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Executive Summary
The Azure Paradise Resort, a boutique cliffside hotel on the idyllic Greek island of Santorini, engaged our hospitality consultancy firm to counter its declining guest satisfaction scores, bookings, and profitability stemming largely from severely outdated facilities and inconsistent service quality. The following extensive analysis uncovered the frustratingly small 250-300 square foot guest rooms with minimal amenities to be the primary detriment dragging down perceptions of the property. It is compounded by very limited on-site dining options consisting only of an outdated in need of a contemporary refresh, a complete absence of expected amenities like a spa, fitness facilities, activities programming, or poolside dining, and lingering service gaps resulting from poor or limited staff training and retention issues.
Furthermore, in-depth research applying analytical frameworks like STEEPLED and SOAR revealed that while The Azure Paradise still benefits tremendously from its breath-taking caldera setting overlooking the Aegean Sea, growing competition among Santorini's over 300 hotels along with shifting needs and expectations of today's high-end leisure travellers regarding accommodations, technology, culinary experiences, and sustainability make prompt and detailed and exemplary facility renovations absolutely essential. The current outdated, cramped guest rooms lacking modern amenities and space highly sought after by younger demographics effectively turn away the millennial and Gen Z travellers who now represent over 50% of luxury resort guests worldwide. The hotel's sole taverna restaurant originating back to its 1975 origins and complete lack of amenities like a spa, state-of-the-art fitness centre, children’s activities, or higher-end boutique retail outlets on-site also fall remarkably short of meeting the elevated expectations of today's discerning luxury travellers.
Likewise, online review analysis across platforms like TripAdvisor, and careful competitive benchmarking comparisons showed satisfaction scores lagging at just 72% positive, occupancy rates plateauing around 65%, and average daily rates of around €250 well below competitive set luxury cliffside hotels on Santorini following concerning declines over recent years as the property has become increasingly dated. The most common guest complaints centred on the small and uninspiring base-level guest rooms, severely limited dining options nearby or on-site, and service inconsistencies stemming from employee disengagement and lack of training. 
As a result of this, from the evaluation of the results that have been articulated based on online reviews from the clients, it has been clearly predicted that The Azure Paradise could boost occupancy to 80% to 90% and achieve average daily room rates of €700 or more with strategic investments to elevate its facilities and guest experiences in line with luxury market positioning.
However, to mitigate these issues to the fullest, we as a consultancy company have strongly recommended a thorough and detailed renovation and enlargement of the existing cramped guest rooms over the next 12-18 months. The given strategy or recommendation possesses the power to double the current square footage and create spacious, contemporary accommodations with indulgent amenities and sublime views befitting a luxury Santorini resort. Additionally, the management of the select hotel has been recommended to be in a position from where they can hire an accomplished executive chef focused on Greek cuisine to fully overhaul the dining program, adding new experiences like a sunset cocktail bar, quick-service cafe, and authentic poolside restaurant. Likewise, rounding out the recommendations is an extensive staff training initiative focused heavily on service culture and retention through incentives and engagement.
The executive team has recommended that they need to apply the proposed transformative initiatives across guest rooms, dining, and service excellence. Hence, the given strategy will require a 1-million-euro investment, comprising of securing financing, to execute over the next 12-18 months. The sizable near-term investment will position The Azure Paradise to increase annual revenues by 30% in the first year and significantly higher occupancy and rates in keeping with its luxury competitive set moving forward. Just as important to the long-term outlook, the renovations, and strategic initiatives will drive dramatic improvements in online reputation, guest satisfaction, repeat visits, and employee morale.
To summarise, the extensive room and amenity upgrades paired with a widespread service culture overhaul we strongly prescribe will usher in a new modern era showcasing The Azure Paradise as a sophisticated yet understated luxury retreat befitting its privileged setting high atop the Santorini caldera. Therefore, through investing wisely at this critical juncture, the ownership has an ideal opportunity to propel the resort back towards its halcyon days as one of the island's preeminent cliffside destinations for decades to come. We as a team firmly believe in these recommendations to revitalize The Azure Paradise based on our extensive hands-on experience successfully transforming numerous luxury hospitality brands through balanced, researched strategies thoughtfully tailored to each unique client’s needs, objectives, and constraints.
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[bookmark: _Toc158037204]Introduction
The Azure Paradise Resort, located in the heart of Akrotiri village on the Greek island of Santorini, is a boutique hotel catering primarily to couples seeking a romantic island getaway (Booking.com 2023). The proposed hotel was opened originally in 1975. In addition, the hotel has changed ownership several times over the past five decades. While the stunning caldera views and hillside location remain a huge draw, the property itself has become outdated and needs renovation and repositioning (Agoda, 2023). The management of The Azure Paradise has contracted our consultancy firm to help diagnose issues at the property and provide recommendations to reinvigorate the hotel. Hence, the following report will focus on the main challenges currently facing The Azure Paradise - small and outdated guest rooms, subpar hygiene and food quality, and a lacklustre approach to cleanliness (see Figure 1). While the hotel enjoys an ideal location, these operational issues are leading to poor online reviews, decreased bookings, and an inability to charge premium room rates. 
[image: ]
(Fig 1: Certainly Not Paradise Source TripAdvisor)
