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Executive Summary 
In this report we have chosen to discuss about the MICE event industry that consist the concept of Meetings, incentives, conference and exhibitions and these events occurs mostly in business organisations to gather the executives and directors together to develop strategic planning and assemble the thoughts coming from several executives regarding business growth and operations. MICE events are one of the major opportunities for hotels and tourism industries as guests coming from different places gather at the hotels and receive their services and multiple experiences. MICE events are occurrences aid in hotel revenues more than other regular events throughout the year. In this report we have selected a hotel named Nine Orchard that is located in the downtown of New York city in USA (Lo-Down , 2018). We will be discussing how these MICE events impacts on the hotel company. While having good time at certain occasions they have received few complains that indicated their lacking and while investigating them they have figured out issues that should be corrected and that should be changed entirely in the process. At first, they have consulted with the consultation firm who investigated the entire fact and listed the issues and those are- at first, they figured they have issues with employee behaviors and manners, customers even complained about the attitude employees showed while serving the guests. They have even noticed managers showing aggressive behaviors towards the subordinates that disappointed the guests, the hotel also had issues with employee lacking of knowledge on how to perform their tasks and job accurately, employees made mistakes while saving the guests like taking wrong orders and not being polite with the customers at the table etc (Lozano, 2016). They had issues with food menu and dishes. many customers prefer veg no-veg items on the menu so that they can choose their preferred items, they had limitations in terms of foreign traditional items on the menu which disappointed customers a bit. In the process of investigating there were issues with technological usage limitations. Although they conduct computerized based operations but they had lacking in using technological gadgets that customers recommend in their room and while receiving services. They had issues with employees late serving, besides they also found out about the customer views about the architectural designs to be poor, interior designs in the room and other large halls compared to the prices charged. The hotel also became fail in providing proper entertainment to the guests while staying there. They had small yard for all the people to spend the time and lacking in establishing natural scenario for guests. This report had discussed about how they can reduce these issues efficiently. The consultants used PESTEL and SWOT analysis for investigating the hospitality industries and chances of Nine Orchard hotel in attaining the market share to their target extent. They have suggested to reform he strategic plan and redevelop the business action plan with further efficient manner. Suggestions for employee training, educating them properly were made, installing technological gadgets and robotic employees and adopting AI technology to deal with customers proactively were suggested, besides they were suggested to increase menu items and include foreign cuisines and traditional dishes and separate them considering veg non-veg, kids’ meal, old aged people etc. and innovate new dishes by their chef, increase employees, the were suggested to renovate their interior designs and bring changes like renovating the architectural designs and arranging celebration events according to clients preferences, increasing green scenario and developing kids zone and entertainment shop and parks for youngsters. Analysing the suggestions, we have figured that these changes will help the company to reduce negative feedback and regain their reputation to the people. With these strategic changes they can increase their swiftness in operations and services which will ultimately grow their profit margin to their target level with growing market share. although these recommendations were prior effective and with appropriate implementation, they can have a blast result with customer flow but these implementations are not quite easy, in order to make them work large amount investment and time is required and if anything goes wrong the investment and time will go to waste. In that case they should make the moves with prior carefully. Consultants also prepared a strategic action plan that included the major problems discussed, their solutions and timeline and accomplishing date and approximate investment amount required for the implementation. The ultimate investment for the overall changes was recommended to be 4 million in total. They were recommended to use Hrebiniak and Joyce model to effectively implement their plans as there are higher risk in hugh amounted strategies.
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[bookmark: _heading=h.30j0zll]Introduction 
MICE industry is an acronym that consists meetings, incentives, conferences and exhibitions. Major purpose of this event is to gather executives and other board directors to come to a gatherings and foster business growth events. Mostly MICE events hold business events rather than any leisure events (Li, 2023). Business organisations have several business trips and travels to meet up with other professionals this event largely facilitates the tourism and hotels industries most to provide the best services to the business guests and enhance their feasibilities to arrange the events for the business organisations (Cuffy, 2020). In this report we are going to evaluate how MICE events of business organisations holds a great impact on the hotel industries through aiding them with revenues stream through reservations and holding several events in the hotels. But along with the facilitation hotels have to encounter several risks and issues while allowing these events to happen in their premises, difficulties are faced during the arrangements due to mismanagements and lack of effective strategic planning which can put a negative impression into the guests’ perceptions towards the hotel and bring about negative feedbacks and reports regarding service planning can hamper goodwill of the hotel companies with a significant loss (Britain., 2017). In this report we will provide consultations to our client company about the changes that should be brought in the management of Nine Orchard Hotel located in New York, USA. MICE events have a great influence on the service management on the company and they should be managed through a significant analysis of the MICE event markets, PESTEL analysis, SWOT analysis, in order to resolve multiple issues on HRM departments and regarding their food and table services which have been objected from guests from multiple areas several times that should be considered as a fact of bringing changes in management. 


