and talked about at every chance from the progress to success stories. (Mind Tools, n.d.b) 
By understanding Kotter’s stages of changes and the pitfalls associated with each change stage, this will boost your chances of successfully implementing change within the hotel. (Chan Kim, Kotter and Mauborgne, 2011)
People are resilient to change, research shows that 38 percent are happy to adapt to change and find it exciting and a new challenge going forward, this results in a positive emotional reaction of happiness and satisfaction, whereas 68 percent of people look at change and immediately fear takes over of the thought of change, and not wanting to leave their comfort zone. (Jouany and Matric, 2023)
The best way to deal with resilience is to build trust and open communication the resistance to change usually is caused by three top reasons, people don’t get the change, they don’t like the change as there used to what they’re doing now, or they don’t like the person making the change and delivering it. Reaction to change is emotional, addressing all emotional reactions instead of ignoring it will help, this should include open communication as soon as possible, select a team member that the team trusts and have a good rapport with to make them feel at ease. Provide support this can be in the form of coffee mornings or can be anonymous feed backs if people do not feel like speaking up in front of others. (Singh, 2019)
To ensure a smooth transition there’s a few tips to follow:
Focus on culture, to be effective, change management should look at the existing company’s culture how employees think feel and behave, and does this align with the change implemented.
Start at the top but involve everyone managers and supervisors and staff will only practise evidence-based management if it is led from the top what a CEO says and does, follows through the rest of the company. (Barr, 2017)
It makes sense to start at the top, but everyone needs to be involved from managers to senior managers to the employees. Include employees early on as they can give input. The employees can often help to identify issues or logistical issues that may later affect the change and can altogether be avoided if early input is sought.
Make an emotional, as well as logical argument for change.
To genuinely get your employees to commit to the change management it’s important to connect with them on an emotional level, involve them in every aspect, make them feel like there a part of the change, and its meaningful for them too. (Pomerantz, n.d.)
Smooth transitioning can be looked at in the form of Maslow’s Hierarchy of needs pyramid, understanding, this sort of theory and implementing the principles will create the perfect balance to change, management and follow through to a seamless transitioning.
For example, when we look at the top of the pyramid an employee should have their physiological needs met this should be in the form of fair wages, good working conditions offered regular breaks and a safe environment. when we look at the social needs, we can see that an employee thrives in a supportive work environment.so encouraging teamwork, regular meetings, and recognition of employees. The self-actualization needs are a must to ensure all employees feel like there reaching their full potential and not stuck in a rut, this can be promoted through training and offering learning opportunities. (Burchard, 2023) following this should help the transitioning period much smoother and employees less resilient to change management.  
Measuring change management will address the challenges faced by managers and help you measure the impacts of your change management, this will help you, see the performance of your initiative, see the return of investment, after implementing change and can relay information back to stakeholders, and can identify growth opportunities or the need to make an adjustment. (Walk Me, 2023)
Measuring success in change management looks at two things the employee as they make the change in the workplace and the company which provides them with the necessary tool and systems to smooth the transition, if change leaders can’t measure what’s working and what’s not then they will see employee satisfaction fluctuate down and customers will follow suit, evaluating the employees  journey before, during and after implementation of change is important.  (Wren, 2023)
Without metrics and key performance indicators it becomes hard and challenging to see the effectiveness of your change management, measuring key performance indicators and metrics gives us a data driven statistic to see the efficiency of change, and sets the scene to see if it aligns with the goals of the organisations and the well-being of your employees. Below are seven key metrics that we will use to measure change management their impact and success (Walk Me, 2023)
1 Employee engagement metrics 
This is done through surveys and feedback, to see how engaged and informed employees felt they were during the change management process and to see how many employees engaged in the change management training provided.
2 Training effectiveness 
This will assess how much of the information and knowledge was retained, post training and measure how effectively theses skills were applied in real life scenarios in the hotel.
3 Communication effectiveness
This will be measured and tracked by how effective the feedback is, and how far within the hotel the change management initiatives have reached.
4 Adoption rate
Monitoring of new technology implemented, the usage rate and measure the new procedure, how easy was it for employees to follow and use.
5 Resistance metrics
This process will monitor issues raised by employees relating to the change management and track how effectively these were addressed and resolved actively.
6 Business outcome metrics
This will monitor key performance indicators relating to the hotel outcomes you predicted the change management to impact for example this will be done through sale figures, customer satisfaction, reviews, operational efficiency, errors, and costs.
7 Stakeholder support and satisfaction
Tracking stakeholders’ attendance and involvement in key meetings, regularly check in and see stakeholders’ satisfaction with the change management process. (Walk Me, 2023) 
  
The potential benefits that the hotel has experienced because of implementing the recommended strategies are as follows.
Improved communication, this has made employees more informed of the change management and is promoting better communication through the hotel.
Enhanced productivity, with a clear plan vision and goal for how the change will be implemented employees are less worried about what’s going on around them and how they fit and can focus on the task ahead and are more productive.
Reduce stress with clarity and structure about change management it helps employees feel less stressed and more certain about the future of their job and of the hotels.
Improved morale, when employees are a part of the change process and can voice their concerns, this boosts employee morale and creates a more positive environment to work in.
Enhanced creativity, with change comes the opportunity for employees to be more creative and find new ways of doing things which in fact will boost their confidence.
Improved decision making these benefits by having clear goals that align with the hotels vision, mission and helps everyone be on the same page when it comes to change management. (IMD, 2022)
Increased revenue, impactful and the right change management will benefit from a huge difference to the financial outcome.
Some studies showed a positive relationship between TQM and business performance the benefits related are improved satisfaction among guests and staff along with improvement in operational efficiency which in turn leads to an improved hotel. (Alonso-Almeida, Rodríguez-Anton and Rubio-Andrada, 2012)
The American entrepreneur Jim Rohn said “life does not get better by chance it gets better by change* and we at YSA Consultancy believe the same principle applies, we innovate when we change. (The Marlo Companies, 2021)
ACTION PLAN
The costs associated with the recommendations that YSA consultancy has provided will be as follows, this will include the problem identified the solution given by YSA consultancy the desired outcome intended for the hotel, time scale to implement the change, and completion date, with a breakdown of costs. 
We at YSA Consultancy use the value-based pricing, to charge for our fees (this excludes pricing for training and the software management system.) this is based on the value and ROI we create for you because of the project, this is a more ethical pricing strategy it forces us to discover, quantify and agree on value that will be created through this project. (Zipursky, n.d.)


 
	Number


	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Untrained staff, jobs not getting done to the highest standard of hotel
	To agree a training program for all staff and managers.
	Feedback about unclean rooms will improve guest satisfaction will increase more positive reviews therefore more sold rooms increasing revenue
	3
Months
	15th February 2024
	£20,000
Single site

	Number
	Problem
	Solution
	Desired
Outcome
	Time
Scale

	Completion
Date
	Planned
Budget

	2
	Communication between staff and inefficient methods of communication
	To agree a housekeeping management software
	To connect all relevant departments together get the right information to the right person on time make staff more creative and boost confidence whilst getting jobs done in the time frame needed right implementation will increase productivity and revenue.
	3
Months
	15th February 2024
	£30,000
Single site






CONCLUSION 
To conclude we at YSA Consultancy have highlighted the key findings in this report and have given strategic future direction and recommendations, to implement the necessary changes to the hotel. We would like this opportunity to thank Novotel Warsaw hotel for the opportunity to collaborate on this project.  
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