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[bookmark: _Toc167994288]Executive Summary
The Problem
This report explores the recent labour disruption at the LA Grand Hotel, where employees went on strike to demand improved wages and working conditions, and proposes a better solution to the problem. According to several accounts, the LA Grand Hotel is involved in a significant labour dispute, which has resulted in an ongoing walkout by its employees, who are represented by the Unite Here Local 11 union. The main issues driving this conflict are excessive workloads due to understaffing, unsustainable low wages and benefits that do not match the high cost of living in Los Angeles, allegations of violence against striking workers by hotel security, and a strained relationship between the hotel's ownership and the union. If left unresolved, this labour unrest has disrupted operations, impacted service quality, and caused lasting reputational and financial damage.
Findings
An in-depth analysis revealed several key findings exacerbating the labour situation at the LA Grand Hotel. These issues are related to ethical practices, wages and overall treatment of workers. 
During the strike, severe staffing shortages resulted in an overworked skeleton crew straining to service all occupied rooms to expected levels, with housekeepers claiming "challenging" conditions. Furthermore, striking workers believe that present wages and benefits, such as health insurance and pensions, are uncompetitive and insufficient to cover LA's exorbitant housing prices. Again, reports that city-hired security officers used violence against picketers, if accurate, violate employee rights and subject the hotel to legal liabilities. Recent legal issues, including a $4 million punishment for bribery imposed on owner Shen Zhen New World LLC, have affected the hotel's reputation and staff relationships. The strike's impact on operations and service quality may jeopardize the hotel's participation in Mayor Bass' Inside Safe homeless housing initiative.
Analysis
The current report employed various theoretical models such as SWOT, PESTEL, and TOWS to screen internal and external environments. The core concerns originate from long-standing labour practice flaws that have generated an adversarial relationship between hotel ownership/management and staff. Staffing patterns were inadequate even before the strike, causing unsustainable workloads for staff. Compensation levels have failed to keep up with rising prices, fuelling discontent. Meanwhile, charges of illegal security methods against picketers point to a lack of deliberate conflict resolution strategies. Employees' trust in leadership has been eroded due to legal issues, which they view as unethical behaviour taking precedence above their welfare.
If not addressed, these compounding difficulties will continue to cause operational interruptions, workplace violations, and long-term brand damage, ultimately harming the hotel's income streams and future viability – especially given its reliance on the city housing program. Aggressive steps that restructure working processes are essential.
Recommendations 
· Increase staffing levels across all operational roles through collaborative hiring initiatives with the union. Reducing excessive workloads and overtime was a primary grievance. Proper staffing levels ensure quality service, prevent overwork and show Expanding pay and benefits is critical to addressing Los Angeles' rising cost of living while improving employee happiness, retention, and loyalty. This step can also help to line with industry standards and encourage fair compensation, resulting in a more satisfying work environment.
· Improving worker safety through in-depth investigations, effective training, and the application of safety rules can create a secure working environment, boosting morale and productivity. This method indicates a dedication to both staff well-being and operational efficiency.
· Creating a task force for continuous dialogue that includes multiple stakeholders can help handle workers' concerns jointly and avert confrontations. This continual communication platform promotes transparency, accountability, and the successful implementation of solutions to developing concerns.
· Implementing transparent and ethical business processes, including audits and clear communication about choices, helps rebuild confidence with employees and the public, establishing a healthy work environment and increasing the hotel's brand. This dedication to ethical standards adds to long-term sustainability and stakeholder satisfaction.
Change management for these efforts should follow Lewin's three-step paradigm. First, "unfreeze" by instilling a sense of urgency about the current operational, reputational, and financial concerns. Next, implement the new personnel and workplace standards, remuneration models, security protocols, task force, and auditing procedures. Celebrate milestones to keep the enthusiasm going. Finally, "refreeze" beneficial improvements with new policies, training, and promotion processes.
Success will be measured through key metrics like:
a) Employee satisfaction/turnover rates
b) Service quality scores
c) Employee safety and firm ethical compliance
d) Staff retention and turnover rates
e) Oval efficiency including revenue and public perception
Nonetheless, pay hikes and staffing additions come with intrinsic expenses. However, these must be balanced against the economic implications of prospective hotel closures or the loss of the city's housing program cooperation if the disagreements continue. Finally, the consequences of delay constitute an existential commercial risk if the hotel's relationship with its employees and community is irreversibly harmed. Open threats of violence, bad workplace policies, unsolved staffing concerns, and distrust in leadership constitute a "burning platform" that necessitates immediate response.
Conclusion
The LA Grand Hotel is facing critical decisions that will determine its capacity to resolve an escalating and disruptive labour dispute. Comprehensive proposals for boosting staffing and remuneration, enhancing workplace policies/security practices, promoting active conversation with the union, and stressing ethics/transparency offer a strategic road ahead. Even while financial investments are necessary, the existential risks associated with inaction are much higher due to the possibility of irreversible brand harm, unionized labour conflicts, missed income opportunities, and operational failures. By putting these suggestions into practice with perseverance, the hotel can become a leader in the sector and offer lasting careers in hospitality.






