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[bookmark: _Toc1835913342]Executive summary 
Radisson Blu Sydney Hotel is a hospitality venue located in Sydney, Australia, which comprises 364 rooms and various leisure amenities. It is part of the Radisson Hotel Group, an international hotel chain. The business has been severely affected by the pandemic and faces difficulties in achieving a successful position in the market. Therefore, a series of issues has been presented to the Best Solution consultancy firm such as staff shortage, low income and poor customer service. Using tools such as PESTEL, SWOT, TOWS and knowledge from the current hospitality industry, the business has analysed them and proposed a set of recommendations.
The first outlined problem is the staff shortage which is a common problem in the industry. The pandemic brought many difficulties, such as restrictions, travel ban, more safety protocols, and financial issues. Consequently, some employees left the company to orientate towards more stable workplaces to support themselves. Also, there are other factors that contributed to decrease the number of workers like job dissatisfaction, stress, exhaustion and lack of career development. The recommendations given to the Radisson hotel included creating referral programs (current employees recommend the workplace to others for joining in exchange for money), but also put more emphasis on career development and more employee benefits such as health and well-being discounts and insurance. Also, the company should consider strategies to retain their current skilled workforce thorough communication, rewards, and promoting a positive, supportive work environment.
The second issue is represented by the low income. As mentioned, the hotel has been affected by the coronavirus crisis which led to fewer visitors and sold rooms, which reduced their revenue. Even after this event, the company still encountered difficulties in raising its profits. This aspect is very important for the business to remain successful in the industry since selling hospitality services is their foundation. The proposed solutions rely on increasing the hotel’s presence on digital platforms to attract new visitors. The internet and social media are powerful tools to engage with the public and strengthen the brand image. Also, another solution is creating events regularly with the purpose of selling more products and services and generating revenue through selling tickets. 
The third identified problem is the poor customer service. In order to trade more rooms and generate more income, it is essential to maintain good relations with the visitors. They can easily share their experiences on digital platforms and any negative feedback can prevent others from staying at Radisson Hotel. The staff shortage contributed to this problem because certain services could not be performed at high standards, resulting in guest dissatisfaction. Therefore, the hotel must prioritise guest relations improvement. It has been reported that online guest feedback can be used to collect data regarding any necessary changes. Moreover, these data can be used to create more personalised experiences which are a huge contributor to a quality stay. Also, the employees must be able to answer all reviews and perform service recovery where necessary. The consultancy recommended creating a crisis management plan, so the staff would be better equipped to manage certain situations and demonstrate competency.
To ensure a successful implementation of all recommendations, the ADKAR model for change management has been outlined. This framework stands for Awareness, Desire, Knowledge, Ability and Reinforcement. Since change may be challenging at different levels, adhering to an effective model can provide more orientation towards the next steps. Planning certain goals and targets are key to evaluate whether the transition from the old habits or performance to the new ones have been adequate or not.
The Radisson Hotel must aim for innovative strategies to recover from the crisis and remain a successful presence in the industry. The Best Solution firm remains open for assistance and future collaboration.










