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Executive Summary
The aim of the report is to assess the potential challenges witnessed by Radisson Blu Hotel, Hamburg, which is severely affecting guest satisfaction and financial performance. The hotel operates in a competitive business landscape, which requires it to constantly deliver quality services. However, staff members have been struggling to meet consumer demands primarily during peak hours due to labour shortages and a lack of skills. From the data gathered, it is clear that a dramatic drop in the effectiveness of the housekeeping, as described by thousands of visitors on TripAdvisor, Booking.com, and Google Reviews. It is important to acknowledge that the ratings of the hotel on TripAdvisor have been lowered from 4.3 to 4.0, which reflects guest dissatisfaction. Apart from this, the competitors of the hotel in Hamburg like Grand Elysee Hotel, Mövenpick Hotel Hamburg, and The Fontenay have achieved a 4.5/5 rating from customers. High ratings achieved by competitors is a cause of concern for the company and sufficient measures needs to be taken. With a decrease in overall rating of the hotel, it would be challenging to attract consumers and connect with the online audiences. Despite its prime location, the Hotel is struggling attract guests, primarily due to increase in service inconsistencies. Based on the McKinsey 7S Model, it has been understood that employees do not have digital skills, restricting them from engaging with technological advancements. Employees have shown resistance to accept the changes introduced by the Hotel, making is difficult for the integrating digital tools. Also, there is no proper training program or others to address the resentment and resistance among employees.
Along with that, long check-in times, inefficient guest service operations, and outdated property management processes are severely affecting guest satisfaction. Moreover, the hotel is highly dependent on front desk staff for handling guest inquiries and room allocations, which is resulting in workflow bottlenecks. Different frameworks have been considered in this report, which includes STEEPLED, SOAR, and TOWS, in order to examine external and internal factors influencing the hotel’s performance. The analysis has pointed out that young travellers are favouring seamless experiences while travelling, which indicates the important to technological integration. In addition, the hospitality sector at Hamburg is increasingly competitive as rivals are differentiating their services and relying on digital technologies to reduce technical issues and offer hassle-free stay experience. 
Furthermore, top-down leadership has been followed which excludes employees from presenting their ideas regarding change, thereby, resulting in a lack of trust in the management. 
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The absence of AI-driven solutions and modern property management software are the primary reasons causing inefficiencies in housekeeping coordination and overall hotel management. Limited investment in digital technologies has been identified as the key challenge with is hindering the efficiency of the company. The hotel sector is increasingly investing in digital technologies to improve guest satisfaction, increase profits and reduce operational costs. Statistical findings have pointed out that 72% and 76% of survey respondents believe that AI can be used to automate room assistance and reduce operational costs, respectively. In the meanwhile, employees at the Radisson Blu Hotel have been resistant to adopting the technologies due to fear of failure and job displacement. 
In the context of recommendations, the hotel needs to integrate well-structured training programmes to help employees stay efficient even during peak hours. In addition, training programs can reduce the fear of failure and ensure employees engage with the new technologies and strategies. With the implementation of training programs, the hotel can instil a sense of belonging among employees and attract skilled talents. On the other hand, a surge in negative reviews across online platforms has been noted due to poor services, which affects its overall brand image. In this context, investing in technologies such as check-in, and smart property management systems can improve the improving overall efficiency to a large extent. With appropriate tools and technologies, the hotel can address guest concerns promptly and elevate its efficiency rate, thereby, reducing the possibility of negative reviews. 
In conclusion, integrating digital technologies by Radisson Blu Hotel is important to enhance guest experiences and operational efficiency. Implementing these strategies would enable the firm to uplift its services and establish a positive image among potential consumers. Lastly, a training project with relevant and updated content would help employees learn more about handling stress during peak hours and engage with new technologies, ensuring the operational efficiency of the hotel is not compromised. 
An action plan has been shared in the report that points to the need to deploy AI-driven chatbot, integrate mobile check-in and keyless entry to reduce guest wait times, and adhere to a property management software is important, and the entire process would require 8-9 months. Besides, integrating a well-structured training program is important to eliminate service inconsistencies from the house-keeping tasks, whose execution would require almost 6 months. Lastly, an overall budget of £95,000 is needed to be allocated by the Hotel to bring a significance change in its service quality.
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[bookmark: _Toc191982524]1. Introduction 
Located in Hamburg, Radisson Blu Hotel is a historic four-star boutique hotel that enhances the unique traveller experience through sophisticated structure and space for leisure and business. The construction of the hotel began in 1970, followed by, opening in 1973 with a large rooftop terrace with enable guests to view the city. Established in Germany, the hotel provides luxury accommodations with convenient access to famous landmarks, including Miniatur Wunderland, Reeperbahn, and Lake Alster. Radisson Blu Hotel is a classic blend of comfort and modern style, with an expanded lounge bar offering mouth-watering plates and celebrating Levantine cuisine (Radissonhotels 2024). 
