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The Plaza New York is one of the most renowned hotels in the world, as it has a history of being a hospitality property for more than 100 years and is situated at one of the most recognisable landmarks in New York City (Plaza NY, 2023). The hotel has a heritage of serving top-of-the-class hospitality services, and currently, the property is owned by Qatari state-owned company Katara Hospitality and managed by Accor S.A.'s subsidiary brand Fairmont Hotel and Resorts (Fairmont, 2023). This hotel falls under the top-of-the-class luxury brand. The soccer of the hotel in various review sites is relatively high but dropping drastically. On Expedia, the property's rating is 8.8 (The Plaza Hotel, 2023). According to TripAdvisor (2023), the property's rating is 4.5, whereas the competitor hotel brands have much higher ratings, and the ratings of the Plaza New York are falling drastically.
Roland Berger is appointed as the consultant for this case of Plaza New York's declining customer service rating. The consultant carried out a thorough analysis of the problem using various analytical tools. The problems that were found initially are from the ratings and reviews by the guests of the property who faced trouble staying in the property, and those issues were found on the hotel's booking sites such as Expedia, TripAdvisor, Agoda, etc. The problems were the actual problems that guests faced. In a review by a guest in the hotel who stayed in the property wrote in his review on TripAdvisor that after checking in to the room, he found out his bathtub was full of water, and it was used water older than two days (TripAdvisor, 2023b). The room service took 2 hours to prepare the room after checking in, which was a significant inconvenience. In another review on the same site, a guest wrote that his laptop was out of charge and he did not have cable to charge, and the property lacked essential electric ports like USB-C and wireless charging stations (TripAdvisor, 2023c). Post-COVID-19, the property has been suffering from staff shortages, and a guest complained in his review that a basic room service request takes 15-30 minutes to deliver (TripAdvisor, 2023). Being a service-oriented organisation, the hotel needs help with issues such as an old interior, weak bathroom fittings, weak customer service at the front office, mismanagement of complementary services, and others. All these problems are arising due to the staff shortage at the property and causing severe mismanagement. This report analysed these problems to find out possible solutions for these problems.
SWOT Analysis is performed to identify the strengths and weaknesses of the property along with the opportunities and threats. The Plaza New York must convert its weaknesses and threats into opportunities and strengths. This analysis found two main issues, categorised as real issues and intangible issues (infrastructural and service related). The PESTLE analysis was carried out to understand the external factors causing employee shortages and declining sales. However, to understand the problems perfectly, the SOSTAC model is applied to develop a potential solution for the issue and the expenses to apply this solution. According to the SOSTAC model, the issues must be resolved based on the severity. The problems that need to be taken care of are-
1. Interior problems such as old and vintage furniture are bulky and highly space-consuming. It needs to be replaced. 
2. Low natural lighting causes guests’ dullness. This also needs to be addressed.
3. Bathroom fittings are old, and this causes problems such as water leakage, wastage, etc.
4. Outdated electric ports are also a significant issue that needs to e addressed to support guests who require technological support.
5. Cleanliness in a luxurious property can cause significant issues among guests, and in many instances, the guests face this, which causes a reputation decline.
6. Complementary services need to be appropriately served at the property, so the property is facing significant complaints from guests.
7. Room service staff shortages are the leading causes of service-related problems, so to solve bellman issues and concierge issues, the property needs to recruit talented human resources to provide high-quality service to its guests.
These issues have been identified, and potential solutions have been developed to resolve these issues. The solutions to these problems are-
	Issues 
	Solutions
	Time Frame
	Date of Completion
	Budget 
£

	1. Interior Issue
	Identifying a proper modern theme and upgradation of furniture and flooring.
	Three months
	July 31st 2023
	Per room, the interior upgradation budget will be £15000.

	2. Natural Lighting Issue
	Tweaks in window exterior, changing glasses, and colouring walls. 
	Four months
	September 30th 2023
	The project's total budget will be £1.5-£2.0 million.

	3. Bathroom fittings issue.
	All bathroom fittings need to be upgraded eventually with modern digital bathroom fittings.
	Six months
	November 30th 2023
	The total project will cost around £2 million.

	4. Outdated electricity ports issue.
	The electricity ports need to be replaced with modern ones, wireless charging stations, a stable power supply, and an in-room voice assistant.
	6 months.
	November 30th 2023
	Per room, the technological upgradation budget will be £4000.