[bookmark: _heading=h.1fob9te]Scope and Analysis 
Nine Orchard Hotel is a luxury hotel located in the downtown city of the New York in the USA. This hotel is manufactured with a higher designing craftmanship and they offer the guests the most feasible and convenient rooms far from the chaos environment in a serene ambience to relax in the downtown in the New York. They possess 116 rooms for reservations and other guest service halls for the residential guests. This hotel offers the best bar and restaurants along with in-room dining services to the guests staying in their hotel. Their dining suites are led by the Michelin star chef Ignacio Mattos of Manhattan’s Estela, Lodi and Altro Paradiso (NineOrchard, 2023). The chefs bring about newness in their menu regularly and offer their signature dining services and offer unique experiences to the guests. Several contact events are arranged of leisure and business category, offer with the best services according to the demand of the guest’s reservations. Originally this hotel was built in 1912 and turned a bank into this meticulous and luxurious hotel in the New York downtown area. People stayed in that hotel have recommended this hotel several times with their reviews and satisfaction towards the services provided by the customer friendly staff members and other related services of their overall staying (Sintumuang, 2023). In the social and in their websites, people place significant positive reviews regarding their room and, sophistications, architecture, their food services and room services. Some loved the area of the hotel location how they can enjoy the views of the town from their rooms and how they felt homey feeling while staying in the hotel either for business trip or holidays. They also provide positive feedback regarding the price ranges of the hotel room booking services and other additional cost included in the services charges to be reasonable. In terms of business events arrangements, they are most swift and recognized to be the outstanding and considerate service provider to the guests in terms of ambiences and spaces for their business meetings (Nast, 2022). Some customer staying there complained about few of their staff behaviors and recommended for staff management more specifically. Some customers review about their menu options of veg and non veg items. Distinguishing the culture and geographic area customers have different perceptions and restrictions on food contamination and some customers from multiple areas felt uncomfortable in these respects. Some also felt a bit uncomfortable about the location to be in an isolated area. in the multiple positive and negative feedbacks most complains was related to food and staff services and attitudinal approaches towards the guests and their colleagues (Tripadvisor, 2023). Regardless of the negative views they have taken few measurements to overcome the downside of the reputations. For example, they are well known for the events arranger like wedding ceremony and parties for celebrations they have become a must have wedding venue in the New York city. They have applied few tactics in arranging the to go events venue for the people. They have expanded their premises for numerous numbers of people to attend an event, modified their architectural designs in halls and rooms (Meltzer, 2022). They offer all in one service for the wedding services like decorations of the hall to taking responsibility of the managing the guests from the beginning to the end of the events according to the demands of the clients. 
[image: ]
Figure: Nine Orchard logo (NineOrchard, 2020)
All those issues determined regarding the hotel services and HR management can be resolved through a deepen evaluation of the PESTEL and SWOT analysis- 
PESTEL analysis
	Political 
	Political unrest impacts on the hotel industries to provide the expected services to the customers and guests coming from multiple areas (Frue, 2019). 

	Economic
	Based on the US economy hotels and tourism industries are given the best priority for development. 

	Social
	There are different travelers coming from several places in the New York and staying in the Hotels prefers comparing prices and facilities. 

	Technology
	Hotels use online services for booking and other reservations for better customer experiences (EdrawMax, 2022). 

	Environmental 
	Hotels take initiatives to reduce food, water and environmental waste. 