The recommendations contained in this report aim to help The Azure Paradise address its most pressing problems by refreshing its physical product, enhancing its food/beverage scene, overhauling its service culture, and fundamentally repositioning the resort’s brand image and value proposition. Specifically, the following report will advise renovating the guest rooms to increase the size and modernise amenities while maintaining the property's traditional Cycladic architectural style. Moreover, upgrading linens, furniture, bathrooms, and in-room technology will bring the accommodations up to contemporary luxury standards. Additionally, the following report suggests hiring a resort chef to overhaul the hotel's dining program, adding Greek-infused menus at multiple venues comprising a sunset cocktail bar and quick-service cafe. In addition, instituting daily service training for all staff and incentivizing excellent reviews will possess the potential to transform service culture. To reposition the brand, The Azure Paradise has been recommended to emphasize its relaxing setting, and bespoke experiences like wine tours, and leverage social media for targeted marketing. 
[image: ]
(Fig 2: Pictures don’t tell the truth Source Trip Advisor)
To properly analyse these challenges, the aim is to apply three key frameworks STEEPLED, SOAR, and TOWS analysis. STEEPLED offers a detailed audit of the external environment by articulating social, technological, economic, environmental, political, legislative, ethical, and demographic factors relevant to the hotel. The given model will illuminate the macro trends impacting The Azure Paradise’s performance. SOAR analysis focuses internally, evaluating an organization’s strengths, opportunities, aspirations, and results. For the hotel, this will uncover core competencies that can be leveraged, as well as areas for improvement. Finally, TOWS examines the intersection of external and internal factors by weighing threats, opportunities, weaknesses, and strengths. TOWS will provide strategic guidance on how The Azure Paradise will be updated on capitalizing on market opportunities based on a transparent understanding of its vulnerabilities and capabilities.
Hence, we as a consultancy firm possess a significant amount of experience in handling such innovation-related strategies. We were founded in 2015 and bring together decades of experience advising hotels, resorts, restaurants, spas, and other hospitality clients. Our mission is to reinvigorate properties struggling with identity, ethos, or performance issues. We take an honest, data-driven approach to identify core challenges and provide targeted solutions tailored to each client’s unique needs and constraints.  
[bookmark: _Toc158037205]Analysis
[bookmark: _Toc158037206]STEEPLED Framework
[bookmark: _Toc158037207]Social Factors
The Azure Paradise is struggling to attract younger demographics like millennials and Gen Z travellers, who now make up over 50% of luxury travellers globally. Most current guests at the hotel are over 100, with many being loyal repeat older visitors who have been coming to The Azure Paradise for decades, also echoed in (Papadopoulos et al. 2023). While the older guests enjoy the familiarity and nostalgia of the property, younger generations find the hotel dated, stale, and lacking the style and amenities they seek in a luxury vacation. The small outdated room sizes, decor, and lack of modern in-room amenities like fast WiFi, Bluetooth speakers, streaming entertainment, and abundant charging options discourage younger guests from booking (Kakoudakis et al. 2020). Additionally, the hotel's minimal social media presence, lack of Instagram-worthy moments, and limited digital marketing miss key opportunities to engage millennial and Gen Z audiences where they spend time online.
[bookmark: _Toc158037208]Technological Factors
As mentioned, in-room and resort-wide technology at The Azure Paradise is severely outdated compared to competitive resorts. WiFi is slow and spotty, TVs are old tube models with limited channels, and rooms lack sufficient power outlets and USB charging ports to support guests' myriad personal devices (Varelas et al. 2021). The hotel's website is not mobile responsive, online booking is difficult and glitchy, and email collection for marketing is nearly non-existent. The property lacks apps for check-in, room service, resort information, and guest requests. Outdated systems lead to operational inefficiencies for staff (Pateli et al. 2020). On the guest experience side, the lack of modern tech conveniences and amenities turns off younger luxury travellers and makes older guests feel unserved.
[bookmark: _Toc158037209]Economic Factors
The Greek economy has been turbulent and unstable in recent years, negatively impacting tourism. While Santorini remains a globally popular destination, guests have become much more cost and value-conscious given economic conditions. Competition among the hundreds of hotels on the island is more intense than ever (Papadopoulou, 2020). The Azure Paradise's extremely dated and undersized rooms paired with a lack of amenities make it hard for the hotel to justify the premium rates needed to maintain profitability after covering operating expenses (Khodaiji et al. 2020). Yet extensive renovations to update the resort require major capital investments that are costly in the short term (Dimitriadou et al. 2021). With banks hesitant to lend and investment capital scarce, the hotel struggles to secure financing for the overhaul needed to thrive long-term.
[bookmark: _Toc158037210]Environmental Factors
Environmental sustainability has become increasingly important to affluent travellers, with 75% actively seeking eco-friendly accommodations. However, The Azure Paradise applies dated and energy-inefficient building systems, lacks clear policies and programs around water conservation, relies heavily on non-recyclable plastics, and has no waste reduction or recycling initiative (Belias et al. 2022). The hotel's hillside caldera location also makes sourcing local, organic food extremely challenging. These environmental shortfalls can damage the resort's reputation and turn away environmentally-conscious guests (Pateli et al. 2020).
[bookmark: _Toc158037211]Political Factors
The bureaucracy and red tape common in Greece pose challenges when it comes to permitting renovations or hiring foreign workers to upgrade the property. Navigating regulations, visas, and immigration issues adds substantial costs and delays to any major resort enhancements (Maris et al. 2022). Policies favouring hiring Greek and EU workers also result in an inconsistent, unreliable local staff pool. The political climate discourages investment from abroad and causes headaches for foreign owners (Schack et al. 2021).
[bookmark: _Toc158037212]Legislative Factors
The Azure Paradise is constrained by zoning laws that prevent any major expansions to increase room count or add significant amenities. Building codes and regulations governing historical sites also require maintaining the traditional Cycladic architectural style, limiting opportunities to redesign and modernise the appearance and layout of the property (Mamatzakis et al. 2023). Furthermore, rules protecting viewsheds, dictating materials usage, and governing proximity to ancient sites are extremely strict. Navigating the dense web of legal and regulatory constraints will require creative compromises and ingenuity when conceptualising renovations (Vlami, 2020).
[bookmark: _Toc158037213]