The hotel has 32 floors, out of which 27 of them are habitable and contains 556 rooms of different sizes to cater to the needs of guests. Rooms at Radisson Blu Hotel are spacious, comfortable, contain all the necessary amenities and are well-appointed to ensure guests have an exceptional stay experience. Different types of rooms are available, which include Standard (private bathroom, air conditioned, one queen bed), Superior Room (flat-screen TV, view of Alster, and air-conditioned), Premium Room (three twin beds, view of Alster, air-conditioned), and Suite (separate dining area, free rollaway, view of the park) (Radissonhotels 2024). 
However, a sharp decline in the quality of services encountered by guests in the past three years has impacted the hotel’s reputation and financial performance. Considering Radisson Blu Hotel is a four-star hotel, guests expect top-notch services. The housekeeping staff members are failing to keep up with cleanliness standards, causing inconvenience to the guests. Dissatisfaction among guests has been a raising concern, where guests are more likely to leave negative reviews on online platforms which deter potential customers from booking and affect its profitability. Poor service quality is affecting the hotel’s brand image and reputation among domestic and international guests (George 2021). In the meanwhile, limited investment in digital technology has severely impacted the operational efficiency of the firm. Considering that the hospitality sector is intensely competitive, consumers are drawn to hotels that offer quality yet timely services (Ofori and Appiah-Nimo 2022). Radisson Blu Hotel is far behind in this aspect, thereby, it becomes challenging for the hotel to survive in a crowded marketplace where multiple players are competing to grab the attention of guests. 
The ARYAN Consulting Group specialises in providing strategic business solutions for firms operating in the hospitality industry. The consultancy firm has a team of experts with a deep understanding of market dynamics, the external environment, business strategies and consumer behaviour. In the past five years, ARYAN Consulting Group has collaborated with more than 100 hotels and tourism initiatives to help them with post-merger integration, digital transformation, social impact, sales and distribution, people and change management. Besides, the firm offers data-driven insights to help hotels maintain their competitive edge and adapt to industry shifts. In this case, the consultancy firm aims to identify key issues impacting Radisson Blu Hotel’s performance and develop actionable strategies for improvement.
The purpose of the report is to analyse the challenges witnessed by Radisson Blu Hotel, Hamburg, which is severely affecting its financial performance. Broadly, different frameworks such as STEEPLED (examining the external environment), SOAR (internal environment of the hotel), McKinsey 7S Model, and TOWS Matrix (aligning internal strengths and weaknesses with external opportunities and threats) are employed to analyse the operating environment of the hotel and analyse the issues. In addition, a set of strategic recommendations are outlined in the report, which can help the hotel overcome the underlying issues and stay competitive in the dynamic marketplace. Moreover, change management theories are thoroughly explored in this report to comprehend how the hotel can accommodate the recommended strategies. Lastly, an action plan is provided to pinpoint the necessary steps to be taken in terms of time scale, allocated budget and completion date to achieve desired results. Through the application of these frameworks, this report aims to deliver a structured and insightful analysis of the key issues affecting Radisson Blu Hotel, Hamburg, ultimately providing well-founded recommendations to enhance its market position and operational performance.
[bookmark: _Toc191982525]2. Analysis
[bookmark: _Toc191982526]2.1 Description of the Identified Issues 
Reduced Employee Productivity 
Online reviews on Radisson Blu Hotel reveal that the quality of services offered has declined in the past few years, leading to guest dissatisfaction. Rooms are not properly maintained, have outdated decor and are small in size, which does not justify the prices. The housekeeping staff members are struggling to keep up with the demands as mentioned by multiple guests in their online reviews. Specifically, online reviews across TripAdvisor, Booking.com, and Google Reviews have collectively voiced lack of efficiency from the housekeeping team. The average TripAdvisor rating decreased from 4.2 to 4.0 in the past four months which reveals the guests are not satisfied with the services offered by the hotel. It can be deduced that low employee productivity is the rising concern, which makes it difficult for the company to retain guests. 
A report by Statista has pointed out that merely 7% of hotel consumers in Germany are engaging with Radisson Blu Hotel, indicating its incompetency in retaining consumers (Statista 2025). With the help of the System Theory, it can be deduced that organizations consist of interconnected parts, and a malfunction in one function impacts the entire system. When housekeeping staff are not effectively managing its duties (such as cleaning routines, equipment, and communication), it affects the hotel’s reputation negatively and deter potential consumers from engaging. Besides, a decrease in customer satisfaction is directly associated with reduced profitability (Kaufmann and Kock 2022; Grobelna 2021). A sharp decline in efficiency can not only slow down services but also negatively impact the overall income of the hotel (Ozdemir, Han and Dalbor 2022; Yacoub and ElHajjar 2023). 
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Figure 1: Radisson brand usage and loyalty among hotel consumers in Germany
(Source: Statista 2025)