	Legal 
	Hotels must follow the rules and regulations in order to keep customers safes





Political: Nine Orchard hotel is in the positive side in terms of political factors as USA political environment is stable. Government also provide incentive for the tourism industry to develop in an enhancing way (HowandWhat.net, 2021). 
Economic: USA is known to be one of higher developed country in the world from this perspective alongside other development tourism development impact on Nine Orchard hotel to upbring their infrastructural and service development. 
Social: regarding business events people from different countries and regions come to the Nine Orchard hotel which makes them put an impressive perception to the customer with their satisfiable services. 
Technology: Nine Orchard Hotel provide online booking, reserve packages, order food from room via online, they even arrange online flight booking for guests to arrive safely, the entire hotel is secured with CCTV and social media made them reach more customers in the furthest areas across the country (adamkasi, 2022). 
Environmental: they take initiatives for waste management, take measures for water waste and plastic waste disposal used by the customers. Endeavors to retain the green house features in indoor and outdoor premises with plantations. 
Legal: they Abide by the regulations of National Tourism Organization Act 1996 to ensure the all the customer protection and safety of the gussets through their internal and external services.  (Lee, 2023)
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Figure: Hotel Occupancy rate (Bradley Williams, 2023)
SWOT Analysis
	Strengths 
	Hotels offers the best accommodation away from home and contribute in the economy, facilitate employment, higher profit margin. 

	Weaknesses 
	Higher costs and highly competitive in the tourism industry, tax rates are high, feasibility of the business depends on the tourism season (SOEG JOBS, 2016)

	Opportunities 
	Higher facilities for technology usage, millennials for the new target customers. 

	Threats 
	Highly competitive, political unrests threaten the industry, economic conditions impact on hotel development (Landman, 2010).