	5. Cleanliness issue.
	Positioning more staff, scheduled cleaning, supervising.
	Daily basis
	N/A
	N/A

	6. Personal Grooming and Hygiene Kit issue.
	Addressing several guests in the room and sorting kits based on that.
	Daily Basis.
	N/A
	N/A

	7. Refrigerator Issue
	It needs to be replaced in 23 rooms and 24/7 repair service assurance.
	One month of replacing and ongoing repairing service.
	June 30th 2023
	£30000

	8. Room Service
	Increasing the staff, recruitment, and performance management system improvement.
	Ongoing.
	N/A
	N/A

	9. Concierge Issue
	Training of concierge, daily assessment, and performance monitoring.
	Ongoing
	N/A
	N/A

	10. Bellman
	Increase in the number of bellmen, better backdoor luggage and baggage transferring service.
	Ongoing
	N/A
	N/A

	11. Staff Shortage Issue
	60-80 employees need to be recruited to ensure optimum customer service.
	Six months
	30 November 2023
	£25000 recruitment expenses (excluding the salary increase).
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Introduction
The Plaza Hotel New York is one of the most historic hotels as well as the most renowned hospitality destinations. It is situated west of Fifth Avenue and between 58th Street and 59th Street of Central Park. It is New York's most recognised and revered landmark, with 21 stores and a French Renaissance structure (Accor, 2023). This property has 282 hotel rooms and 181 condominiums, with a history of serving its guests the world's best hospitality services. CurrThisel is managed by Fairmont Hotel and Resorts, a subsidiary of Accor S.A., one of the world's largest hospitality companies. Despite a strong hospitality heritage, the property has been facing some significant complaints in its customer review regarding poor room service, bellman service, housekeeping service, cleanliness, outdated room amenities, etc. In this report, the issues that are causing significant damage to the hotel's reputation and causing massive dissatisfaction among the guests will be discussed, along with reasons behind these issues, and potential solutions will be suggested (Luxury Escapes, 2023). Also, in this report, some of the positive and exemplary customer service aspects will be discussed, that as keeping the customer satisfaction level high and what could be done to improve these areas to overcome the current issues in the property (Karmin and Morris, 2018). To deal with the issues and identify the root causes 'Roland Berger Consultancy' has been appointed as the consultant by 'The Plaza New York' management. The consultant company aims to conduct an in-depth analysis of this matter to find potential solutions and ensure customer satisfaction and loyalty to its customers. To carry out the analysis, Roland Berger Used PESTLE analysis for assessing the macroenvironmental issues and SWOT analysis for internal problems, and finally, a SOSTAC model will be used to carry out situational analysis to identify any situational issues and solutions. Moreover, these analyses will help the consultancy firm identify the core problems and most viable prospects to provide a sustainable solution.
[bookmark: _Toc135354897]Scope and Analysis