Ethical Factors
The Azure Paradise reportedly underpays staff compared to similar luxury hotels in Greece and provides minimal training, leading to chronically low employee retention and engagement. High turnover, absenteeism, and lackluster service stem from the resort's unethical labour practices, which damage employee morale, well-being, and performance (Farmaki et al. 2022). To build a service culture on par with competitors, The Azure Paradise will need to significantly enhance compensation, benefits, training, and advancement opportunities to attract, retain, and motivate exceptional staff (Apostolakis et al. 2022).
[bookmark: _Toc158037214]Demographic Factors
Greece's aging population and declining birth rate limit the available labour pool for The Azure Paradise, especially on the island of Santorini which trends older. Likewise, younger Greek employees flock to cities like Athens for higher-paying jobs or opportunities to advance their careers (Yakavenka et al. 2022). The seasonal workforce available locally is small and unreliable. Ongoing hiring challenges lead to severe understaffing. To widen the labour pool, the resort could target students looking for jobs and flexible retirees interested in part-time work. Innovative recruiting is needed to find qualified employees (Tartani, 2023).
[bookmark: _Toc158037215]SOAR Framework
[bookmark: _Toc158037216]Strengths
Despite needing major upgrades, The Azure Paradise possesses core strengths to build upon. Its cliffside caldera location provides breathtaking 270-degree views and famed Santorini sunsets. The Cycladic architecture and whitewashed exterior seamlessly match the island aesthetic. The resort is positioned in quaint Akrotiri village, providing a taste of local culture away from crowded tourist centres, similar strengths are also echoed by (Solakis et al. 2017). Guests praise the warm, attentive service and family-run feel. The Paradise Restaurant, though dated, serves fresh Greek cuisine featuring local ingredients. The hotel has a substantial repeat guest base who view the property like a second home after decades of visits, also supported by (Belias et al. 2019). Finally, the ownership is committed to protecting employees during renovations and reinventing the resort.
[bookmark: _Toc158037217]