[bookmark: _Toc167994289]Introduction
This report discusses the recent labour disturbance at the LA Grand Hotel, where employees have gone on strike to seek higher wages and working conditions. The strike has a severe impact on the hotel's operations, reputation, and financial health. This introduction will provide background information about the LA Grand Hotel, our consulting firm, and the analytical frameworks that will be used to investigate the issues and propose strategic solutions.
[bookmark: _Toc167994290]Background of the LA Grand Hotel
The L.A. Grand Hotel Downtown in Los Angeles, California, is a stunning 14-story hospitality facility known for its award-winning architectural design, which includes a mirrored front and a glass-enclosed atrium (Northstar Travel Media LLC, 2024; Radin, 2024). The hotel, located at 333 S Figueroa St in the bustling financial sector, has 469 well-appointed rooms spread across its floors. Since its inception in 1983, the hotel has maintained its modern look with a major restoration completed in 2015 (Northstar Travel Media LLC, 2024). The hotel's refined environment, paired with modern conveniences, makes it a popular choice for both business and leisure guests visiting Los Angeles.
The hotel offers a variety of guest services to ensure a comfortable and convenient stay. These amenities include an ATM/bank, babysitter and childcare, automobile rental, and free coffee. For those who want further assistance, concierge services and a dedicated club floor are available. Other services include money exchange, a gift store, laundry/dry cleaning, and multilingual personnel. High-speed wireless internet access is offered in common areas, and the hotel is handicapped accessible. Whether you are travelling for business or vacation, the L.A. Grand Hotel Downtown has great facilities and services to fulfil all of your needs.
[bookmark: _Toc167994291]Issue Overview 
Despite its prestigious status, LA Grand Hotel faces significant challenges related to wages and working conditions. As reported by Radin (2024), the recent strike at the L.A. Grand Hotel, led by Unite Here Local 11, focused on greater staffing and higher salaries. Ana Pineda, an experienced hotel housekeeper, was among the protesters, underlining the physical demands of their jobs and the need for long-term working conditions. The walkout highlighted bigger issues in the hotel business, such as fair wages and working conditions. It also highlighted reported incidents of violence on strike lines and advocated for changes to minimum wage rules (Radin, 2024). This collaborative action is part of a bigger movement calling for equitable treatment and greater worker rights.
[bookmark: _Toc167994292]Background Of the Consultancy Firm
Elite Hospitality Solutions, a consultancy firm, specialises in providing strategic guidance and operational help to hotels facing severe issues. With more than 20 years of experience in the hospitality business, we've helped hotels improve operational efficiency, employee happiness, and profitability. Our team of professionals uses a range of analytical methods and frameworks, including PESTEL, SWOT, and TOWS, to provide comprehensive solutions that are suited to each client's specific requirements. We provide actionable insights and practical solutions that generate long-term growth and success for our clients in the highly competitive hotel business by using our broad industry expertise and experience.
[bookmark: _Toc167994293]Theoretical Frameworks
We used various well-established frameworks to assess the challenges at the LA Grand Hotel. The PESTEL research assisted in identifying external elements impacting the hotel, such as political, economic, social, technological, environmental, and legal effects (Pirnar, Cultural and Eriş, 2019). The SWOT analysis outlined the hotel's internal strengths and weaknesses, as well as exterior opportunities and threats (Pirnar, Kurtural and Eriş, 2019). Following that, the TOWS matrix was utilized to generate strategic choices that capitalized on the hotel's strengths and opportunities while minimizing its weaknesses and dangers (Minsky and Aron, 2021). These frameworks facilitated a full and methodical evaluation of the challenges at hand, guiding the development of realistic and effective suggestions.
[bookmark: _Toc167994294]Analysis of The Case
The workers' strike at the LA Grand Hotel brings to light several serious issues affecting the hotel's operations, reputation, and financial performance. Workers' key issues include insufficient staffing, low wages, unsafe working conditions, and violence on picket lines. This analysis expands on these issues by utilizing data and assertions from the attached document to support the examination.
[bookmark: _Toc167994295]Issues Affecting the Hotel
1. Insufficient staffing and workload
Hotel employees have stated that existing staffing levels are inadequate, resulting in excessive workloads and burnout (Singh, 2023). This is especially difficult in the housekeeping area, where personnel are expected to maintain high levels of cleanliness and client satisfaction. (Meetei and Singh, 2019). For example, Ana Pineda, a housekeeper at the hotel for 17 years, stressed the hardship of their job and the need for greater staffing numbers to make it sustainable (Radin, 2024). Inadequate staffing not only reduces the quality of service provided to customers but also adds to high employee turnover and burnout, compounding the staffing problem.
2. Low wages
Workers are demanding salary hikes to keep up with the rising cost of living in Los Angeles. Current pay is insufficient to support basic living needs, putting employees under financial duress and negatively impacting morale and productivity (Radin, 2024; Singh, 2023). This is consistent with Guzman's (2024) report that Lennox has a problem with housing affordability – 72% of households are renters, and almost 60% of them have trouble paying their rent and are considering moving out. Furthermore, Unite Here Local 11 has been vocal about the need for greater wages, pointing out the enormous disparity between present earnings and the cost of housing in Los Angeles (Radin, 2024). According to Phuong and Vinh (2020), financial hardship on staff can result in decreased job satisfaction and a lower quality of life, affecting their performance and the overall service quality of the hotel.
3. Unsafe working conditions
Workers have reported violence and unsafe working conditions, stating that city-hired hotel security staff used excessive force on picket lines (Radin, 2024). The workers are requesting that the city address the violence and provide a safer work environment (Radin, 2024). The hotel's participation in hosting vulnerable persons under Mayor Karen Bass' Inside Safe project has created new safety challenges for workers (Radin, 2024). Most studies (Jung, Lim and Chi, 2020; Sovold et al., 2021) agree that unsafe settings can cause workers to experience increased stress and worry, which can influence their mental and physical health, as well as their ability to execute their responsibilities efficiently. Therefore, there is an urgent need to address these working conditions to promote the overall health and well-being of the workers to enhance their efficiency. 
4. Reputation and financial impact
The protracted strike and unfavourable press have harmed the hotel's reputation. Public perception is critical in the hospitality industry, and unfavourable media coverage can lead to a drop in reservations and income, compounding the hotel's financial problems (Drus and Khalid, 2019). The hotel's public image has been negatively impacted by the strike, its engagement in the Inside Safe campaign, and legal troubles with its management business, Shen Zhen New World LLC (Radin, 2024). For instance, Radin (2024) reported that in 2023, the firm was fined $4 million for bribing a city council member with more than $1 million to clear similar allegations of poor working conditions. This poor reputation may repel potential guests and business partners, resulting in a drop in revenue and financial instability.
[bookmark: _Toc167994296]PESTEL Analysis
Henry (2021) acknowledged the significance of the PESTEL model in understanding the external threats and opportunities influencing an organization. In this case, A PESTEL analysis, which focuses on the economic, social, technological, environmental, and Legal aspects, offers thorough insights into the outside variables affecting a hotel's operations.  The table below captures these external factors
	Factor 
	Analysis