[bookmark: _Toc1173794105]Introduction 
Radisson Blu Plaza Hotel is a dynamic and popular hotel in Sydney, Australia. It is part of Radisson Hotel Group, one of the most franchised and largest hotels in the world, well known for its innovative spirit and creative hospitality (Radisson Hotel Group, 2022). Their unique business structures and growth strategies make them quite attractive and valuable partners in the industry. Radisson's focus is to be the top choice among guests, talents, and owners. They follow the path of respect and believe in the diversity of people, ethics, the community, and the planet. The luxurious 364-room venue offers a variety of amenities such as spas, pools, wedding services, and childcare. 
During the COVID-19 pandemic, the Radisson Hotel faced many difficulties, like costing issues, negative feedback, reputational problems, and adjustment concerns, including the training and safety of the employees staying in the hotel (Mehta et al., 2022). Consequently, the hotel incurred various expenses like heating, cooling, lighting, and other expensive services. In several cases, all these impacted their brand image and revenue (Davahli et al. 2020). Therefore, the organisation reported that the recovery process is still ongoing and professional support is imperative to help the business thrive. The main issues that have been highlighted are the staff shortage, the low income and poor customer service (Tran et al., 2023)
Thus, the Best Solution consultancy firm has been hired to offer assistance for Radisson Hotel Sydney through insightful and innovative strategies. 
The Best Solution has been founded to help businesses from various fields to reach their true potential and optimise its resources. Since the pandemic affected many industries, the firm accumulated a vast experience to help them overcome their difficulties. Therefore, the Radisson Hotel will receive a tailored plan which will empower it to succeed in the hospitality industry.
This report will analyse the issues faced by the organisation and how these affect its development. The staff shortage is a common problem in hospitality industry, causing lack of effectiveness in operations which further affects the customer experience. Also, the low income threats the running of the business since it is a vital resource (e.g. payment for bills, salaries, development). And finally, the aspect of poor customer service has multiple consequences such as decreased bookings, affected reputation, and low guest loyalty. All these negatively impact the organisation, giving more chances to the competitors to win customers.
Tools such as PESTEL, SWOT and TOWS will be used to examine a wide range of factors, both internal and external, to identify potential negative influences and positive aspects that might be used to re-boost the company’s success. PESTEL analysis will provide an understanding on the external factors that influence the organisation (Christodoulou and Cullinane, 2019). In the case of Radisson Hotel, the pandemic has been the main external factor that prevented it from operating and development.
Further, the SWOT analysis will allow the organisation to identify its strengths, weaknesses, opportunities, and threats in the business. This tool will deliver a detailed framework of Radisson Hotel and will serve for designing further strategies.
Lastly, the TOWS analysis will provide connections between the findings of SWOT Analysis for potential solutions to ameliorate certain aspects, but also for discovering the causes of current issues.
The Radisson Hotel must continually assessed and enhance its operations to remain a competitive industry. This analysis will examine the current state of this company and identify what improvements are needed to ensure the company's long-term success. 
[bookmark: _Toc663153108]Analysis 
[bookmark: _Toc1201685426]Discussion of the issues faced by the Hotel 

[bookmark: _Toc520035504]The staff shortage

Due to pandemic circumstances, the Radisson Hotel has difficulties in retaining its staff from various reasons (Khawaja et al., 2022). Firstly, the revenue generated by bookings dropped because of travel ban and restrictions. This affected the business financially, leading to payment issues and cut wages. Some of the employees left to find another job to be able to sustain themselves since the payment was not satisfying (Abhari et al., 2022). Also, the staff did not have career development opportunities to access, but moreover, in most cases they had to cover the labour gaps which led to burn out, stress and job dissatisfaction. Salama et al. (2022) highlighted that work-related stress is linked to low productivity and inefficiency, decreased interest in performance, negative interactions and high turnover intention. 
Secondly, it has been reported that the hotel adopted many quarantine facilities and procedures such as isolation rooms, enhanced cleaning protocols, quarantine packages, and medical support (Radisson Blu, 2021). Besides the employees had more responsibilities, they were more exposed to infection, which could lead to other cases of isolation and less staff available to work. Thus, the imbalance between professional accomplishment and duties caused severe loss among the hotel’s labour force.
Radisson Hotel tried to hire staff at various times, but was unable to retain them, which had a negative effect on the number of hotel employees as well as on the revenue of the hotel. This reflects the importance of managing well the team by offering sufficient compensations to reward the demands of the work performed, but also by investing in their potential and extend their skills range. 