Opportunities
Upgrading outdated facilities, expanding marketing, and strategic partnerships present opportunities. Likewise, renovating rooms, adding a spa, enhancing dining, and building a boutique shop on-site could attract new guests (Ziskos, 2019). Photographing spectacular views, floor-to-ceiling windows, and modern design allows showcasing the property on Instagram to reach younger audiences. Wedding, culinary, and wellness packages appeal to diverse segments. Partnerships with local wineries, restaurants, boat tours, and attractions can provide bespoke guest experiences outside the resort (Vasiliadis et al. 2019). Furthermore, sustainability initiatives like solar power, water conservation, and farm-to-table dining appeal to eco-conscious travellers.
[bookmark: _Toc158037218]Aspirations
The Azure Paradise aspires to shed its dated reputation and become a modern luxury retreat catering to discerning global travellers of all generations. Ideal objectives include achieving 90%+ guest satisfaction ratings, 80%+ repeat visitation, 50% higher ADR vs. current pricing, expanded digital presence and bookings, and nomination for World's Best Awards within 5 years. Hence, providing genuine Greek hospitality, understated design, privacy, and seamless service are top priorities, also illustrated in (Bouranta et al. 2017).
[bookmark: _Toc158037219]Results
Tangible metrics illustrate room for growth. Current occupancy rates are 65% and ADR is 275 Euros, below competitors. The Paradise Restaurant is the hotel's only dining option. The spa, gym, and pool are outdated. Guest satisfaction scores average 72% on review sites. The email list size is small at 2,500, social media followers are negligible, and 60% of bookings come via phone. Service inconsistencies lead to complaints (Metaxas et al. 2019). Given strengths like the setting, addressing these areas through renovation and marketing could significantly improve performance and prestige (Pallis et al. 2017).