	In the meanwhile, limited investment in the latest technologies hinders the hotel’s ability to compete in a dynamic and modern hospitality landscape. The front desk employees are struggling to keep up with guest expectations, leading to slow check-in/check-out processes and difficulty managing reservations. The average wait times at the front desk has increased to 12-15 minutes, which gets guests frustrating since their visit. Front desk employees are not supported with recent technologies, which makes daily tasks take longer times that potentially impacting guest satisfaction. Research studies have shown that failing to integrate the latest technologies results in low consumer engagement, as services do not align with guest expectations (Castillo, Canhoto and Said 2021; Dw 2025; Mavridopoulou and O’Mahoney 2020; Karanika-Murray et al. 2023). From figure 3, it can be deduced that 24% of hotels across the globe are investing in technology to improve guest experience, failing to which can severely affect profits (Statista 2025). 
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Figure 2: Reasons behind hotels investing in technologies
(Source: Statista 2025)
Resistance to change is one of the causes behind poor employee performance and the hotel’s ability to meet guest expectations. According to Groenewald et al. (2024), employees are often apprehensive about learning a new system, concerned about job security and fear of failure. Statistical studies have shown that there are multiple opportunities to integrate AI-powered systems, broadly, 72% and 76% of survey respondents believe AI can be used to automate room assistance and reduce operational costs, respectively (Statista 2025). 
With the help of McKinsey’s 7S Model, a detailed overview of the internal resistance leading to the slow adoption of digital technology can be understood, which is mentioned below:
Strategy: Radisson Blu Hotel lacks a clear digital transformation roadmap which has resulted in uncertainty within the firm, making both staff members and management hesitant to support change. A lack of clarity regarding the objectives of digital initiatives to be undertaken has restricted the hotel from integrating technological innovations (Giotis and Papadionysiou 2022). 
Structure: The hotel has a rigid hierarchical decision-making process which is the primary reason behind the slowing down of the implementation process. Largely, departments are still operating in silos which not only reduces collaboration but also creates deals and inefficiencies (Scott and Gong 2021; Schönwälder and Weber 2023). 
Systems: The hotel is still using outdated property management systems and lacks automation in housekeeping, guest services, and check-in/check-out processes, further leading to inefficiencies. 
Shared Values: The fear of job displacement lies within the company, contributing to resistance to change. Considering automation and AI-powered tools can optimise repetitive tasks, employees have been resistant towards the adoption of digital tools. 
Style: Senior leaders have been hesitant to introduce digital innovations and outline an appropriate roadmap for the employees. Largely, a top-down leadership has been followed which excludes employees from discussions and presenting their ideas regarding change (Gabriel et al. 2022). 
Staff: Staff members are more comfortable with the existing strategies and show resistance to change, such as the integration of AI-powered tools. Lacking digital skills and fear of increased workload due to training sessions have restricted them from engaging with new technologies. 
Skills: A lack of digital skills has been noted among the employees, leading to low confidence and fear of failure.
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Figure 3: Opportunities to integrate AI in the hotel sector
(Source: Statista 2025)
[bookmark: _Toc191982527]2.2 Research Methodology 
Six Sigma Methodology
Six Sigma Methodology has been taken into consideration to identify the existing flaws in the check-in/out process of the hotel, contributing to decline in client satisfaction. 
Define: Delay in check-in/out process leading to excessive waiting time for guests, due to lack of automation 
Measure: Collecting guest data to understand the extent to which they are kept waiting on their visit 
Analyse: The collected data has been thoroughly analysed to identify the root causes of the inefficiency 
Improve: Services can be improved by implementing AI-powered self-check-in kiosks as well as relying on a mobile application, which also reduce desk congestion 
Control: Monitoring the efficiency of the AI-powered tools and collecting feedback from guests to estimate the success rate of the strategy. 
Qualitative and Quantitative Methods 
Research methods are employed to help an investigator develop a firm understanding of the key issues experienced by Radisson Blu Hotel. As opined by Marra and Nielsen (2025), qualitative and quantitative are the two research methods generally considered by researchers to draw insights and reach concrete conclusions. Quantitative methods facilitate collecting numerical data, which can be analysed with the help of different statistical tests. However, quantitative methods cannot capture the nuances, feelings and motivations of the target audience (Delios et al. 2023). Here, client feedback survey has been considered to understand the issues encountered by the guests while their stay at the hotel. 
Contrarily, qualitative data enables the investigator to explore complex phenomena in an in-depth manner and extract valuable insights. It is a flexible method that allows the investigator to introduce changes during data collection. As stated by Urcia (2021), qualitative methods facilitate gathering rich and detailed data from the target participants. However, the process of collecting quality data is time-consuming and can be heavily influenced by the investigator’s perspectives and biases that limits generalisability (Djafar et al. 2021; Cheong et al. 2023). Here, newspaper articles on the hotel and online reviews across TripAdvisor, Booking.com, Google Reviews has been thoroughly investigated to identify the concerns of the guests. In this context, both primary and secondary data has been used to support the report with concrete and valuable insights. 
	In the context of ethical considerations, the investigator verified that the information gathered from the newspaper articles and websites, ensuring no data is distorted. In addition, the confidentiality and privacy of the individuals involved in the data collected have been maintained in this report (Kang and Hwang 2021). 
[bookmark: _Toc191982528]2.3 STEEPLED Analysis
	Factor
	Description 
	Impact 