Strengths: Nine Orchard hotel provides the luxurious accommodation and satisfying customer services within reasonable prices and they arrange every categorized event related to business MICE events, wedding, celebration etc. their profit margin is $19.10 billion per year that contributes to the USA economy. They employ 200 employees to manage the entire hospitality services smoothly (Catala, 2022). 
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Figure: Nine Orchard Hotel (Wall Street Journal, 2022)
Weaknesses: Nine Orchard Hotels major weaknesses is customer dissatisfaction, due to their staff behaviours many guests have complained and provided negative reviews, their location sometimes hinders the customer attraction, few customers also mentioned lacking in the food menu. Most importantly their revenues streams catchup only in seasonal times other times they have a down revenue compared to the higher cost invested in projects (Vesselin , 2019). 
Opportunities: They have several facilities to grasp like they can install Artificial Intelligence in customer services, they should upgrade property management mechanisms, they can train employees with robotic machines and use robot in particular services, they can also enhance green environment surrounding the premises to provide a natural environment in the midst of the town (PESTLEanalysis, 2014).
Threats: Nine Orchards is not alone in the tourism industry numerous competitors like The William Vale, The Langham, The Redbury etc. USA political instability also impacts the hotel with less bookings and reducing revenues stream, at times of economic down time federal government reduces incentives for the tourism industries to which also hinders hotels Like Nine Orchard to develop its modifications and bringing changes. 
[bookmark: _heading=h.3znysh7]Analysing Issues and Suggestions for Improvement 
In the above discussion we have pointed several issues regarding the hotel named Nine Orchard. It is bound that not all hotels can offer the best services at all the time, there must be few drawbacks in the services or the systems sometimes that opens the eyes of the company to be more aware of the situation and initiate measurement for the company to overcome those issues hindering the growth of the hotel in the market place. Nine Orchard hotel is no different from that they also have several issues that are going to be discussed int this report (Canary , 2022). Major issues identified hampering them are-
· HR management 
· Lacking in Food menu 
· Technological drawbacks 
· Venue design and environment 
HR management: Nine Orchard hotel is known for their best services and well architectural designs that attracts most customers and people coming from different areas. they well spacious rooms and premises satisfies the guests with proper homely environment. regardless of these merits most customers have experienced few staff rude behaviors and improper etiquette from the employees that made them disappointed on the company, despite getting satisfiable services they have reviews negatively that reduced the company reputations in the social media and to many customers (Sesil, 2017). Most customers complain about late services and some even commented that they didn’t show any proper table manners and etiquette while serving them foods and bill charges. The company also figured out that employees make mistakes for taking orders and serving delivery late which made customers dissatisfied in the dining hall and corner bar during breakfast, lunch and dinner time, even in the evening snacks. Some customers reviewed that managers body behaved irrationally towards other subordinate employees in front of the customers which made them disappointed towards the manager personnel (Burke, 2018). This is major crisis that the company is facing right now and, in that regard, they must take initiatives to train and educate the employees on how to serve guests and behave in front of the guests while serving them. the company should arrange appropriate HR training sessions for the new and existing employees and managers who are responsible for major responsibilities. Managers should arrange training program where employees will teach proper roles and responsibilities that should be demonstrated at their job, how to speak politely, how to walk in a gentle way, how to greet guests and how to perform table manners while serving foods and how to interact with guests etc (Lange, 2019). managers should frequently communicate with employees rather than command so that they can speak freely to the managers of their problems and issues facing at the job. Experienced employees should be responsible for teaching newcomers and developing them in swiftness in work. They should hire new employees as shortage of employees causing late services, managers must prepare reward systems for excellent work and arrange their refreshments alongside services. With new hires company can initiate shift works so that employee’s proper rests and energy for next task. as people from different areas visit their hotel cultural issues might get in the way which required the company to allow diversity in recruitment which will demonstrate priority to all culture and nations (Tullar, 2022). through diversity allotment the company can deal with the guests more efficiently for instance, when a Chinese guest visits the hotel most of the time employees will have difficulties to understand the guests demands and preferences due to cultural differences and language barriers in that case if they had hired a Chinese employee they can communicate with the guests and make it efficient for the manager and other American colleagues to deal with the phenomena. 
Lacking in Food Menu: In the social media there were few reviews from guests that said that Nine Orchards food menu had a lacking like veg or non-veg items. Besides due to business trip people from different countries and regions come to their hotel and not all people can get used to the native cuisine at a short time. The less the food menu item the less attractive customers get towards the hotel. Having a refreshing item and hygienic services also make the guests as satisfying as to recommend and coming back to the hotel in the future (King, 2006). Increasing menu item would be and effective strategy for them to appropriately and adequately provide the best customer experience to diverse people. In that case they should increase chef number and arrange training in cooking for the new hires and they also consider the customer demands and preferences in their menu. They should include items depending on the season for example including fruits item in summer and including warm dishes and cuisines in winter seasons (Sauer, 2019). Besides they can adopt discount options on particular events and holidays and offer side dishes or menu item as an offer to customers.  