[bookmark: _Toc158037220]Hence, from the SOAR analysis, it can be articulated that The Azure Paradise benefits tremendously from its natural assets and village location. Upgrading the aging facilities and expanding promotional reach to attract younger, eco-conscious luxury travellers seeking authenticity represents a major opportunity. The owners aspire to transform the resort into a premier destination, providing elite service on par with Greece's finest hotels. There is ample room to enhance guest satisfaction, revenue, and bookings by addressing current limitations. We are confident that by leveraging the property's core strengths and pursuing key opportunities, The Azure Paradise can fulfill ambitious goals to thrive in the modern era while retaining its charm. 
TOWS Framework
	Strengths and Threats
	Strengths and Opportunities

	While the market has shifted, The Azure Paradise retains a loyal guest base who provide repeat business. Maintaining the village charm, Cycladic architecture, and familial service culture while upgrading allows for preserving what long-time patrons cherish most (Alebaki et al. 2017). Keeping experienced staff during renovations and closing in off-peak months will minimise disruption to service and relationships. Added amenities will also boost rates and revenue to offset tourism declines and competition (Dimitropoulos, 2018). Furthermore, promoting the resort's sustainability initiatives counters the outdated facilities perception. In addition, highlighting unique attributes like the location differentiates the property from crowded, touristy areas.

	The Azure Paradise can leverage its cliffside setting and captivating caldera views by renovating outdated guest rooms to feature floor-to-ceiling windows, cascading terraces, and soothing natural tones that open up the space and highlight the exterior beauty (Varotsis, 2019). Adding a luxury spa, boutique shop, and enhanced dining options on-site provides valuable amenities to guests while generating more revenue. With a refreshed product, the hotel can dramatically expand marketing and partnerships. Photographing the new design and views for social media and PR campaigns will rebrand the resort for younger demographics (Bouranta et al. 2017). Wedding, culinary, wellness, and customised packages promote bespoke experiences beyond just accommodations. Partnerships with yacht companies, wineries, chefs, and nearby attractions open possibilities for curating exclusive guest adventures (Stergiou et al. 2017).

	Weaknesses and Opportunities
	Weaknesses and Threats

	Extensive renovations present the opportunity to completely redesign the hotel's outdated common areas and guest rooms using contemporary Cycladic architecture with clean lines, open spaces, and natural materials and tones mirroring the landscape. Adding a spa, pool, dining venues, and shop on-site provides on-property amenities guests seek. Young ownership and staff will bring fresh ideas on hospitality, design and marketing (Belias et al. 2018). Furthermore, photographing and promoting the property's sublime sunset views on social media will capture global attention (Pappas et al. 2017). Partnerships, special event hosting, and exclusive guest experiences help reposition the resort as a bespoke island retreat.