[bookmark: _Toc135354898]Background of The Plaza New York
The Plaza Hotel New York is one of the most famous hospitality destinations in the world and one of the most luxurious places to stay in New York City. Situated in one of the city's most historic buildings, the hotel's location provides a scenic look over the Central Park of New York, one of the fewest green places in the city (Travel Weekly, 2023). Also, this place has a long history of hosting essential people of human history across the fields from entertainment to politics to sports. Along with the heritage, the hotel's location is convenient for the guests as they have locations such as Manhattan Borough, New York Public Library, New York Museum, etc. in a very close vicinity (Reynolds, 2023). These factors make it an exclusive property for guests to stay and experience the heritage.
[bookmark: _Toc135354899]Property Amenities of The Plaza New York
This is one of the world's oldest and most famous luxurious 5-star hotels. In this property, the guests can access all the luxurious amenities in the world based on room categories. Some of the standard amenities of The Plaza New York hotel are multiple dining options, concierge services for recommendation and reservation, fitness centre and spa facility, high-speed wireless internet services, 24-hour room and dining service, and bellman service along with valet parking service. These services are standard for all the guests in the property, and exclusive services can be availed on-call (Plaza NY, 2023a).
[bookmark: _Toc135354900]Room Categories and Features at The Plaza New York
The Plaza Hotel New York has 282 hotel rooms and suites and 181 condominiums for guests. The rooms of the hotels are based on categories, and there are 7 categories of hotel rooms, 13 categories of suits, and 3 categories of accessible accommodations available for guests to book and stay (Booking, 2023).
The room categories range start from $700 and goes up to $2000, and the categories of room are Plaza King, Deluxe King, Deluxe 2 Queens, Terrace Room, Deluxe King Mobility, Family Grand, and Tower Room. The room size starts from 44 sqm to 68 sqm. The property has 13 categories of suits, and the price starts from $1400 to $6000 based on amenities and in-room services. Categories of suits at the Plaza New York are Edwardian, Carnegie, Penthouse, Vanderbilt, Grand Luxe, Grand Luxe Mobility, Junior Suite, Pulitzer King, Pulitzer King Mobility, Eloise, Fitzgerald, Grand Penthouse, and Royal Suite. The size of the suites starts from 58 sqm to 409 sqm. Finally, there are three categories of accessible accommodations available at the property, and those are Deluxe King, Grand Luxe, and Pulitzer 5th. The price range ranges from $1100 to $2300, and the room size ranges from 51 sqm to 93 sqm (Best.com, 2023).
All room has some exclusive features based on categories and price range. However, some standard room features are a safe refrigerator, an in-room bar, a clean bathroom facility, free toiletries, and one-time usable personal grooming kits. However, in their review, some of the guests complained about poor room service, outdated room amenities such as dusty rough floormats and wallpapers, outdated electronic ports, and unclean bathrooms such as foggy mirrors, filled bathtubs, etc. These reviews are causing significant damage to the long-developed heritage of the property (N.Y. Times Report, 2023).
[bookmark: _Toc135354901]COVID-19 Measures Taken by The Plaza New York
Hotels worldwide have taken severe measures regarding COVID-19 to protect their properties from getting affected by the virus (Noel, 2020). New York in 2020 had become a hotspot for COVID-19, and the city went under complete lockdown and post-lockdown, The Plaza New York Hotel implemented some highly effective COVID-19 measures (A.B.C. News, 2021). The measures that were put into practice by the management of The Plaza New York area-
1. In-Hotel PCR Test: The Plaza New York is one of the few prominent hotels worldwide to set up an in-house PCR test facility to ensure the guests are not infected. This system helped the guests to be reassured by the property to have a safe stay. The guests are tested while checking in, and the test results are texted to the phone within ten minutes (TripAdvisor, 2021).
2. Sanitization Corners and Elevator Sanitization Air Cleaner: Hand sanitiser dispensers were installed to keep the guests sanitised while roaming around the property to keep them safe from infection. Also, the elevators of the property are upgraded with a sanitising ventilation system, which keeps the air in the Elevator safe and clean (McGeehan, 2020).
3. Digital Menu: The traditional Menu cards were replaced from the property, and a digital menu was added for the guests to choose from and order from. This contactless digital food ordering service reduces the human contact between order to delivery and minimises infection risks (Gleason, 2020).
4. In-room Sanitization: The in-room sanitisation service now increased from once a day to twice a day. This measure keeps the room sanitised and safe for the guests (T.P.S., 2020).
5. Social Distancing Measures: The social distancing measures also taken by the hotel authority to ensure safety by putting safety glass sheets on every counter, social distancing-based seating arrangements, etc., to reduce the risk of possible infection (Campanile, 2023).
[bookmark: _Toc135354902]PESTLE Analysis of The Plaza New York
The Plaza Hotel is one of the most famous historical landmarks in New York City as well as one of the most famous hotels in the world. This property has seen momentous events such as the great depression, the Spanish Flu Pandemic, and recently the COVID-19 pandemic. The Hotel industry suffered the most during COVID-19 so did The Plaza New York (Kostuch Media Ltd, 2013). During COVID-19, the property stayed closed for more than 15 months. Since then, the property is still under recovering phase, and the in this part, a PESTLE analysis will be carried out to analyse the impact of the external environment.
[bookmark: _Toc135352744]Figure 1:PESTLE Analysis of The Plaza New York
Source: (TLTC, 2023)
Current political and economic conditions could be more coherent for any hotel business as the global economy is facing a downturn, and inflation and unemployment are rising. Also, the ongoing geo-political crisis is pushing immigration policies to be stricter, which is causing staff shortages, a post-pandemic high tax rate, and restricted travelling is causing significant damage to the revenue stream of the Plaza New York (Krishnan et al., 2020).
Also, there is a growing social stigma about hotel stays after the pandemic, and changes in tastes are also causing problems because now people want more modern and straightforward accommodation rather than vintage French Renaissance interiors. These changes in social preferences are also causing problems for the property (Denby, 2002). The property has not upgraded its electric ports, switches, and other things since 2008, and the technology needs to be updated. Many guests complained about low internet speed, connectivity issues, and other technological issues (Nanu et al., 2020). The hotel is one of the oldest hotels. It consumes significantly more energy than modern ones, so the building has sustainability issues, causing a negative impression among young customers (B.H.R., 2020). Many legal restrictions have caused staff shortages and legal problems post-pandemic and caused significant damage to the reputation of this property. From this assessment, it can be seen that almost all the environmental factors had some influence on these issues.
[bookmark: _Toc135354903]SWOT Analysis of The Plaza New York
The Plaza New York is having some internal issues. Identifying those problems and getting a potential solution through SWOT analysis will help to understand the internal and external capabilities in that case (SWOT Analytica, 2023). The SWOT analysis of the Plaza New York is-
	Strengths
1. Strong heritage and historical importance.
2. One of the prominent locations.
3. Luxurious amenities.
4. Strong brand presence and reputation.
	Opportunities
1. Emphasising sustainable practices and branding.
2. Customer-centric modern service design.
3. Implementation of new amenities.

	Weaknesses
1. Highly expensive.
2. Poor staff management and shortage.
3. Low cleanliness.
4. Outdated interior.
	Threats
1. Intense competition from modern hotels.
2. Changing customer preferences and growing service irrelevance.
3. Alternative accommodation is more convenient and pocket friendly.