The low income

The coronavirus pandemic had a negative impact upon hotel industry revenue. According to Statista (2022), the hotels in Sydney, including Radisson Blu, lost 60% of their income, compared with previous years. Financially, the Radisson Hotel has been affected by the pandemic circumstances such as the reduced bookings, various safety measures, low travel frequency and lack of events organisation (Temelkov, 2022). Thus, all these generated pressures and forced the management to take severe decisions such as incurring various services (e.g. heating, lighting) to be able to maintain hotel operating (Guillet and Chu, 2021). Consequently, the service quality has been affected and led to negative reviews, poor reputation and decreased visits. Moreover, Mensah et al. (2023) reported that it has been a correlation between Covid-19 crisis and financial anxiety which affected the psychological well-being of the hotel employees. Therefore, it demonstrates that the low income of the business also generates insecurity and health issues among staff. 
Even afterwards the pandemic, the hotel still does not make significant progress to achieve a higher potential than before lockdown phase. There is little evidence regarding any objectives or plans for the Australian venue. Since it is part of an international chain, it is essential that every venue brings its own contribution to the group to remain on the market. According to Shim (2017), it is a great advantage for the hotel if it diversifies its operations and invests in more segments or sectors, resulting in a stronger financial stability. The scholar highlighted that even smaller hotel chains such as Radisson (comparing to other giants like Marriott or Hilton), can manage better a crisis if it has various sources of revenue.
The revenue is vital for the hotel’s running, but also for further investment to develop the brand and attract visitors. Moreover, since the employees are a fundamental resource for the business, it is imperative to allocate certain amounts of finances in their development and support to ensure retention, but also a talented and competent workforce (Rusmingsih, Widarni and Bawono, 2021).
Radisson Blu Hotel faces a sharp competition from other hospitality company such as Marriott Hotel, Four Seasons, and various venues from the Accor Brand. Therefore, it is difficult to achieve high financial performance since other companies attract more customers and generate more revenue.
[image: ]
Figure 2: lost revenue compared to previous years in hotels in Australia 
(Statista, 2022)

Poor customer service

The previous mentioned issues, the staff shortage and low income, have generated poor customer service. According to TripAdvisor (2023), it comprised several problems and unpleasant situations that led to lose guest’ trust or satisfaction. Since there were few workers, it has been difficult to meet all visitors’ needs in a timely manner or to resolve certain cases professionally. The service recovery strategies have been poorly implemented or the employees even have not possessed the knowledge to perform them. These strategies could ameliorate certain inconveniences and generate more customer positive perception. For example, the employee could display more empathy and interpersonal skills (listening, communicate) and make more visible efforts to solve the problem (Jin et al., 2019). 
 Also, due to poor financial savings, certain amenities (e.g. pillows, taps, curtains) did not meet the quality standards or the customers’ expectations. As a result, the Radisson Hotel’s reputation has been affected by bad reviews and complaints. In some cases, the company had to offer certain amounts of financial compensation to not lose loyal guests. It is essential to re-evaluate the organisation’s standards and values and plan accordingly to meet them and deliver a proper hospitality experience. It has been emphasised that traits such as consistency, quality, attentiveness and flexibility are essential to achieve great customer service (Teng, 2019). Moreover, cultural sensitivity has become increasingly important in the industry due to more international travellers (Yurur et al., 2021). The Radisson Hotel staff may welcome a large variety of guests from multiple countries who come with their own culture and beliefs. Therefore, it is important to display the same positive attitudes toward everyone to achieve a good reputation and image.