	Political 
	· The hotel operations are governed by labour laws and regulations (such as L.A.’s Senate Bill 616 on wages, safety, and equity) (City of Los Angeles, 2024). 
· The Hotel's participation in "Inside Safe" demonstrates its political clout outside the law (Radin, 2024).
· Elected politicians, such as Deputy Mayor Seidl, emphasize their political dedication to workers and people (Radin, 2024).
· The hotel's labour practices are shaped by a combination of political ambitions and legal obligations.

	Economic 

	· Rising living costs in LA lead to higher wage demands from hotel staff, impacting payroll (Guzman, 2024).
· LA's housing shortage forces hotel workers to seek higher wages to afford living expenses (Radin, 2024). 
· A broader economy (inflation, unemployment, spending) affects hotel pricing, occupancy, and finances (Dogru et al., 2020).
· Wage increases are crucial for retaining staff, reducing turnover and improving hotel operations.

	Social 

	· If customers learn about bad labour practices such as unsafe working conditions and inadequate wages, the hotel's reputation suffers (Andrade, Miller and Westover, 2020).
· Social projects that benefit the community, such as housing for the vulnerable, enhance the hotel's image (Loehr et al., 2021).
· Supporting social issues such as homelessness attracts clients who care about those causes (Arihant Experts, 2021).
· Happy staff who are well-treated and adequately compensated work harder and contribute to the hotel's success (Arihant Experts, 2021).