[bookmark: _Toc135352766]Table 1:SWOT Analysis of The Plaza New York
Source: (Fortune, 2021).
· Strengths: Strong heritage and historical importance make it one of the most iconic landmarks of New York; along with its prominent, highly convenient location, luxurious amenities, and strong brand presence, this hotel has almost every possible thing to be successful (Case Centre, 2022).
· Weaknesses: The hotel is a luxury destination, one of the city's most expensive hotels. In this post-pandemic economic condition with rising inflation, the prices are not viable for guests. Also, the hotel needs better staff management issues, a shortage of servicemen, low cleanliness, and an outdated interior, making this property highly irrelevant to modern guests (Case Centre, 2022).
· Opportunities: A robust and sustainable brand image can be created using sustainability. Also, integrating modern customer-centric hospitality service design can be a game changer for the property, and finally, implementing new amenities and services can bring back its old glory (Case Centre, 2022).
· Threats: The competition is intense and getting more intense nowadays as customer preferences are changing, the Plaza Hotel's service design is getting highly irrelevant, and alternative accommodation is getting more popular among the people (Case Centre, 2022).
[bookmark: _Toc135354904]Main Body
[bookmark: _Toc135354905]Analysis of the Issues
The hotel has one of the most advanced and effective cleanliness and hygienic measures, but according to the review, the property lacks satisfactory cleanliness (Gert Noordzij, 2014). Also, there are some other problems such as bellhop services are not always available instantly, the concierges are not effective at guiding the guests, the prices of basic things being extremely high compared to competitors, lousy room service, low natural lighting, outdated interior, and not correctly functioning electricity ports. These are some significant issues that have been found from various customer reviews that have brought this property to very low in the ranks of best luxurious destinations (Landman, 2022).
The issues of this property can be solved by dividing it into two categories, and those are real issues and intangible issues. Tangible issues are the problems that have a physical existence, such as interior and infrastructural issues, and intangible issues are problems with behaviours and service experiences (Mistry, 2018). So, these issues must be addressed immediately to recover the lost reputation and glory of the Plaza New York.
[bookmark: _Toc135354906]Tangible and Intangible Issues (Infrastructural, Interior, and Staff Related Issues)
· Interior Issue: The interior is quite outdated and is not coherent with the modern taste of the customers, and it needs to be updated.
· Low Natural Lighting: The hotel has one of the best locations in New York City and has a wide-open front of New York's central park, but the rooms lack natural lighting due to its reflective tinted glasses windows.
· Bathroom Fittings: There have been many instances where the bathroom fittings were broken, and this issue needs to be solved.
· Cleanliness: The hotel promises cleanliness, but in many instances, the guests found the rooms to be unclean or partly clean.
· Old Broken Electricity Ports: The last updates of the room interior took place in 2008. Since then, the technology has improved, and the room's technological support devices need an update.
· Missing Complementary Grooming and Hygiene Kits: In many instances, only one complimentary grooming kit is given, even if there is more than one guest in the room.
· Broken Refrigerators: In many reviews, there are complaints about broken in-room refrigerators, causing a big issue as the drinks get hot sometimes.
· Room Service: In many cases, the room services were quite late, up until 15-30 mins. Which caused inconvenience among the guests about the property.
· Concierge Issue: The concierge at the property could be more effective, and the guidance and recommendation match the guest's demand.
· Staff Shortage: There was a staff shortage after the pandemic at the property in almost every sector, causing massive inconveniences among the guests.
· Bellman Service Issues: The bellman at the hotel could be more effective, and luggage arrives after checking into the room. Also, they can barely serve the guests with swiftness. 
· Others: Insufficient towels, slippers, pillows, lousy ventilation, room odour, etc.
[bookmark: _Toc135354907]Necessary Steps to be Taken by The Plaza New York
	Issues
	Necessary Steps

	1. Interior Issue
	· New modern and sleek furniture inclusion.
· Changing old wallpapers and gypsum works with modern colours and wall art.
· Repositioning of furniture.

	2. Natural Lighting Issue
	· Changing the old tinted glass to modern ones.
· Minor window exterior tweaks.
· Shiny and light-reflecting colour choices in the interior.

	3. Bathroom fittings issue.
	· Installation of modern bathroom fittings.
· Digital and efficient bathroom accessories to reduce water wastage.

	4. Outdated electricity ports issue.
	· Modern digital electricity port installation.
· Wireless charging stations and necessary cable support.
· In-room voice assistant service support.

	5. Cleanliness issue.
	· Scheduled cleaning.
· Increase cleaning staff.
· Rechecking and reassurance of cleaning by floor supervisors.

	6. Personal Grooming and Hygiene Kit issue.
	· Checking the number of guests in a room.
· Provide ample personal and hygiene kits.
· On-call support in case of emergency.

	7. Refrigerator Issue
	· Refrigerators need to be checked before any check-in.
· 24/7 servicing support.

	8. Room Service
	· Setting up a floor-based room service station with supervisors.
· Increase in the number of service members.