[bookmark: _Toc1608214734]PESTEL analysis 
Political factor
The government plays a crucial role in the hotel industry since its regulations have a major influence over the business’ activity. Due to travel restrictions imposed, it drastically affected Radisson Hotel (Yang, 2023). Moreover, after the lockdown, the government created a protocol for every industry that they must maintain. This meant increased costs for new adjustments, training updates, and operations alternatives.
Economic factor
Radisson hotel faced difficulties in adapting to the various new norms brought about by the COVID-19 pandemic. Besides the high staff turnover reduced the hotel’s capacity to perform (Michael and Fotiadis, 2022), room bookings dropped, leading to great financial difficulties. Adapting to the new safety regulations and trying to operate during travel restrictions also contributed to business costs. This increases the company's cost, which affects the economic system. Moreover, the weakness or the strength of currency can affect the allure of a vacation spot (Roy and Chowdhury, 2021). 
Sociocultural factor
Following the pandemic, tourists looked for the most cost-effective place to stay, but the Radisson Hotel's rates are rather expensive. Therefore, a significant number of consumers prefered to stay at hotels operated by Airbnb, which is the most significant competitor of the Radisson enterprises (Jawabreh et al. 2022). In comparison to the Radisson, Airbnb offered more safety through its services (e.g. the own kitchen in the building, reducing contact with other people, more space and privacy), but also more authentic experiences (e.g. closer living among residents) 
 Technological factor:
Nearly all modern hotels make use of the most recent technical system available, such as the Internet and social media, becoming a strong competitive advantage, especially for Generation Z travellers (Liu et al., 2023). Also, implementation of technologies such as e-vehicles charging, digital keys, and smart energy systems increases, making stays more convenient and attractive (Kansakar, Munir and Shabani, 2019).
Environmental factor: 
According to Khatter et al. (2021), sustainability draws more attention to the Australian hotel industry since it slowly becomes a competitive advantage. Also, there is a pressure on the hospitality venues to display more sensitivity towards the environment and include more practices in their corporate social responsibility agenda (Khatter et al., 2019).
Legal factor
Although Radisson Hotel is part of an American brand, the organisation must adhere to Australian sets of laws and regulations such as Fair Work Act 2009, for example, which protects the interests of the employees.
[bookmark: _Toc167585080]SWOT analysis 

According to Astawa et al. (2022), the SWOT Analysis is an analytical framework used to assess an organisation’s internal factors such as strengths and weaknesses, but also the impact of certain external factors such as opportunities and threats. The aim is to optimise the owned advantages while overcoming the aspects that endager the business performance.
Strengths
Radisson Hotels Group is one of the most popular hotel chains in the global hospitality. Also, its presence in Sydney is due to increasing touristic demand in Australia (Boiko, 2021). Therefore, Radisson Blu Hotel enjoys a good brand image that can attract new segments of travellers such as business guests or leisure visitors. Besides their distinctive architecture and design, they are commited to win customer loyalty through their reward programme, Radisson Rewards. It can be considered that customer satisfaction plays the biggest role in the organisation's reputation and loyalty (Chowdhary et al., 2021). Also, they have a great package of event offerings and amenities (Radisson Hotel Group, 2022).

Weaknesses
During the pandemic, the business faced low staff retention which caused difficulties in dealing with guests and operate efficiently. Moreover, the Radisson Hotel adopted a set of quarantine facilities and operations which put an increased pressure on the remaining employees (Dincer and Gocer, 2021). Thus, the employees’ needs for resilience and support have grown and led to job dissatisfaction which is often correlated with a bad organisational reputation (Mohsin, Brochado and Rodrigues, 2023). The decreased bookings brought financial difficulties which led to extreme decisions such as incurring expensive services (Davahli et al., 2020). All these affected the brand image of Radisson Hotel locally. Therefore, since the pandemic passed, there should be more focus on improving the relations with the human resources and with the public. 

[image: ]
Figure 3: the principle of SWOT analysis 
(Source: Oginok and Dyka, 2021)
Opportunity 
As previously mentioned, there is an increasing demand for travel in Australia since it is a less explored territory. Radisson Hotel can design new products or services to attract different types of guests such as spaces for children, e-vehicles for local transport or office amenities. The company can create an own strategy for recruiting and retaining talented staff such as more employee benefits (Ghani et al., 2022). Among the most wanted ones are related to well-being (health insurance, retirement plans) and leisure (e.g. spa or gym discount). Also, due to the corporation development in Sydney, an educational program to empower them with skills and specialised training would help people to have access to high-quality education while gaining a stable workplace. It has been demonstrated that career development and company benefits lead to stronger employee retention (Yeswa and Ombui, 2019)