	Social 
	A paradigm shift has been noted where guests prefer convenient and fast services at the hotel, which Radisson Blu Hotel is struggling to meet (Mohammad et al. 2024). 
	Guest dissatisfaction 
Losing consumers to competitors and reduced revenue 


	Technological 
	The German government is increasingly investing in the latest technologies, such as artificial intelligence automation and others, to improve operational efficiency. However, the hotel fails to leverage the opportunity and improve its digital booking systems. 
	Resentment among consumers
Reduced productivity  

	Economic 
	Inflation has reached its peak in 2022 and 2023 (6.9% and 5.9%), which is eroding purchasing power, leaving workers with little financial resources (Statista 2025). 
	Employee dissatisfaction 
Increased employee turnover 

	Environmental 
	The government is encouraging companies to invest in energy-efficient technologies, leading to potential cost savings. Though the hotel has introduced energy-efficient solutions, the rate of implementation is slow. 
	Encouraging the hotel to include energy-efficient technologies and equipment, which reduces cost and aligns with sustainability goals. 

	Political 
	Rise in labour shortage has been noted, making it difficult for the Hotel to hire skilled employees and elevate its overall productivity 
	Increase in workloads for the existing workforce leading to reduced morale and compromised efficiency 

	Legal 
	The Federal Data Protection Act implements the guidelines of Europe’s GDPR  (General Data Protection Regulation), focusing on protecting consumer data and using it responsibly (Dlapiperdataprotection 2025).
	This compels the hotel to improvise its safety protocols to minimise data breaches, further eroding consumer trust 

	Ethical 
	Transparency in employee contracts regarding the working hours and days off is important. 
	Increase employee trust and morale to perform efficiently 

	Demographic 
	An increase in young travellers (Millennials and Gen Z) are showing more in travelling and expect aesthetic and seamless digital experiences (Buhalis and Karatay 2022). 
	Compels the hotel to invest in data analytics to identify the areas of improvement 