	9. Concierge Issue
	· Needs to employ trained and effective concierge.
· Regular training and improvement program.
· Effective front desk operation.

	10.  Bellman
	· The hotel is an excellent property with a considerable workforce to serve the guests.
· Effective luggage management and delivery.
· Increase in the workforce.

	11.  Staff Shortage Issue
	· Employing trained and local staff other than focusing on outside staff.
· Regular performance management.
· Effective human resource management.

	12. Others
	· Ensuring ample bathing materials such as bathrobe and towels.
· Checking room ventilations.
· Ensuring room ambience.


[bookmark: _Toc135352767]Table 2:Steps to be taken to solve issues
Source: (Self-Made)
[bookmark: _Toc135354908]Interior Issue
The property's interior is based on the old French Renaissance, and modern guests prefer a modern interior that is more functional and makes the room more spacious. To do that, a minimalist room interior design has to be made with only necessary things such as a bed, couch, working table, bedside table, television, and table lamps (Isroilova, Matniyazov and Mansurov, 2022). Removing the old fireplace and gypsum plasters and adding room wallpaper and colours will make the room look even bigger and better.
[bookmark: _Toc135354909]Low Natural Lighting
The rooms of the Plaza New York have one of the best open spaces and sources of natural light, but due to the old building design, sunsets, and tinted reflective glass makes it hard for the sunlight to come into the room in broad daylight (Bohdanowicz et al., 2001). This makes the ambience of the room more suffocating and duller. This issue can be solved by changing the glass and a small number of changes on the exterior side of the window.
[bookmark: _Toc135354910]Bathroom Fittings
The bathroom fittings of the Plaza New York are based on French design, and these fittings often need to be fixed by the guests, which causes massive inconvenience among the guests (Kerr Forster Associates, 1993). Replacing these with modern and straightforward fittings in the bathroom will be more usable and functioning. In almost 25 bathrooms, the fittings are loose or have issues that must be addressed.
[bookmark: _Toc135354911]Cleanliness
This is a major complaint by the guests. In many cases, the guests of the Plaza New York found their room unclean and unprepared, which upset them. To solve this, floor-based room service and cleaning service stations need to be established with sufficient workers (Park et al., 2019). This is how the cleanliness guarantee can be ensured.
[bookmark: _Toc135354912]Old Broken Electricity Ports
Some of the hotel's electricity ports are outdated and need to be updated according to the customer's convenience. Also, there were complaints about broken electricity ports in different rooms (Buhalis, 2000). By adding wireless charging stations and modern high-voltage USB ports, this problem can be solved. 40 rooms have significant problems in this aspect which needs instant repair.
[bookmark: _Toc135354913]Missing Complementary Personal Grooming and Hygiene Kits
In many instances, there is only one set of personal grooming and hygiene kits in the room for a single person, which causes massive inconvenience in terms of multiple guests in the room (Beerli-Palacio, Martín-Santana and Román-Montoya, 2020). The management needs to be more attentive in providing the room with the necessary grooming and hygiene kits.
[bookmark: _Toc135354914]Broken Refrigerator
As the property is old and the last update took place more than a decade ago, many fridges of the in-room bar need to be fixed, as they create noise and the drinks do not get cold. All room fridges need to be checked thoroughly (Padma and Ahn, 2020). In 23 rooms, the refrigerators are broken or not fully functioning and need instant repair.
[bookmark: _Toc135354915]Room Service Issue
The room service could be better on the property, and in many cases, the serviceman is late by 15-30 mins which is a massive inconvenience factor (Zhang, Ye and Law, 2011). An increase in the staff number on the room service side can reduce this problem. Also, a floor-based room service station needs to be set up with floor supervisors.
[bookmark: _Toc135354916]Bellman Issue
The bellman on the property could be more proficient, and they need to be trained effectively to serve the customers (Suh, West and Shin, 2012). The Plaza is a massive property, and the property needs to increase the number of bellhops to solve this issue.
[bookmark: _Toc135354917]Concierge Issue
The concierges of the property could be more effective, and they can barely suggest or recommend properly. The management of the Plaza needs to set up a concierge training centre to keep them trained and practising to serve the guests more effectively (Al-Ababneh, 2014).
[bookmark: _Toc135354918]Staff Shortage
There has been a significant staff shortage at the property since the post-pandemic, causing guests problems as they need good services from the property (Ioanna Mavridopoulou and J. O’Mahoney, 2020). Effective staff management can be a way out, but the company needs to recruit an adequate workforce to survive in the long run. Almost 60-80 more staff are needed on the property to serve the guests properly.
[bookmark: _Toc135354919]Other Issues
In many cases there are the guests have faced various other in-room issues. Such as shortage of bathrobes and towels, lousy ventilation in the room, and a shortage of pillows and other necessary things in the room have been reported by the guests (Park and Allen, 2012).
[bookmark: _Toc135354920]Necessary Timeline for Taking Steps
Some of the necessary timelines for taking steps to solve the issues and improve the service performance of the property are as follows-
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[bookmark: _Toc135352745]Figure 2:Timelines for Measures to be Taken
Source: (Self-Made)
[bookmark: _Toc135354921]SOSTAC Analysis of The Plaza New York
This analysis of SOSTAC helps to identify core issues that an organisation is facing and helps to build effective solutions based on the issue. SOSTAC refers to the Situation, Objective, Strategies, Tactics, Action, and Control of a business scenario. The SOSTAC model of The Plaza New York is-