Threats 
In the hospitality industry, competition is increasing rapidly since new hotel brands open worldwide which is becoming a threat to Radisson hotels in Australia and globally (Hogan, 2022). These hotel chains mostly have many investors, along with providing exciting offers to attract customers. Also, Radisson Hotel depends heavily on international travellers, especially from business segment. Due to the technology progresses, many people opt for hybrid or online meetings to save time and money.
Another threat is represented by the popular Airbnb which may represent a more convenient accommodation for people who visit Australia since travel costs can be expensive and visitors may want to save more. 
[bookmark: _Toc1319816956]TOWS analysis 

	
	Weakness

- low staff retention
- staff job dissatisfaction
- decreased bookings
- financial issues
	Strength

- strong brand image worldwide
- guest loyalty reward programme
- great package of amenities
-

	Opportunity

- increasing travel demand in Australia
- more employee benefits
- educational programmes for staff training
- new market segments of travellers

	1. Staff can be retained through giving them opportunities for career development
2. Employees should be hired locally
3. Targeting new segments of travellers and creating special amenities for them to increase bookings and overcome financial issues
	1.  Invest in more brand promotion to attract customers
2. Ensuring all amenities are in a good state to satisfy the guests’ needs
3. Design new advantages for the reward programme 

	Threat
- new hotels opened, more competition
- dependence on international travellers
- Airbnb – a major competitor

	1. Implement strategies to retain staff and improve service quality
2. Organise events for locals to generate revenue
3. Create special programmes (e.g. student placement) to increase hotel’s popularity
	1.  Promote the hotel on social media
2.  Design amenities for locals (e.g.  offices, study rooms)
3. Frequent discounts and promotional packages



Table 1: TOWS Analysis 
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Poor customer service
Hotels can improve their customer relations in several ways by conducting online review research, to acknowledge better what aspects can be improved or even where they have performed well (Shin, Perdue and Pandalaere, 2020). By answering the customers’ feedback, the employees display care towards them and build a positive image of the hotel. Although there may be low chances to resolve some issues which have not been addressed, there are still opportunities to win customer’s trust and offer compensation. Also, by collecting data, the hotel can offer more personalised experiences for its guests (e.g. room preferences, small touches of design, a complimentary drink). Horng et al. (2022) recommended to use data analysis for creating a crisis management plan for handling customer complaints. Therefore, a pattern or a structured plan can help less-experienced employees to manage an unpleasant situation. Possessing a strong service recovery strategy is essential to overcome difficulties and win back guest’ trust (Harrison-Walker, 2019). There are higher chances for re-visits if the staff display interest in ensuring their visitors’ comfort and convenience.  
Since guest satisfaction depends on quality service (Ali et al., 2021), it is essential to hire competent staff and continuously invest in their development to ensure that their performance matches the brand’s standards. 
Low income
The correlation between staff shortage and poor customer service quality has been demonstrated through a low effectiveness which caused a diminished number of bookings. Selling rooms is the main revenue source of Radisson Hotel. However, there are several strategies that can empower the organisation to generate more profit. Bhandari and Sin (2023) emphasised the usage of technology to boost brand awareness through advertisements on various channels and digital marketing. The Radisson Hotel should invest more in its online presence, especially on social media platforms such as TikTok, Instagram, and YouTube due to their increasing popularity, especially among Millenials and Generation Z (Dobre et al., 2021). Also, there are also platforms that uses PPC (pay-per-click) like Facebook and Twitter which can bring more benefits such as detailed reports about online visitor behaviour and growing variety about Ad types. 
According to Nair (2019), another way of increasing revenue is organising events or meetings such as workshops, conferences, and cultural events (e.g. book launches, art galleries). This would encourage more local dynamics and networks between businesses (decorators, transport, planners, specialists). An event with paid entry is an opportunity to sell more products and services, but also to make Radisson Hotel more visible on the market. Although this strategy may include more work and effort, it can be vital for more quiet seasons when travel frequency is lower. 
Staff shortage 
Shunning (2022) reported that staff shortage is a common issue in Australian hospitality industry. Due to increasing interest among major hotel companies to develop in Asian-Pacific area, more venues are built, causing more competition in attracting skilled workers. Thus, the Radisson Hotel should outstand thorough innovative benefits for its employees. For example, it can promote employee referral programme to encourage the staff share about job opportunities in exchange for incentives. Also, job promotion on social media along with staff recommendations in multimedia format would spark more interest rather than a plain announcement (Nikolskaya et al., 2022).
It is essential to retain the existing talented staff since they already possess knowledge and experience, and moreover, they will ensure that new employees are properly trained. Therefore, their input should be collected regularly (e.g. surveys, one-to-one meetings), and communication between them and management should be open and reciprocal. People who feel valued (e.g. included, rewarded, appraised, listened to) tend to remain more in a company. Islam et al. (2022) explained that positive cultured workplaces foster more employees with increased levels of emotional intelligence which make them more capable of coping with challenges. Consequently, they are more productive and effective, resulting in better customer service and relationships with colleagues. Besides, it is important to offer equal opportunities, to promote diversion, equality and inclusion and nurture a sense of community (Gursoy and Maier, 2023). Some practical examples include team-building activities, rewards for “the best colleague” or “the employee of the month”. This would encourage individuals to challenge themselves and give their best into their activities.
Lastly, the Radisson Hotel management could add more variety to employees’ benefits to overcome their competition and become more attractive to potential workers. Although salaries may not be always satisfying, the company can offer alternatives to compensate. Besides retirement plans and health insurance, they can develop plans to encourage a good work-life balance which is essential for employees’ satisfaction (Yu, Lee and Na, 2022). Other recommendations would include community involvement such as charitable activities or sustainability initiatives to diversify the employee agenda in order contribute to their experience and sense of achievement.