Table 1: STEEPLED Analysis
(Source: Self-created)
From the above table, it can be understood that the hotel needs to invest heavily in digital technologies to improve consumer experiences and make accommodation more convenient. However, changing consumer preferences is primarily a threat to the hotel, which would affect its profitability (Subramaniam et al. 2011)
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Figure 4: Younger generation showing more interest in travel
(Source: McKinsey 2024)
As shown in Figure 4, the young generation, such as Gen Z and Millennials, are showing more interest in travel, which makes it necessary for the hotel to bring services that align with their interest (McKinsey 2024). 
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	Strengths 
	Opportunities 

	· Strong brand reputation 
· Located at a prime location 
· High brand recall 
· Offering diversified services to cater to needs 
· Modern and stylish accommodation (Radissonhotels 2024) 
	· Expanding digital marketing efforts 
· Leveraging emerging technological innovations such as artificial intelligence and automation 
· Strengthening sustainability initiatives to align with eco-conscious travellers’ expectations
· Developing a skilled workforce (Baron and Armstrong 2007)

	Aspirations 
	Results 

	· Becoming a market leader in the luxury hospitality in Germany 
· Leading in sustainability efforts within the hospitality sector
· Improving customer engagement and loyalty through personalised digital experiences
	· Witnessing a survey in occupancy rates during peak seasons 
· Positive customer reviews emphasising location, service, and comfort
· High consumer retention rate 


Table 2:  SOAR Analysis
(Source: Self-created)
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	 Strengths (S)
	Weakness (W)
	 

	Investing in digital marketing strategies to gain insights about the young travellers and directly communicate with them. 
	Investing in training and development programs to help employees overcome the fear of failure and sign with the changes (Pereira et al. 2023)
	Opportunities (O)

	Regularly updating the safety protocols to gain customer trust in online bookings and eliminate the likelihood of data breaches 
	Invest in online reputation management policies to elevate the overall brand reputation. There are multiple negative comments online, which can persuade the purchasing intent of consumers, thereby, online reputation management is important to minimise negative reviews
	 Threats (T)
























Table 3: TOWS Analysis
(Source: Self-created)
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Areas of Change 
	From the above-mentioned data, it can be deduced that housekeeping staff are struggling to deliver quality performance and there is a need for streamlined processes. In this context, the Hotel can introduce training programs which enable the housekeeping staff to handle pressure situations and deliver expected performance. Besides, technological integration is of utmost importance to automate repetitive tasks and standardise the procedures at the front desk. With the help of an advanced property management system, the Hotel can address service inconsistencies and stay relevant amidst increased competitive pressure.	