This will enhance the positive perceptions towards the company leading to business growth. They can keep several nations traditional cuisine that will attract other native customers more and make them try new dishes. They also should prepare their menu based on religious basis, in some religion there seem to have food restrictions which will make religious guests feel comfortable to eat. Besides they can adopt options for customized dishes, customers will guide the chef on what ingredient should be used in their food and how much to use them in particular (Pan, 2008). This option will be a new experience for guests and they can have their own preferred food item. As there are diverse guests coming from diverse nation and areas language can be a barrier among the guests and employees in the hotel while ordering food and beverages. In that case they can add sign language for each food item on the menu and foreign guests can order through sign language to the employees. It will get easier for both the customers and the employees to understand each other and reduce employee’s mistakes. managers should also arrange programs for chefs and employees to learn how to cook different nation’s traditional dishes so that customers get the traditional cuisine vibe in the foreign country . (Walker, 2019) 
Technology Drawbacks: Although they have the full usage of technology in their operations and provide online customer services for better customer experiences. They have online booking options so that customers can book and conduct reservations from their home and even they arrange flight booking for the customers. They provide all the customer services in the hotel all are technology based like taking order for food, technological gadgets are used to offer home services and operations (Kasavana, 2016). they keep database management systems to keep record of their customers and employees. But some of their services have been complained by the guests to be traditional rather than being modern. Their room services lacked air purifiers that customer noticed and complained in their websites. One of their major issues was being late at their services due to shortage of employees and as employee recruitment is a time-consuming fact for the company, they can replace employees by the robotic machines and personnel that can perform particular tasks in absence of human employees. Alongside training human employees, they can teach term how to operate artificial employees and let those non-human employees accomplish task with difficulties, this on one hand, it will reduce the employees risks of doing dangerous tasks and their health and safety will be ensured which will make them work with more comfort and generate a sense of responsibility towards the company as they ensure employee welfare (Kim, 2006). Besides they can take the help of AI technology to ask customers of their intentions and refer them the best suggestions regarding their reservations and taking orders and booking rooms for them. as they also provide some sight seeing services at the surrounding of the hotel, they can keep track of the guests through GPS gadgets so that people who are unfamiliar with the area can roam and go to sightseeing comfortably without fear of getting lost. They can install visual map for that will show the area and locations to the customers . (Nyheim, 2019) Through virtual presentation they can provide the guidelines of the hotel rules and regulations also policies to the customers which will reduce the bother of employee personally providing guidance and directions of the hotel policies. Besides they can keep the options of picking up guests from the airport coming from other countries with their vehicle services. These improvement in their operations might changes the customers perceptions and more reservations will be coming from business purposes and regular customers. 
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Figure: Technology in hospitality industry (Parixit Popat, 2021)
Venue design and environment: in the website and several social media it was seen that many guests have commented about their infrastructural designs and locations. Few people said their location is a bit isolated from to be quite lonesome in the area as the hotel is in the downtown of New York. Besides many hotels are now well structured and developed their infrastructural design in a modern and attractive ways that will give guests a feeling of comfort and sophistic vibe while staying there (Dalton, 2021). And as this era has a luxurious perceptions people tend to prefer to stay in a hotel that will offer them a grandeur vibe in them. in that case Nine Orchard should modify their infrastructural designs based on the customer preferences and give the rooms and entire hotel a touch of modernizations so that people get more attracted to their views and overall sights. Few people commented that rooms looked shabby compared to the prices charged in that case they should redevelop interior designs and bring newness in the overall look of the hotel premises. Besides surrounding environment was said to be congested to few guests and limited roaming areas (Guo, 2017). Nine Orchard should improve in that regard through increasing plantation and increasing natural scenario, they can develop a separate park for kids and establish entertainment shop for youths. They can modify the internal premise design through giving it a new view. They can also entertaining programs for the guests staying in the hotel and they can also establish natural sight seeing part for old aged guests so that they can spend their leisure time walking and roaming in the park. During the business trip there are many events occurs, in that case the hotel should offer the entire arrangement of the event to the clients which will enhance their trusts and loyalty towards the hotel company (Arnott, 2022). Many clients demand classical and trendy venue designs in their wedding and celebration parties now-a-days, Nine Orchard should redevelop their halls and internal designs as per the customer preferences and revive them with new features. 
[image: ]
Figure: Nine Orchard dining (Nine Orchard, 2022)
[bookmark: _heading=h.2et92p0]Findings and results 
In the above discussion Nine Orchard hotel was seen to be encountered several operational problems and issues that was becoming tough to be handled and at the end they needed consultations for the remedies of the issues. as a consult of the company, I have investigated their issues occurred in the entire hotel operations. at first, I searched for their website and social media views and determined what kinds of reviews they got from different customers and guests who experienced their services. Most of them show positive perceptions towards their services and experiences. But few of them demonstrated a dissatisfaction attitude towards their operations and behaviors and service experiences (wordvice, 2018). Few of them rated low for the company. Then I evaluated what exactly the issues were and listed them accordingly to make a sequenced determination of the strategies and planning for the improvement of the hotel operations and paths to follow how they can do better in the tourism industry to keep up with the MICE industry. 
	Issues 
	Descriptions 