[bookmark: _Toc1023714934]Change management practices 
According to Sharma (2023), change management refers to a business’ approach in handling transition from a current state to a planned state for future and what strategies, methods, and resources are involved. The pandemic has been a crisis that forced Radisson Hotel to implement new procedures and protocols in order to continue its operations and ensure safety. The business can analyse which strategies were successful in change implementation that they can use for other operations or transitions in their activities. 
Additionally, since the circumstances changed and all measures have been eased, it is still necessary for the company to be flexible and adaptative since the hospitality industry is under continuous evolvement in terms of trends, guest’ preferences, and technologies, but also is vulnerable to crises such as pandemic or other similar events (Shukla et al., 2023). To implement and manage a set of changes, there are various factors to be considered. In first instance, communication and awareness are key in order to invoke a sense that changes are needed, but also to provide a picture of the desired results, expectations, and available resources. The issues that have been presented by the hotel mainly require improvements at certain levels, new strategies or just optimising the available resources. Therefore, data-driven and risk factor management are valuable methods to help with change practices. Data plays a huge role in organisational structure, and it also highlights future trends (Tajeddini et al. 2020). It also helps to improve workflows, set new standards, assess impacts and forecast success of changes (George, 2021). Meanwhile, risk factors need to be considered in order to be aware of potential threats or losses and further design certain planning to overcome or minimise their impact. For example, a certain sum can be invested in advertising jobs to attract staff, but still not achieve the target number of new workers. Rather than investing a huge amount of money in one or two platforms, the hotel can design an integrated approach of social media advertising and employee referrals.
To measure the success of the implemented changes, it is important to set certain goals and targets (Al-Gasawneh et al., 2022). For example, the front office team should assess the customer service over a certain period. Asking questions such as “How many guests have been at the hotel in that time and how many of them have left positive reviews?” or “How can the bad aspects from certain feedback can be improved in the shortest amount of time?”. In case of a scenario such as cleaning has not been according to the hotel’s standards, the front office and housekeeping should cooperate and design strategies such as more training, increased supervision or cross-training to support the housekeeping team. 
For determining the revenue, the management should analyse and compare the income generated over the quarters, considering that the waves of visitors may differ from one season to another. Also, in case of an event organisation, they may calculate if it has been sold out or how could they sell more tickets or services. And lastly, an overall picture of staff retention could be outlined and evaluate the reasons for turnover. Also, the workers performance can be evaluated in terms of reached targets, guests feedback and team input.
[bookmark: _Toc851816250]Implementation strategy 