	Technological 

	· Implementing cutting-edge security systems addresses safety concerns and protects both employees and guests (Arihant Experts, 2021).
· Automation and digital technologies cut operational expenses while increasing customer satisfaction (Arihant Experts, 2021).
· The use of technology in training and development programs can improve staff skills and knowledge, resulting in higher service quality and operational excellence (CIPD, 2017).

	Environmental 

	· Sustainability strategies and environmental implications of the hotel business (Arihant Experts, 2021).
· Cleanliness/sanitary issues if understaffed during the strike (Radin, 2024).
· The case cites violence against workers on strike lines, indicating a potentially dangerous work environment (Radin, 2024; Singh, 2023).

	Legal 

	· 
· The LA’s minimum wage law of $17.27 per hour may affect the strike (DCBA, 2024)
· Compliance with labour regulations prevents penalties and lawsuits, encourages healthy employee relations, and ensures operational security.
· Shen Zhen New World LLC's $4 million fine demonstrates how unethical behaviour harms reputation and stability (Radin, 2024).
· Legal audits reduce risks, ensure compliance, and improve hotel operational security by avoiding legal issues.


 
[bookmark: _Toc167994297]SWOT Analysis
As indicated earlier on, a SWOT analysis was conducted to assess the internal environment's strengths, and weaknesses, and use opportunities to counter the threats (Arihant Experts, 2021). This can inform future strategies to overcome strike incidences. The table below gives a full insight into the internal environment.
	Strengths
· LA Grand Hotel has a strong brand image which places the facility at a competitive edge in terms of workforce attraction, customer satisfaction and loyalty (Šerić and Gil-Saura, 2019)
· Its robust presence and structures confer the advantages of better bargaining power in unions
· Part of a larger and more established hotel brand, with access to additional resources and marketing strength (Radin, 2024).
· Partnership with the city's Inside Safe program generates continuous revenue while also providing homes (Radin, 2024).
· Before the strike, the workforce was experienced, knowledgeable about hotel operations, and trained in customer service (Radin, 2024).
	Weaknesses 
· Significant staffing shortages have resulted in overworked employees struggling to meet service requirements (Radin, 2024).
· During the strike, it was unable to thoroughly clean rooms and provide expected amenities due to the limited crew (Radin, 2024).
· Workers believe that current wage and benefit packages are unsustainable and uncompetitive.
· A strained relationship exists with the Unite Here Local 11 union, which represents hospitality workers on strike.
· Recent legal difficulties, including a $4 million fine against the owner for bribery, have tarnished his reputation (Radin, 2024).
· Hotel picketers claim they have experienced physical assaults and wrongful terminations throughout their months-long campaign (Heatherington, 2024).

	Opportunities
· Resolving the labour conflict can result in full workforce levels and service capabilities (Amsler, Martinez and Smith, 2020).
· To be more competitive in the market, raise pay and provide additional benefits (Baron and Armstrong, 2007).
· Improving company policies and treatment of employees to increase satisfaction among workers (Brooks, 2021).
· -	Improving reputation by extending involvement with the city's Inside Safe homelessness campaign (Smith, 2023).
	Threats 
· Hotel operations and revenues are being further disrupted by an ongoing labour strike that may intensify (KABC – Los Angeles, 2024).
· If claims of violence against striking workers are verified, there may be legal repercussions and fines under the Fair Employment and Housing Act (FEHA), California (State of California, 2024).
· Severe harm to one's reputation as a result of unfavourable press around the labour conflict (Giebels and Janssen, 2020).
· High turnover and trouble hiring new employees should the conflict is not settled (Kurniawaty, Ramly and Ramlawati, 2019).
· -	Financial strain brought on by increased labour costs as a result of strike demands and fines from the law.



[bookmark: _Toc167994298]TOWS Analysis
TOWS analysis, which takes SWOT to the next level, assists businesses in developing plans that take into account both internal and external issues (University of Hertfordshire, 2022). It is a versatile tool that may be used throughout your entire organization, a single department, or even a small team.
	Factor 
	Analysis

	S-O strategies (strengths-opportunities)

	· Use the hotel's established reputation to attract new talent and enhance staffing levels by emphasizing its engagement in social projects and varied variety of offerings.
· Participating in community programs, such as improving living circumstances for the impoverished, can help the hotel's social responsibility image (Sotomayor, Ventes, and Gronau, 2021).
· Leverage experienced staff expertise to improve operations, foster a healthy work atmosphere, and apply sustainable practices for a win-win situation.