	HR management 
	At the very first we figured out the issues in customer dissatisfactions towards the employees involved in the services conductions (Ahmed, 2021). We analysed how customers reacted to the behaviors and service providing level of the hotel. Few guests expressed their experienced of employee’s behaviours to be rude and not maintaining the appropriate table manners while serving and didn’t show proper etiquette in the dining hall and corner bar. Besides they have also complained about the employees to be late at their services in multiple tasks like at times of room services when guests needed something urgently the employees were unable to provide the services on time and at the dining hall, they were late to serve the food which exceeded the expected time of serving the food to the guests (Nel, 2014). Besides they seem to have shortage of employees and sometimes due to cultural differences some employees had difficulties understanding guests and their preferences which also caused lacking in the employees. In that case we have suggested the company to take necessary measures to provide training and educate employees regarding their job tasks and to show role model as examples which companies have become successful in the tourism and hospitality industry . (Barros, 2005)  

	Lacking in food menu
	From the analysis we found that they also had issues in food menu. Some guests reviewed that they had limitations in their menu items for diverse people. As due to business trip or holidays many guests from different countries vitsits their hotels based on the geographic or regional and cusltural preferences people have different tastes and eating restrictions and habits (Waller, 2009). Which should be considered while preparing menus for guests. There are people of veg and non-veg eating habits, the company should have considered this part while selecting their menu items. After the evaluation through PESTEL and SWOT analysis we suggested them modify their items and increasing their ietms in the menu (Oh, 2000). People now prefers other national tradional cuisines than native cuisines items, besides guests from foreign countries like to have their native traditional food items and feels comfort if they see their national menu items on the lists. In that case we also suggested the company to increase cook employees and train them in cooking other national food and traditional food items as per customers preferences. we also suggested them to include customized dish options . (Foskett, 2019) 

	Technological lacking 
	We found that they lacked in proper technology usage which slowed down their tasks and operations to make the customers disappointed. They had late response in online booking and responding while room service requirements . (Tan, 2021) Besides they did not adopt many digitalized technological strategies that would smoothen their task and make their operatons efficient more precisely. In that case we suggested them to install robotic employees and mechanism that would work with AI technology and deal with guests on their own like taking orders, serving customers and understanding foreign customers languages and deal with them knowing their culture and preferences. we also suggested them other technological installation that would increase their securities and guests’ satisfaction (Buhalis, 2021). 

	Venue design and environment 
	They also had issues in terms of infrastructural designs and interior designs, customer complained about their infrastructural designs to be poor compared to the prices. In that case we suggested them to modify their internal premises and expand the hotel area to establish multiple parks and entertainment shop for kids, youngsters and old guests which will increase their customer retentions and audience loyalty (Kang, 2012). 



After the evaluation of SWOT and PESTEL analysis of the hotel and tourism industry we could determine how tourism industries are doing in the USA and compared to the MICE events industry how Nine Orchard should perform in the market. there should be a lot more changes in the business operations and through these changes they can effectively utilise their resources and make a higher profit market not only in on-season time but also in off-season periods (Coello, 2020). Changes in the strategies will make their employees swift and enhance their knowledge in this field, customers will get better experiences that will lead to customer satisfaction resulting customer loyalty and ultimately increased market share and business growth. But despite being effective these suggestions are considered costly and time consuming for which the company needs a large amount of investment and huge changes that will take large period of time to accomplish. But if the company succeeds in implementing these strategies smoothly efficiently there will be a giant improvement in their operations and business growth (Levent , 2010). In that case they can utilise the Hrebiniak and Joyce model of strategy implementation to have a sequenced and effective actions implication with expected results. 


[bookmark: _heading=h.tyjcwt]Action Plan 
	Number 
	Problem 
	Solution 
	Desired Outcome
	Time scale 
	Completion Date 
	Planned budget 

	1
	HR management 
	Arranging training session to educate them their roles and responsibilities, prioritizing communicating over commanding, ensuring their safety and insurance while working, arranging entertainment programs for employees once in a while  (Reilly, 2016)
	Employees will grasp of their mistakes and correct them. customers will be satisfied with their services and give positive feedback that will increase company reputations (Netlibrary, 2008). 
	6 months
	30-12-2023
	80,000 GBP

	2
	Food menu limitations
	Increasing menu items, including menus based on veg and non-veg categories, separating menu items considering religious and cultural aspects, hiring new chefs and train them to meet customer preferences, including foreign nation’s traditional dishes in their menu, initiating customized orders. (Ellis, 2000)
	customer trust and reliability will be increased and guests will feel more comfortable to dine and during business trip foreign guests will get the homey feeling and this will grow customer satisfaction. (Chen, 2017)
	3 months
	25-10-23
	50,000 GBP