[bookmark: _Toc135352746]Figure 3:SOSTAC Analysis
Source: (Burnes, 2004)
· Situation: Almost 10000 reviews regarding the hotel across the platforms have been assessed, and among those reviews, there were very few reviews that could have been better and had complaints about both infrastructural and staff-related issues. These reviews dropped the hotel's rating from 4.9 to 4.5 in recent times on average.
· Objective: This report aims to resolve the issues arising in the property within six months from now and to create a perfect action plan.
· Strategy: To solve all tangible and intangible issues such as interior, fittings, and staff problems with a sustainable goal. 
· Tactics: Creating a plan of action, budgeting, assessing feedback, and implementing solutions.
· Action: The duty will be distributed between groups based on expertise and work area. Such as H.R. managers will recruit and train current employees, and the property manager will work to improve tangible issues such as interior and lighting.
· Control: The controlling of the process refers to the regular monitoring of work and standards and implementing changes if necessary.
[bookmark: _Toc135354922]Findings and Results
The analysis carried out in the scope and analysis of the Plaza New York and SOSTAC analysis in the main body section, and the issues discussed showed some significant findings regarding this report (Chen, Law and Yan, 2021). Although most of the analysis was based on customer reviews on multiple platforms about Plaza New York, this hotel still has one of the highest rates and revered customer service standards. In this section of the report, the results and findings of the analyses will be discussed and listed according to their importance.
[bookmark: _Toc135354923]Interior Issue
[bookmark: _Toc135352768]Table 3: Interior Issue
	Outdated Interior
	Need to be replaced with modern interior décor.

	Highly Space Consuming
	Need to be sleek and linear.

	Inconvenient Layout
	The layout of interior furniture could be more convenient.

	Shabby and Bulky
	Small functional and viable furniture addition.


In many rooms, there needs to be more space to walk around due to these bulky interiors, and it causes significant problems in the guests' convenience as the room feels more stuffed and suffocating due to heavy furniture (Bogicevic et al., 2018). These things need to be replaced with modern interiors.
[bookmark: _Toc135354924]Lighting Issue
[bookmark: _Toc135352769]Table 4: Lighting Issue
	Low Natural light
	The windows need to be changed with light passing doors.

	Dullness
	The colour of the walls and overall room needs to be changed to a shiny and bright colour.

	High Consumption of Electricity
	Use of natural light to reduce the power consumption.


The Plaza New York Hotel has the most prominent open façade in the city, with great natural lighting sources. However, the property is old, and the windows have sun sheds and tinted glasses that prevent light from entering the room correctly (El-Sayed and Abed, 2021). This is causing high power consumption to keep the light on in the room. 
[bookmark: _Toc135354925]Bathroom Fitting Issue
[bookmark: _Toc135352770]Table 5:Bathroom Fitting Issue
	Water leakage due to broken fittings
	Installation of modern and effective fittings.

	Water wastage
	Digital automated fittings can stop water wastage.

	Inconvenient bathroom experience
	It needs to be done in 25 rooms in 2 months.


The issue of bathroom fittings is causing significant problems for guests (Buhalis and Moldavska, 2021). According to many guests' showers are inconvenient and need to be improved. 
[bookmark: _Toc135354926]Cleanliness Issue
[bookmark: _Toc135352771]Table 6:Cleanliness Issue
	Unclean Room floor and corners.
	Staff needs to be increased.

	Unclean Bathroom.
	A floor supervisor needs to be appointed.

	Guests with O.C.D. experienced severe problems.
	Daily two-time cleaning must be done.


This is a significant issue as people prefer to stay clean and hygienic. However, in some reviews, the guests complained about the cleanliness of the property severely (Lockyer, 2003). This issue needs to be addressed immediately.
[bookmark: _Toc135354927]Outdated Electricity Ports and Technological Support
[bookmark: _Toc135352772]Table 7:Outdated Electricity Ports and Technological Support
	Outdated and Broken electricity ports.
	40 rooms have broken ports.

	No stable power outputs for modern devices.
	This service needs to be updated within three months.

	Inconvenient position of switches and plug-in ports.
	Implementation of in-room voice assistant service can improve the situation.