Recommendation 1: Staff Training Program 
Radisson Blu Hotel is struggling to meet consumer expectations due to inconsistencies in service delivery and frequent mistakes from staff members. A sharp decrease in employee morale and productivity has been noted due to excessive workload and lack of training opportunities to handle high-pressure situations and address changing preferences. In addition, guests have raised issues regarding the quality of furniture and amenities being offered by the hotel in exchange for the fees charged. The hotel lack efforts to strengthen its relationships with corporate clients, business travellers and other guests during lean seasons. Lastly, waste management efforts are not taken by the company have helped it reduce wastage and negatively affect its image in the market where environmentally conscious consumers are rising. 
In this context, the hotel can integrate a well-structured training and development program for employees, which can improve their overall performance. Negative feedback from consumers is a sign that service quality is falling every day, which requires serious attention from the management (Ali et al. 2021). With a well-structured training program, the hotel can address the skill gaps and ensure employees are well-updated about the recent trends in hospitality. According to Malik et al. (2023), integrating training programs for staff members is beneficial in terms of expanding employee’s knowledge of the current trends and ensuring their deliver quality performance. A statistical report has pointed out that 43% of survey respondents' training programs contribute towards employee satisfaction (Statista 2025). 
In this regard, Radisson Blu Hotel needs to integrate a comprehensive training program which focuses on addressing consumer queries promptly and resolving conflicts to enhance consumer satisfaction. In addition, the training program would include a module on cultural sensitivity to ensure all demands and expectations of international guests are met (Ibrahim, Yusof and Ibrahim 2022). Radisson Blu Hotel does not have well-structured training programs for employees to handle high-pressure situations and deal with the increase in demands.On the contrary, incorporating a training program instils a sense of belonging among employees as well as attracts skilled talents (Vannier et al. 2023). Considering the hospitality sector of Germany is experiencing a shortage of skilled employees, it is becoming challenging for hotels to attract employees who have the right to distribute the workload. Job seekers show more interest in companies offering training and career advancement opportunities, making it easier for Radisson Blu Hotel to develop a skilled workforce. In contrast, the training program is important to help employees stay confident about changes being introduced, such as the integration of new technologies to improve operational excellence (Alqudah, Carballo-Penela and Ruzo-Sanmartín 2022). Employees getting incentives on completion of the training program and excelling in the key responsibility areas would motivate them to adopt changes in the future as well. Research studies have shown that training programs are effective in addressing resistance to change and improving employee morale to engage with complex tasks (Errida and Lotfi 2021; Srivastava and Agrawal 2020). Lastly, employees tend to quit their jobs due to excess workload and lack of career advancement opportunities, which increases hiring and operational costs.
Change Management and Implementation 
	In order to integrate a training program, the hotel needs to undergo changes in its existing policies and ensure all its employees participate in the program. Failing to achieve employee engagement can nullify the outcome of the strategy and make it difficult for the hotel to increase its overall productivity. Based on Kotter’s 8-step Change model, it can be understood that focus on instilling a sense of urgency, forming a guiding coalition and developing a vision for implementing the change (Waghid 2023). Broadly, the first step includes communicating the need for improved service based on guest feedback and profits earned in the last three months. It is important to include facts and figures to convince the employees and increase their participation. 
The second step is to ensure the senior managers and team leaders are directing the initiative since they are the role models for the staff members. According to Moosa, Moosa and Faheem (2023), managers with charisma and knowledge tend to convince employees to play a crucial role during change management. Next, the team leaders need to outline the vision of the training program, which is enhancing guest satisfaction and staff career progression. With career advancement opportunities, employees get to progress in their careers, instil a sense of belonging, and tend to associate with the company. In this context, it is important for the managers to act transparent concerning the benefits and long-term impact of the training program in order to gain employee trust and confidence (Carboni et al. 2024). 
Next, allocating adequate resources is the key step to ensure employees are attending the training and there is no delay. During the training program, the team leaders are required to recognise the top performers and reward service excellence, which boosts employee morale and encourages others to equally contribute to winning the awards. Considering the dynamic nature of the hospitality sector and changing trends, the hotel needs to keep refining training programs and ensure learning needs are met (Elsharnouby and Elbanna 2021). Lastly, the training programs need to be integrated into the on boarding sessions and, as a part of the ongoing development process, in order to sustain the change. 
Implementation of this strategy can be segregated into three phases, which include:
· Phase 1 (0-2 months) - Conducting the training workshops with industry experts and mentors 
· Phase 2 (2-6 months) - Implementing real-time feedback to ensure employees benefit the most
· Phase 3 (6-9 months) - Refining the modules based on employee survey results and promoting continuous development 
Measuring Success 
	Integrating a training program is beneficial in order to promote customer service excellence, upskill employees and generate greater revenue. In this regard, an increase in guest satisfaction score (target: 10% improvement in online reviews) would be considered to measure success. In addition, staff participation in the training program (target: 95% completion rate) and a dip in service-related complaints (target: 20% decrease) are the success metrics to be followed. 
Estimated Cost 
	The total estimated cost to execute a well-structured program is £25,000, which is broken down below:
· Training program development and delivery: £15,000 (one-time cost)
· Performance-based incentives: £10,000 annually
Recommendation 2: Investing in AI-powered software 
Radisson Blu Hotel, Hamburg, is witnessing intense competition from competitors and is struggling to meet changing consumer demands. It is important to mention that competitors across the location are investing in digital technologies that offer convenience and ensure guests have a quality experience (Yang et al. 2021). In this regard, the four-star hotel can introduce technological innovations such as mobile check-in, keyless entry and property management software and replace its traditional services. The hotel is relying on traditional check-in/check-out systems, manual customer service processes, and legacy property management systems, which is resulting in long check-in/out times, as derived from the guest feedback survey. For instance, Radisson has an outdated mobile application that lacks key features such as self-service check-in, digital keys, and other features that are offered by competitors. Also, a lack of awareness concerning how digital transformation enhances customer service has been noted within the firm. In addition, solely depending on front desk staff increases minor errors, and a delay in response times to gusset queries has been noted, which is affecting customer service efficiency (Chalupa and Petricek 2020). The hotel needs to improve operational efficiency by investing in digital solutions, AI-driven chat bots (offering instant responses to guest inquiries and reducing workload for front desk staff), mobile check-ins (enhance guest convenience by enabling contactless room access), and property management software (automating reservation management, room allocation, and staff coordination). Considering that competitors are increasingly investing in technology to attract more guests, taking away the market share of the Radisson Blu is an alarming situation. With fewer digital tools, there is an increased likelihood of human errors, especially during peak hours, which affects the overall profitability of the hotel (Mercan et al. 2021; Klages and Zaeh 2023). On the contrary, a significant rise in data breaches has been noted in the last decade, which limits the firm’s reliance on digital technologies (Sharma and Barua 2023). Besides, the regulatory landscape concerning cyber security is constantly evolving as hackers and cybercriminals are coming up with new strategies. In such situations, the hotel is compelled to constantly modify its safety protocols and upgrade its infrastructure. Consulting with relevant stakeholders regarding the technological infrastructure is important to bring in changes (Kipping and Clark 2012). 
Investing in digital technologies is beneficial in terms of reducing wait time for guests, even during peak hours. With the help of AI chat bots, the hotel can address consumer queries and produce instant responses 24/7 to make them feel valued and reduce workload (Vashishth et al. 2024). Lastly, automating daily operations is important to reduce staffing costs and offer convenience to the guests.  
Change Management and Implementation
With the help of Kurt Lewin’s three-stage model, it can be determined that the process of implementing a change is segregated into three phases, which are unfrozen (disrupting the existing equilibrium), change (introducing the desired changes), and refreeze (solidifying new processes and behaviours) (Anjum et al. 2024; Bezjian et al. 2023). Hotels of all sizes are investing in digital technologies in order to enhance consumer satisfaction and their sales. Slow implementation of digital tools negatively affects operational efficiency, ultimately decreasing revenue. Broadly, the hotel needs to conduct an internal audit highlighting inefficiencies in current operations and take guest feedback into consideration on wait times and service delays. This was followed by communicating the need for change to the staff members and pinpointing the benefits of technologies, which would eventually reduce their workload (Fraboni, Brendel and Pietrantoni 2023). Online workshops and training sessions to be conducted to ensure staff members are familiarised with mobile check-ins and the software. With respect to the change phase, AI chatbots would be integrated into the website and mobile apps to handle FAQs, room service requests, and concierge services (Buhalis and Moldavska 2022; Fernandes, Wani and Shah 2024; Hasal et al. 2021). Besides, introducing digital room keys, which can be accessed through the mobile application and automating housekeeping schedules and guest preferences for personalised experiences can be done with the help of property management software. In this phase, a pilot test is to be conducted, and feedback from guests and staff members is to be collected to analyse the utility of the integrated technologies. In the refreeze stage, the hotel needs to monitor indicators such as guest satisfaction scores, response times, and cost savings, followed by upgrading the course materials for employees to learn more about digital technologies and their utility.
Implementation of this strategy can be segregated into three phases, which include:
· Phase 1 (0-3 months) - Conducting an internal audit to assess existing challenges in check-in, guest service and others, collecting guest feedback, assessing the IT infrastructure and security requirements, and training employees on AI chatbots, mobile check-in and new PMS functionalities
· Phase 2 (3-5 months) - Conducting a pilot test of the technologies and collecting feedback from guests and employees 
· Phase 3 (5-9 months) - Integrating the technologies, monitoring the success metrics and comparing the KPI data with pre-implementation benchmarks
Measuring Success
	The success of the strategy can be measured by analysing the average check-in time of each (target less than 3 minutes) and guest satisfaction score, primarily analysing the online reviews). In addition, average direct booking registered in a month and employee satisfaction scores through surveys are to be assessed to comprehend the impact of digital technologies on efficiency rate and improvement in employee engagement, respectively. 
Estimated Cost 
	The hotel needs to allocate a total of £100,000 to commence with the strategy, which is segregated below:
· Integrating AI-chat bot system: £20,000 (one-time)
· Integrating Mobile Check-In and Key-less Entry: £50,000 (initial setup)
· Property Management System Installation: £30,000 (one-time) + £10,000/year for maintenance
[bookmark: _Toc191982532]4. Action Plan
	Number 
	Problem 
	Solution 
	Desired Outcome 
	Time scale 
	Completion Date
	Planned Budget 