	3
	Technological issues
	Increasing digitalized devices in their daily operations, installing air purifier in every guest’s room, including robotic employees that will perform certain tasks to aid the human employees, adopting GPS tracking systems to keep guests track while sightseeing, AI technology that can deal with customer insights and recommend them to certain activities and guidelines while staying. (Mars, 2014)
	This will increase employee’s swiftness and late work services will be eradicated, customers can get suggestions what they choose to do through AI adjacent robotic employees. (Ahmad, 2019)
	8 months 
	20-02-24 
	2 million

	4
	Venue and environment 
	Redesigning the infrastructural premises and establishing kids park and entertainment shop for youngsters and increasing sightseeing greenish places to amaze guests.
 (Frances , 2020)
	This will give customers a sophistic vibe and reviews about shabby rooms compared to price will be eliminated. company’s outdated image will be modified. (Mensah, 2019) 
	6 months 
	30-03-24
	1.5 million 





[bookmark: _heading=h.3dy6vkm]Recommendations 
The consultation firm has suggested Nine Orchard hotel few recommendations that can enhance their efficiency in operations with customer satisfactions. 
In terms of HR management, they can-
· Arrange training program that will teach them on how to speak with guests, 
· They should be educated how to show proper etiquette while serving the guests 
· They should be taught appropriate table manners and how they should be able to place the dishes on the table. 
· Managers also should arrange entertaining programs and events for the employees so that they don’t feel bored while working (Murniati, 2020)
· Hiring more employees to work on shifts 
· Distributing teaching responsibilities to experiences employees for the newcomers
· Educating them to use highly digitalized technologies at workplace 
In terms of food menu 
· There should be increment in menu items 
· Categorizing the menu based on veg and non-veg,
· Considering religions and culture while preparing the foods, 
· Adding foreign traditional dishes for foreign guests, 
· Offering particular items on certain events and holidays and particular seasons (Asafo‐Adjei, 2013)
· Including options of customized dishes where customers can recommend what ingredients and how much of them should be used in their food dishes 
· Adding sign language for each dish items on the menu so that foreign guest can communicate through signs for ordering food 
In terms of technological factors 
· Biometric payments can be adopted for booking and reservations 
· Digital gadgets can be added to make guest feel comfortable in their rooms while staying 
· Online order system from rooms and other far places from the dining hall and bar 
· Including robotic employees for performing certain tasks in place of human employees which will reduce training session and frequent mistakes (Sparks, 2011)
Venue and environment 
· Redeveloping the internal and external infrastructural premises and interior designs 
· Increasing sight seeing places 
· Establishing kids’ zone and entertaining zone for young guests 
· Increasing green plantation (Knowles, 1999)


[bookmark: _heading=h.1t3h5sf]Conclusions 
In the above discussion we have seen that Nine Orchard hotel is a well-known hotel located in the New York, USA. Recently they were encountering several reputational and operational issues that were hampering them to operate their business services with target efficiency and hindering in attaining their particular operational goals in profit margin and increasing market share in the tourism and hospitality industry. They been getting several negative feedbacks from the customers and guests and who have experienced their services while staying there. Among them most customers mentioned about their staff behaviours and manners while serving them multiple services and at the dining time. Besides they have also mentioned lacking in the menu items in terms of meals and breakfast items (Czichos, 2017). Customers showed a bit dissatisfaction with limitations in including menu items based on veg non-veg and not considering sick people’s food items and limitations in number of dishes. besides they mentioned that the rooms and interior designs was much lower than their expectations and compared to the design the prices were high to some customers. Some guests mentioned lacking in employee’s swiftness and late services which reduced the company reputation to many customers. And they have takes initiative to consult with consultation firm who at first analysed the hotel industries through using PESTEL and SWOT analysis and then they analysed the Nine Orchard hotel’s entire operations and they investigated what exactly the issues were and how to tackle those problems with appropriate strategic planning within limited budgets and time. We have suggested to take measures in terms of employees training and technological modernization and bringing newness and invent new dishes as people prefer newness in their life, besides they were suggested to redevelop their internal and external designs and premises and establishing new theme zones for entertainment. At the end we prepared them a strategic action plan and with recommendations so that they can implement it successfully. 
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