According to customer reviews in many rooms, the electricity ports were outdated or broken (Iranmanesh et al., 2022). Business visitors need help finding necessary technological support for emergency meetings and power support to devices.
[bookmark: _Toc135354928]Missing Complementary Personal Hygiene and Grooming Kit Issue:
[bookmark: _Toc135352773]Table 8:Missing Complementary Personal Hygiene and Grooming Kit Issue
	Kits are provided for one guest in case of two guest check in.
	Guests' number needs to be checked before preparing rooms.

	Used kits are in the bathrooms many times.
	On-call service needs to be ensured.

	Emergency kit support has the issue of latency.
	Kit requirements need to be asked before check-in.


The property charges a significant amount of money, and according to a guest, only one toothbrush and toothpaste were given in the bathroom (Yu, Seo and Hyun, 2021). This causes problems in case of two or multiple guest check-ins.
[bookmark: _Toc135354929]Broken Refrigerator
[bookmark: _Toc135352774]Table 9:Broken Refrigerator
	23 refrigerator is broken or dead.
	A new set of fridges needs to be installed within two months.

	Inconvenient drinking experience.
	24/7 repair support needs to be there.


Drinking is an integral part of the luxurious stay; if the fridges are not working, the stay experience gets bad (Lashley, 2008). To improve the condition of the refrigerators, they need to be immediately replaced.
[bookmark: _Toc135354930]Room Service Issue
[bookmark: _Toc135352775]Table 10:Room Service issue
	Late service by 15-30 mins.
	Trained room service employees must be placed along with floor-based room service stations with supervisors.

	Low serviceman.
	The workforce needs to be increased.


The room service is one of the most significant inconveniences of the stay. Many guests had horrendous experiences during room service (Mok and Armstrong, 1998). This is harming the service standards and needs to be addressed immediately.
[bookmark: _Toc135354931]Concierge Issue
[bookmark: _Toc135352776]Table 11:Room Service issue
	Ineffective at communication.
	Trained concierges need to be employed.

	Ineffective at the recommendation.
	Training and development plans are necessary.


The concierges are essential aspects of front office services, but the concierges at the property are bad at suggesting to the guests or providing guidance (Faulkner and Patiar, 1997).
[bookmark: _Toc135354932]Bellman Issue:
[bookmark: _Toc135352777]Table 12:Room Service issue
	Sluggish Service.
	Needs a more trained bellhop.

	Luggage safety Issue.
	Effective backdoor baggage service needs to be ensured.


The bellman at the property needs to be more adequate as the luggage is late to the room, so guests have inconveniences regarding changing their dresses and stuff (Lynn and Gregor, 2001).
[bookmark: _Toc135354933]Staff Shortages:
[bookmark: _Toc135352778]Table 13:Room Service Issue
	60-80 more staffs are necessary for the guest services.
	Needs to recruit more staff to serve the guests effectively.

	Ineffective performance management.
	Effective performance management and employee rewards programs need to be established.


This is the core problem in guest service or intangible issues, and to get rid of the issues, more staff is necessary, along with practical performance management (Davidson and Wang, 2011).

[bookmark: _Toc135354934]Plan of Action
To solve this issue, a strong plan of action is necessary. The plan of action for solving the issues of The Plaza New York is-
[bookmark: _Toc135352779]Table 14: Action Plan
	Issues 
	Solutions
	Desired Outcome
	Time Frame
	Date of Completion
	Budget 
£

	12. Interior Issue
	Identifying a proper modern theme and upgradation of furniture and flooring.
	High Guest Rating and Satisfaction.
	3 months
	July 31st 2023
	Per room, the interior upgradation budget will be £15000.

	13. Natural Lighting Issue
	Tweaks in window exterior, changing glasses, and colouring walls. 
	Better natural lighting, less energy consumption, and high sustainability.
	Four months
	September 30th 2023
	The project's total budget will be £1.5-£2.0 million.

	14. Bathroom fittings issue.
	All bathroom fittings need to be upgraded eventually with modern digital bathroom fittings.
	Better bathroom experience, low water wastage, and better sustainability. 
	Six months
	November 30th 2023
	The total project will cost around £2 million.

	15. Outdated electricity ports issue.
	The electricity ports need to be replaced with modern ones, wireless charging stations, a stable power supply, and an in-room voice assistant.
	Better in-room utility experience and overall better-staying experience.
	Six months.
	November 30th 2023
	Per room, the technological upgradation budget will be £4000.