Chen, Osei and Göransson (2018) stated that change management is necessary to be adopted by the employees, so the organisation can achieve its objectives. The Radisson Hotel needs to implement different strategies to improve various aspects of the business. Therefore, a structured approach must be considered to effectively manage the entire process. The ADKAR change management model is widely recognised as an efficient procedure. Designed by Hiatt (2003), it comprises five stages through which one change can be successfully put into practice: Awareness, Desire, Knowledge, Ability, and Reinforcement. 
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Awareness
Through the initial phase of Awareness, the hotel management communicates with its staff. They convey them facts regarding the current state of certain operation or business performance. Also, they include any plans that the employees need to know but remain open to suggestions and questions. The manager must underline any benefits or risks that may follow to provide the staff with a clear picture of the situation. Thus, the employees could display more understanding, cooperation or even suggest some ideas (Chalise, 2021). It should be considered to communicate with the customers where necessary to avoid any unpleasant circumstances. The loyal guests should have priority since they regularly contribute to the organisation revenue. This type of transparency and cooperation will strengthen their trust, but also will build a positive perception among the other consumers. 
Desire
The second stage, Desire, displays the employees’ level of willingness to engage and support the change. They can either be supportive or show resistance to the announcement. Therefore, the management should communicate with them to identify any possible causes (e.g. fear, confusion) and provide adequate solutions. Srivastava and Agarwal (2020) reported that there is a link between resistance to change and turnover intention since employees may associate the change with uncertainty, job insecurity or lack of self-adaptability. Consequently, it is imperative for employers to oversee this stage, ensuring that they pass the threshold and gain team’s willingness to cooperate.
Knowledge
The stage of Knowledge involves ensuring that employees have the proper abilities and resources needed to adapt to change. This includes attending educational programmes or training sessions to acquisite information regarding the new tools and processes. This can be seen as an opportunity for career development which is positively related to staff retention (Styvén, et al., 2022). However, ensuring continuous support is essential to assimilating knowledge. Employees must assess the quality of used resources and technology to provide a smooth educational experience.
Ability
At the Ability stage, employees are required to demonstrate the assimilated knowledge and put into practice new skills. Their performance should be assisted by a trainer or a mentor to ensure that they are confident and overcome any difficulties. Also, they can provide feedback, suggestions and even reward the trainee through appreciation. It is important to note that some processes or competencies may take longer time to be learnt than others, so certain changes may be implemented at a different pace.
Reinforcement
Lastly, the phase of Reinforcement focuses on maintaining the desired change over time by creating a system of routines for long term. The employers must assess the effectiveness of the used methods or of the new procedures, analyse the results and identify any improvements in comparison with the period before implementation (Hassi, 2019). Also, they must ensure that the new behaviours are consolidated and prevent any return to the old system, without their consent. Successes should be recognised and appraised to increase staff morale and create a positive environment. 