	01
	Limited investment in digital technologies causing guest dissatisfaction due to long check-in and check-out times 
	Integrating mobile check-in and keyless entry in order to reduce wait times and eliminate physical key cards can positively affect guest satisfaction since the time they visit the hotel (Bonfanti, Vigolo and Yfantidou 2021)
	Fast  and more convenient check-in process, improving guest satisfaction and loyalty towards the firm, followed by, improved online reputation and profitability 
	6 months will be required to meet the desired solution 
	By the end of August 2025
	Approximately £50,000 is required 

	02 
	High dependency on front desk staff for handling guest inquiries and requests, leading to errors and mistakes, makes guests frustrated and reducing their intent to engage with the hotel in the future 
	Deploying an AI-driven chat bot on the website and mobile app to manage queries instantly and integrating a property management software (Ghosh, Ness and Salunkhe 2024)
	Automating support services to improve satisfaction and reduce workload, further ensuring guests are satisfied 
	8- 9 months will be required to meet the desired solution
	By the end of October 2025 
	Approximately £20,000 is required

	03 
	Increase in complaints from guests due to poor housekeeping services, where employees are struggling to manage excessive workload  during the peak hours
	A well-structured training program to help employees stay efficient even during peak hours as well as adapt new strategies introduced by the firm to level their services (Nawaz et al. 2024)
	Housekeeping staff members staying committed to their duties and fulfilling all the demands even during peak hours. A 65% decrease I complaints from guests regarding the housekeeping services offered by the Hotel, which improves its rating across online platforms as well.  
	8 months will be required to meet the desired solution
	By the end of September 2025 
	Approximately £25,000 is required



Table 4: Action Plan
(Source: Self-created)
[bookmark: _Toc191982533]5. Conclusion 
In conclusion, a major problem identified is the inefficiency in guest services operations, especially with lengthy check-in procedures, heavy front desk workload, and manual property management procedures. In addition, resistance to change and staff shortage are increasing the workload for employees, which is affecting their overall performance. The hotel does not have a well-structured training and development program to help employees expand their skills and expertise, followed by, addressing lack of confidence and fear of failure among them. In addition, managing workload and ensuring employees are motivated requires a change in policies, which needs to be commenced by the Hotel to increase its overall efficiency. Based on the analysis of the McKinsey’s 7S Model, it can be deduced that the workforce lacks digital skills, which restricts them from engaging AI-powered tools. Considering the hospitality sector is increasingly investing in technological innovations, it is becoming difficult for Radisson Blu Hotel to attract young guests, as they are more inclined towards digital and hassle-free solutions. Feedback from guests such as increased waiting time, poor experience with the mobile application and lack of technology-driven interactions has been noted by the hotel. In order to resolve these issues, the report advises investing in technological advancements, such as AI-based chatbots, mobile check-in and keyless entry, and a sophisticated property management system (PMS). These technologies will automate procedures, minimise staff workload, and maximise the overall guest experience. Integration of reliable technologies would not only reduce the likelihood of human errors but also attract young population. With adequate investment on digital technologies, the hotel can offer efficient services, which in the long run increases consumer retention rates and helps the company gain positive reviews across online platforms. Furthermore, AI-powered tools can optimise the repetitive activities, and improve the overall productivity of the firm. On the other hand, a training program is to be included for employees to address guests’ concerns and eliminate inconsistencies during peak hours. Integrating a training program is extremely important to help employees learn new skills and aligning with the market shifts. It is important to mention that training program enable employees to achieve greater heights in their careers. When an employee feels that the organisation is taking efforts to help them meet their career objectives, a sense of belonging is instilled among them. In addition to this, training program makes employees confident of their skills, thereby, it is effective to address resistance to change.  
Lastly, I want to thank Radisson Blu Hotel, Hamburg, genuinely for the opportunity to collaborate on this project. I genuinely appreciate the level of trust conferred upon the team and am sure the recommendations will achieve considerable change in the hotel. I look forward to collaboration opportunities in the future and can be contacted to offer continued guidance during the course of implementation.
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