	16. Cleanliness issue.
	Positioning more staff, scheduled cleaning, supervising.
	Better cleanliness will provide guests with a better and more cosy stay.
	Daily basis
	N/A
	N/A

	17. Personal Grooming and Hygiene Kit issue.
	Addressing several guests in the room and sorting kits based on that.
	Better bathing and personal grooming experience make stay better overall.
	Daily Basis.
	N/A
	N/A

	18. Refrigerator Issue
	It needs to be replaced in 23 rooms and 24/7 repair service assurance.
	Better in-room experience of drinking.
	One month of replacing and ongoing repairing service.
	June 30th 2023
	£30000

	19. Room Service
	Increasing the staff, recruitment, and performance management system improvement.
	Better customer service experience and support ensure higher satisfaction.
	Ongoing.
	N/A
	N/A

	20. Concierge Issue
	Training of concierge, daily assessment, and performance monitoring.
	Better front office service makes the guests more confident and increases overall satisfaction.
	Ongoing
	N/A
	N/A

	21. Bellman
	Increase in the number of bellmen, better backdoor luggage and baggage transferring service.
	Enhances the overall staying experience and satisfaction.
	Ongoing
	N/A
	N/A

	22. Staff Shortage Issue
	60-80 employees need to be recruited to ensure optimum customer service.
	This will ensure better customer service and improve the overall rating.
	Six months
	30 November 2023
	£25000 recruitment expenses (excluding the salary increase).


[bookmark: _Toc135354935]Recommendation
The issues and solutions have been discussed in the Plaza New York Hotel case. Some of the recommendations to implement the solutions based on importance are as follows-
· Implementing the solutions to the problems that are causing guest service experience directly, such as in-room issues like bathroom fittings, outdated electric ports, etc.
· Daily training and improvement programs can ensure better and swift room service, and these needs be maintained.
· The recruitment should be based on the experience and expertise of the employees because this will increase the swiftness of the management.
· Changing lighting is not an immediate requirement but needs to be fixed within a short time.
· Floor-based room service stations are necessary, along with room service supervisors.
· Employees need to be apt in communication and must have a customer-centric attitude. 
[bookmark: _Toc135354936]Conclusion
This consultancy report compiled by Roland Berger for The Plaza New York Hotel shows some significant issues regarding the property. The hotel has the best location and is situated in one of the city's most historic landmarks, along with the long heritage of being one of the best hospitality destinations. After being appointed as a Consultant of the Plaza New York, Ronald Berger has identified some significant issues arising regardless of everything in place. After identifying the issues, the consultancy suggested potential solutions for the problems along with the budget. The hotel has been suffering from issues since its opening after the COVID-19 lockdown. Despite having the best management and all potential conveniences, the rating of the hotel is going down, and the ranking is falling as well.
The hotel is planning to revive its old glory before the holiday season of 2023; The analyses are made in the scope and analysis section of the report to find out the issues that are causing damage to the reputation of the property. Then in the main body, problems and issues were identified along with the SOSTAC analysis, which will help to lay out potential solutions to the problems by analysing each issue. Some significant issues are interior, cleanliness, room service, bellhop service, complementary kit service, in-room tech service issues, bathroom fittings, and others. The problems are assessed in the findings and results, and the solution is provided in the plan of action section, along with the expenses needed to bring the hotel back to the forefront of luxury hospitality.
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SOSTAC


Situational Analysis


Objectives


Strategies


Tactics


Action


Control



Political


High tax


Economic


Economic downturn led customer shortage.


Ongoing inflation


Social


Changes in preferences and increasing customized service demand.


Changes in generational demand.


Technological


Environmental


Legal


Outdated Technological support.


Sustainable operation and management.


Staff shortage due to post-COVID-19 immigration strategy.


Post pandemic political instability


Travel restriction and strict travelling policies


Global unemployment led customer shortage


COVID-19 led social stigma about hotels.


Low use of employee management software.


Implementation of Digital Service Software.


Low use of non-renewable sources to reduce carbon footprint.


Recycling initiative.


Compliance with all legal and healthcare laws post-COVID-19.
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Was not going to post this, but instead reach out to the Hotel Management but
they never replied back, so | assume that customers for not really matter. You will
see replies on trip adviser from Donovan.alicea@fairmont.com to contact them
but they will not reply either. No Bellhop at the door to help with luggage, No
place tositin the Lobby, the Bed skirt had big stains on it, room phones did not
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Appalling - to be avoided. So many better options in
NYC.

I'm not going to waste too much time on this as | don't like to be negative in
general. This hotel should be avoided, the staff were at best civil and at worst
downright rude. The rooms are drab and horrible. If a 25" long suite is your idea
of a nice sleeping environment, stay here! The rooms are dark and the courtyard
views are gloomy. It was actually my birthday whilst we stayed there - not so
much as a chocolate on the pillow let alone any mention or so much as a card.
Bear in mind when we stayed in Le Meurice in Paris they put out a huge welcome
basket and champagne for our anniversary. This place was a complete let down

Read more v
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The bathtub was completely unclean, with hair and debris in it, when | called the manager, he was aghast but did not
apologize. They did move me to another room though. The rooms are old with a moldy smell. For US$1200 a night.
there was no coffee or tea or even complimentary water in the room. They also charge for WIFI. There was also some
daily "destination fee” on top of the room charge and other taxes but which can be used as a credit against room
service but cannot be carried over, which they did NOT tell me at time of check-in. Allin all, a terrible terrible
experience.
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