	Stage of the model/Issue
	Staff shortage
	Low income
	Poor customer service

	Awareness
	· Inform employees of staff shortage, displaying empathy and understanding of their struggles caused by lack of workforce.
· Present plans and solutions

	· Inform staff about poor financial performance, mentioning the issue’ roots. 
· Present plans and solutions

	· Inform the team about the organisation performance and how customer service impacts the business
· Present plans and solutions


	Desire
	· Receive employees’ reactions, feedback, concerns and ideas. 
· Identify any signs of resistance and help individuals to overcome them

	Knowledge
	· Inform employees about referral programme details
· Offer cross-training opportunities for professional development
	· Design new services or organise events
· Hire a specialised marketing team for more digital promotion
	· Provide information and methods for answering reviews
· Provide training to develop communication, creativity and problem-solving skills

	Ability
	· Create various types of advertisementsto attract potential employees
· Encourage a positive work environment through team-building activities
	· Perform the designed strategies and obtain results

	· Ensure that the employee spends time regularly checking reviews and commentaries, offering answers or compensation


	Reinforcement
	· Host regular meetings for employees’ feedback, suggestions
	· Evaluate the results
· Determine improvements if needed
· Implement regularly the successful procedures
	· Create reports or notes about certain issues and how the employees resolved them.









[bookmark: _Toc1552301180]Action plan 
	Sl.
	Problem 
	Solution 
	Desired outcomes 
	Time scale 
	Completion date 
	Planned budget 

	1
	Staff shortage
	· Create a referral programme (£150/recommendation for every new join after completing the probation period)
· Develop one educational/training programme monthly
· Plan a wider range of employee benefits
	· Increase workforce available in the hotel



· Increased staff competency

· Improved employee retention
	3 months





6 months


12 months 
	28/02/2024





28/05/2024


11/2024
	£5,000





£10,000


£20,000

	2








3.
	Low income 







Poor customer service
	· Digital and multimedia advertisements

· Create one event every month



· Create an online review routine for answering customer feedback 
· Create a crisis management plan or guide for handling unpleasant situations
	· Attract more visitors from different segments

· Sell more products and services to increase revenue

· Ensure all concerns are addressed and collect any data for potential solution designing or prevention
· Improved customer relationship and brand image
	3 months 



12 months



3 months
	10-01-24



11/2024




02/2024
	£15,000



£60,000




£2000


[bookmark: _Toc1985517531]Conclusion 


Radisson Blu Hotel Sydney, part of Radisson Hotel Group, is a hospitality venue in the city of Sydney, Australia. The company has been affected by pandemic and it has certain difficulties in recovering and staying competitive. The outlined issues are staff shortages, low income and poor customer service.
The staff shortage is a common problem in the industry, and it has a huge influence over the hotel’s performance and service quality. This can also create difficulties for retaining workers due to the increased amount of work, and consequently more stress and exhaustion. Therefore, the hotel should create attractive offers to promote its workplace and reduce early turnover. It has been recommended to create a referral program through which the employees can share this opportunity and get paid for every new worker who passed the probation period. Another recommendation is investing in the staff’s professional development through training or educational programs. Besides there is a correlation between staff retention and career development, the hotel can also benefit from a more effective staff and increased service quality. Also, to retain skilled workers, the company should offer a wider range of employee benefits, especially those related to health and well-being.
The low income is due to several factors such as decreased bookings, fewer bookings, diminished presence on the market, all connected to the customer. Revenue generation is considered vital for the hotel’s running since selling rooms is the core of its activities. However, the venue can increase its profit by trading other products or services. Hosting more events regularly can bring more financial benefits, but also enhance their presence. Another recommendation is investing in digital advertising since it can reach a higher number of potential visitors. 
The customer service can be improved thorough empowering the staff with more tools and knowledge. They should spend more time in maintaining relations with the customers through answering their reviews and addressing their complaints. Also, certain amenities or services can be improved and increase efficiency by considering the visitors’ input. The company has been encouraged to create a crisis management plan or guide for a better handling of unpleasant situations. Thus, they can rely on a solid method and adhere to same standards for service recovery.
Although it may be an overwhelming process, it is essential for the hotel to implement changes for improving their performance. The ADKAR change model has been recommended as a sound strategy for all solutions’ implementation since it comprises five phases for a better monitoring.
The Best Solution company would like to express gratitude for the Radisson Hotel’s cooperation and remains open for future collaboration. 
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