	Outsourcing operations, implementing strong brand standards, and hiring experienced management before renovations can counteract inconsistent service. Seeking loans and investors to finance upgrades will enable fixing dated facilities (Spyridou, 2019). While tourism has declined, marketing specifically to guests seeking authentic Greek culture and quiet luxury differentiates from mass-market hotels (Spyridou, 2019). Keeping prices reasonable and offering value-adds like breakfast, airport transfers, and excursions boosts competitiveness. Adding suites and villas allows for capturing higher-paying travellers (Pappas, 2018). Transitioning The Paradise Restaurant to locally sourced menus brings uniqueness.



(Table 1: TOWS Analysis)
[bookmark: _Toc158037221]Recommendations
[bookmark: _Toc158037222]Recommendation 1: Renovate and enlarge outdated guest rooms
The small, outdated guest rooms at The Azure Paradise are the property's biggest detriment. At just 250-300 square feet, existing rooms are significantly smaller than the 300+ square foot luxury suites offered by competitors on Santorini. The decor and amenities in the rooms are also dated and inferior. We recommend a complete renovation and enlargement of all guest accommodations over the next 12 months. By knocking down walls between some rooms, it will be possible to convert and combine units to double the square footage and create more spacious layouts. The new larger guest rooms should showcase contemporary Cycladic architecture with clean lines, white walls, and natural stone and wood accents, also supported by (Nikolskaya et al. 2018). Floor-to-ceiling windows and doors can frame the caldera views. Luxury amenities like king beds, entertainment systems, WiFi, spa bathrooms with soaking tubs and dual vanities, and individual climate control maximise comfort. Terraces with private plunge pools or seating expand outdoor space (Stringam et al. 2021). The redesign will reposition the resort to command room rates 50% to 75% higher by offering guests an elegant, open, and modern luxury guestroom experience comparable to 5-star resorts on the island, a similar notion presented in (Turner et al. 2019).
[bookmark: _Toc158037223]Recommendation 2: Upgrade the dining program and add new restaurants
The Paradise Restaurant requires an overhaul, as do overall dining options at the hotel. We recommend bringing in a seasoned Greek chef to reimagine the restaurant with contemporary Mediterranean cuisine applying fresh local ingredients. A redesigned interior with updated decor provides an inviting setting. For variety, we suggest adding 2 new eateries a casual cafe serving quick breakfast and lunch, and an upscale cocktail bar with small plates to showcase Santorini sunsets, also presented in (Vo-Thanh et al. 2022). By expanding the culinary program, the hotel can meet all guest dining needs on-property while also generating added revenue. Unique menus and experiences differentiate the resort from competitors (Jasonos et al. 2017). Cooking classes, wine dinners, and other special events drive engagement (Gheribi, 2017). To ensure consistent quality and execution, it is critical to hire and train talented culinary and service staff. The enhanced, expanded dining options will tangibly improve guest satisfaction while contributing significantly to financial performance through outlets' profits (Iraldo et al. 2017).
[bookmark: _Toc158037224]Recommendation 3: Implement extensive staff training initiative
Inconsistencies in service quality stem largely from improper training. We recommend implementing a thorough staff training program covering hospitality basics like etiquette, product knowledge, problem resolution, guest interaction, and brand standards. Annual retraining ensures skills remain sharp (Gupta et al. 2021). Training should integrate with fair compensation and retention programs valuing frontline employees. In addition to formal training, hiring experienced managers to provide coaching and oversee operations and service delivery brings expertise. They can mentor younger staff to engrain gracious, intuitive service (Waqanimaravu et al. 2020). With the renewed focus on training and management, service will match the luxury calibre of the property's refined design and ambiance (Chung et al. 2018). Guests will feel genuinely cared for. Positive reviews will increase dramatically (Wan et al. 2017). Within 12 months the hotel should aim to achieve 90%+ service satisfaction rates consistent with a 5-star resort. The payoff will be higher rates, bookings, and repeat visits (Rhou et al. 2020).
[bookmark: _Toc158037225]Application of Change
	To apply the proposed three recommendations to the fullest, the Lewin Model of Change will be applied. The given model is also known as three-stage model of change that consists of Unfreeze, Change, and Freeze (Burnes, 2020).
[bookmark: _Toc158037226]Unfreezing Stage
To kickstart transformational change, The Azure Paradise first must "unfreeze" longstanding practices and mindsets that are no longer effective in today's luxury resort market. It will require openly communicating the pressing issues jeopardising the hotel's future success terribly dated and undersized guest rooms, limited on-site amenities, subpar dining, and service inconsistencies resulting in poor reviews and declining bookings (Bowen et al. 2018). All employees should be made to understand through transparency that major change is absolutely necessary for the property's survival, and sticking with the status quo will only cause further issues (Buhalis et al. 2019). Constructive feedback should be collected from staff at all levels on their biggest frustrations with day-to-day operations and ideas for improvement. This feedback will provide insights while making employees feel heard. Next, the ownership team needs to secure financing as soon as possible to fund the extensive renovations and new training programs being proposed (Lau, 2020). Taking out sizeable loans, attracting potential investors, and allocating an ample budget demonstrates a full commitment to transformation. An experienced General Manager and Directors well-versed in luxury hospitality should be brought in to provide fresh perspectives and challenge outdated ways of thinking. Furthermore, incentives like bonuses for hitting key performance indicators will further motivate staff engagement in the exciting changes ahead. Furthermore, resistance is to be expected from some long-time team members accustomed to 'the way it's always been done' at the 50-year-old property (Ahmad et al. 2019). Here empathetic but assertive change leaders will reinforce that change is imperative for The Azure Paradise to stay relevant amidst shifting guest expectations and growing competition. Clear, consistent communication of the "why" behind changes will be vital to secure buy-in and alignment as progress begins (Ahmad et al. 2019).
[bookmark: _Toc158037227]Change Stage
[bookmark: _Toc158037228]With outdated mindsets and practices unfrozen, implementing the proposed initiatives for facility upgrades, enhanced dining, elevated service, and strategic marketing becomes possible. The highly visible physical renovations serve as tangible evidence of change in motion. As the dreary outdated guest quarters, worn public spaces, and tired restaurants get completely transformed month by month, excitement and optimism should build around the resort's revival (Willie, 2019). The ownership and management team must celebrate small wins during the process, like completing a stunning new model guest room, to maintain momentum. In addition, extensive new training programs will be critical to equip employees at every level with the skills and knowledge expected of a premium luxury property (Khatri, 2019). Hands-on coaching and managers setting examples through delivering gracious, intuitive service instill the new brand standards. Updated policies, procedures, incentives, and rewards that value employee satisfaction reinforce the formal changes taking hold (Khan, 2020). Frequent progress updates through weekly team huddles and employee newsletters coupled with welcoming staff input create a sense of ownership in the evolution. Moreover, an internal communications campaign consistently spotlighting quick wins and reminding staff of the "why" behind the changes will unite everyone around the shared mission to reinvent The Azure Paradise. In addition, leadership must also offer ample empathy, active listening, and compassion as the transformation can be emotionally taxing on staff (Verevka, 2019).
Refreezing Stage
Once the million-euro renovations are complete and new resort experiences implemented after 12-18 months, The Azure Paradise must "refreeze" the changes to cement them long-term. The stunningly refreshed physical facilities now reflect a true luxury calibre property with enlarged open-concept guest rooms, sophisticated public spaces, expanded amenities, and redesigned restaurants exceeding guest expectations (Lee et al. 2021). The new streamlined workflows, upgraded systems, and clarified staff roles and responsibilities enable smooth operations befitting a 5-star resort. Ongoing training refreshers and strict policy enforcement sustain the changes so they do not regress (Ivanov, 2019). Now the resort's focus turns fully to celebrating successes in town hall meetings and the remarkable transformation implemented in just over a year. Guest satisfaction survey results and unsolicited praise validate the improvements (Park et al. 2021). Positive press coverage in luxury travel outlets spreads the word far and wide of The Azure Paradise 2.0.
With the exhaustive changes now fully embedded in the property's culture, operations, and staff capabilities, leadership looks ahead to continuously improving. The General Manager's central role is reinforcing and safeguarding gains through gestures like recognition ceremonies honoring standout employee efforts (Leung, 2021). Furthermore, diligently monitoring guest satisfaction metrics identifies where fine-tuning is needed (Jeon et al. 2020). Quick updates to standard operating procedures and training address any lingering issues. Consistent simple reminders of "this is how we do things now" during pre-shift huddles reinforce the new culture and service standards.
[bookmark: _Toc158037229]Tracking Metrics of Proposed Change
To review progress on the recommendations, The Azure Paradise should establish clear key performance indicators and benchmark goals. Metrics to monitor monthly and review quarterly include guest satisfaction scores, occupancy rate, average daily rate, revenue per available room, repeat visitation, digital engagement, and direct online bookings (Shamim et al. 2017). Specifically, guest satisfaction ratings should improve from 72% to over 90% positive on review sites after renovations. Occupancy should rise from 65% to 80%+ within two years by attracting new guests. The average daily rate should increase by 50% from €275 to €700+ through added demand and enhanced facilities. Combined, this will grow RevPAR from 60% to 75%. Repeat visits should exceed 80% thanks to exceptional experiences. Furthermore, email lists, social followers, and website visits should see 20% to 40% growth through digital marketing. Likewise, online bookings should account for 30% of reservations, shifting away from slower offline channels (Rasheed et al. 2020). Tracking these quantitative KPIs on a dashboard, along with surveying qualitative guest feedback, will enable data-driven decisions to fine-tune efforts for maximum impact (Rasheed et al. 2020).
[bookmark: _Toc158037230]Potential Benefits of Proposed Change
Upgrading the extremely outdated facilities and lacklustre service culture at The Azure Paradise promises tremendous potential benefits for the resort. In addition, through completely renovating the small, aging guest rooms into larger, contemporary accommodations with luxury amenities, the hotel will be in a position where it can dramatically improve its reputation and online reviews, attracting new higher-paying guests (Zervas et al. 2017). Larger rooms also allow charging 50-75% higher nightly rates. Adding new on-site amenities like an elegant spa, expanded dining options, and a boutique retail shop will further elevate the property and generate significant ancillary revenue. With a fresh elevated product and experience, demand and bookings are expected to surge, especially by targeting younger affluent demographics through expanded digital marketing and social media campaigns highlighting the amazing views and renovated aesthetics (Ettinger et al. 2018). 
[bookmark: _Toc158037231]Moreover, enhanced culinary and spa programming will tangibly boost guest satisfaction. Operational costs related to utilities and maintenance will also decrease thanks to modernised building systems and facilities. Higher employee engagement and exceptional training ensure service consistently delights guests (Reynolds et al. 2019). Therefore, from the analysis, it is expected that by overhauling outdated areas, expanding amenities, and improving service culture, The Azure Paradise will be in a position from where it can realistically achieve 30%+ gains in revenue, bookings, ratings, and repeat visits within the first year of renovating, restoring its reputation as a premier Santorini luxury resort.
Estimated Costs
For a 50-room boutique resort, we estimate total renovation and upgrade costs around €1 million. Completely renovating and expanding all outdated guest rooms is likely to require an approximately €600,000 investment. Upgrading the restaurants and public areas will need a €200,000 budget minimum. For staff training and management consulting assistance, we recommend investing €100,000. The remaining €100,000 provides a buffer. While not insignificant, these costs are reasonable for the scale of changes needed and in line with comparable luxury resort investments. With renovated, enlarged rooms and amenities, The Azure Paradise can potentially generate over €2.5 million in annual revenues at 90% occupancy with €700 ADR, versus current revenues around €1.5 million. The financial gains and long-term asset appreciation justify the near-term costs. Financing will be required, but the increased revenues will offset loans over time. Having a fully refreshed product opens access to higher-paying guests willing to spend more for an exceptional experience in a stylish, exclusive setting. Given current challenges, investing around €1 million now in transforming The Azure Paradise is prudent to elevate it as a premier Santorini destination that drives profits for years ahead.
[bookmark: _Toc158037232]Action Plan
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Cost

	Outdated Facilities
	Renovate guest rooms with modern amenities and décor
	Enhanced guest satisfaction and improved room standards
	10 to 12 months
	30/03/2024
	€500,000

	Limited Dining Options
	Expand the dining program with diverse cuisines and themes
	Increased guest dining satisfaction and retention
	9 to 14 months
	30/04/2025
	€200,000

	Inconsistent Service Quality
	Implement comprehensive staff training programs
	Consistently high service standards across all areas
	Ongoing
	-
	€100,000

	Underutilised Outdoor Spaces
	Develop outdoor leisure facilities and landscaping
	Improved guest leisure experience and resort aesthetics
	5 to 9 months
	31/11/2023
	€200,000


(Table 2: Action Plan)
The action plan for the Azure Paradise Resort is a strategic blueprint aimed at enhancing the resort's facilities, dining options, service quality, and outdoor spaces. The renovation of outdated facilities with modern amenities and decoration is expected to significantly enhance guest satisfaction and elevate room standards, with a 12 months timeline and a budget of €500,000. Expanding the dining program to include a variety of cuisines and themes is targeted to improve guest dining experiences and retention, set to be completed within fourteen months with an investment of €200,000. Addressing inconsistent service quality through comprehensive staff training programs is an ongoing effort to ensure consistently high service standards across all areas, with a budget allocation of €100,000. Finally, the development of outdoor leisure facilities and landscaping aims to improve the guest leisure experience and the resort's aesthetics, planned over nine months with a €200,000 budget. This comprehensive approach is designed to transform the Azure Paradise Resort into a more attractive and competitive destination, with a total projected investment of €1 million.
[bookmark: _Toc158037233]
Conclusion
In closing, we want to thank the ownership and executive team at The Azure Paradise for the opportunity to collaborate on charting a path forward to revitalise this iconic Santorini resort. Through extensive analysis utilising frameworks like STEEPLED and SOAR, paired with in-depth research into guest feedback, competitive benchmarking, and hospitality industry trends, our team identified clear opportunities for The Azure Paradise to re-establish itself as a premier luxury destination in Santorini and beyond. The outdated facilities, limited on-site amenities, lacklustre dining, and service gaps observed reflect industry shifts since The Azure Paradise first opened its doors over four decades ago. While the setting remains unmatched, today’s affluent guests expect a more sophisticated and indulgent experience with space, amenities, culinary excellence, and technology on par with 5-star resorts worldwide. The small, minimally appointed guest rooms, sole average restaurant, and absence of expected amenities no longer suffice in the luxury arena.
To address this, we recommend holistic upgrades across three areas. Complete renovation and enlargement of the cramped guest rooms over the next 12 to 18 months are imperative to offer the calibre of accommodations and views demanded by guests paying premium rates. Hiring an executive chef to overhaul the overall dining program, and adding venues like a sunset bar, cafe, and authentic Greek restaurant on-site brings F&B up to luxury standards. Extensive staff training initiatives aimed at engraining exceptional service complete the needed enhancements. By investing 1 million euros in executing these recommendations meticulously over the next two years, The Azure Paradise can transform into a contemporary luxury retreat reflecting its privileged setting. The payoff will come in the form of 30%+ revenue gains in year one, greatly expanded market reach through digital marketing showcasing the elevated product, and long-term sustainability as a thriving upscale asset with perennially strong demand and reputation.
We are confident in the recommendations put forth in this report based on our team’s proven expertise in reinventing hospitality brands through investments blending cutting-edge aesthetics and technology with embracing brand heritage and location. The Azure Paradise has all the makings of an iconic luxury destination for decades to come. We welcome the opportunity to partner on bringing this inspiring vision to reality. Thank you again for choosing our firm. It has been an absolute privilege to work with your team. We look forward to opportunities to collaborate again in the future as Azure Paradise embarks on its next chapter. Please do not hesitate to reach out if any clarification or additional detail is needed on our methodology, findings, or recommendations. Our team is happy to help ensure the strategies presented herein can be implemented successfully to elevate The Azure Paradise as one of the premier luxury experiences in Greece.
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Certainly not Paradise

Worst hotel room | have had. The piece de resistance was a mattress placed
directly onto 8 builders pallets painted white. This also meant bed would be
unlikely to be cleaned underneath without moving every pallet. The decor was
basic to say the least, ceiling paint on wardrobe and nothing had been masked
to keep colours apart. The hairdryer had a broken switch which was too
dangerous to use as there was a gap for water to enter. Took 2 days to replace.
Asked Rep to view the room, she was as surprised as us regarding the bed. We
pointed out the stained bedspread (looked likes big patches of suntan oil and
Read more v

Date of stay: August 2023




image3.tmp
00000

Pictures don't tell the truth

Stayed ot the Paradise Resort (use the word resort loosely) for six days in the.
family suite. The upper floor was reached by a ladder, not stairs. There was a
bed upstairs and nothing else. You had to climb up and down the ladder if you
had to use the bathroom during the night. Furnished very modestly, not
comfortable. Other than a very small refrigerator, the kitchen was inadequate.
The private balcony had no roof so it was too warm to use during the day. The
room is in desperate need of renovation and new furniture.

Read more v

Date of stay: June 2022