	W-O Strategies (Weaknesses-Opportunities)
	· Increase pays and benefits (health insurance, retirement) to compete for top personnel (Boudreaux 2020).
· Revamp the work culture. Address strike issues by improving staffing, procedures, and employee treatment (Galvin, 2019).
· Invest on employee development to retain productive staff, offer training and career advancement opportunities.

	S-T Strategies (Strengths-Threats)
	· Negotiate a settlement with the union, Unite Here Local 11, to promptly end the strike (McShane, 2023).
· To avoid legal issues, prioritize safety by providing comprehensive security training (Tamers et al., 2020).
· Use its strong brand to combat unfavourable publicity from the strike (Northstar Travel Media LLC, 2024).

	W-T Strategies (Weaknesses-Threats)
	· Should the strike persist, employing temporary workers can help to keep basic services running (Morgan and Pulignano, 2020).
· To compensate for expected salary rises from the strike, the hotel can cut spending in other areas (Lundy and Cowling, 2020).
· Exploring revenue streams outside of the Inside Safe program can help to reduce the financial risk associated with the labour conflict (Whittington et al., 2020).



[bookmark: _Toc167994299]Recommendations and Change Management
[bookmark: _Toc167994300]Section Overview
The LA Grand Hotel is facing substantial operational issues as a result of an ongoing labour strike, which is centred on demands for higher compensation, better working conditions, and greater staffing (KABC – Los Angeles, 2024; Radin, 2024). Addressing these challenges is critical for restoring operational stability and improving the hotel's reputation (Collins, 2021). This section makes specific recommendations for resolving the present labour dispute and explains change management measures to guarantee a seamless transition. We hope to promote a cooperative climate among hotel management, local officials, and union representatives, ensuring that employees' problems are addressed thoroughly and sustainably.
[bookmark: _Toc167994301]Recommendations
1. Increase staffing levels
The LA Grand Hotel should engage with the city and Shen Zhen New World LLC to reduce the excessive strain on current employees to enhance workforce levels. Overburdened personnel are more likely to experience burnout, which can result in decreased productivity, increased absenteeism, and lower job satisfaction (Mukendi, 2024). Hiring more personnel allows the hotel to more equally share responsibilities, lowering employee stress and weariness. This strategy will not only improve working conditions but also service quality, ensuring that guests receive the high level of service they demand. According to Mukwevho, Nesamvuni, and Roberson (2020), understaffing in the hospitality industry has been linked to increased turnover rates, highlighting the need for proper staffing to retain talented personnel and maintain service excellence. Increased staffing is a strategic investment.
2. Enhance wages and benefits
The cost of living in Los Angeles has been continuously rising, making it increasingly difficult for hotel employees to survive on existing earnings. To remedy this issue, the city and hotel management should work together to raise pay to a level that matches employees' economic realities. According to the MIT Living Wage Calculator, a single adult in Los Angeles with 3 children has a living wage of $82.05, which is significantly higher than the minimum wage ($16.00) (MIT, 2024). In addition to compensation increases, the hotel should provide complete benefits, such as inexpensive health insurance and strong pension schemes. A study by Mark, Gurley and Reiley (2023) noted that beyond salary increases, the union demands guaranteed staffing, automatic digital tipping, and the continuation of their strong health and pension programs among hotel workers in LA. Increasing pay and benefits is likely to lead to higher employee satisfaction, lower turnover, and increased loyalty, all of which are critical for keeping a stable and seasoned workforce.
3. Improve worker safety
Worker safety is a major concern, especially in light of recent instances of violence against picket-line workers (Mossburg, 2023). The city should thoroughly investigate these complaints and guarantee that all hotel security personnel receive sufficient training and are held accountable for their behaviour. Training programs should focus on de-escalation strategies and courteous interaction with both employees and guests. Implementing tight safety rules and conducting frequent safety audits can help to create a safe working environment and reduce the chance of employee injury (Lundy and Cowling, 2020). A safe workplace not only protects employees but also increases morale and productivity. Ensuring the safety of hotel employees is critical for creating a happy and secure work environment, which improves overall operating efficiency.
4. Implement transparent and ethical business practices
Given Shen Zhen New World's recent legal troubles, committing to transparent and ethical business procedures is critical to restoring trust with both employees and the general public. This may entail conducting regular audits to guarantee compliance with legal requirements and ethical guidelines as recommended by CIPD guidelines (Bosley, 2022). Clear communication with employees about business procedures and choices can increase trust and transparency (Bosley, 2022). Adhering to ethical standards and demonstrating accountability can boost the hotel's public image while mitigating the risks associated with legal infractions. According to research, transparency in corporate operations increases employee trust and engagement, both of which are crucial to organizational success (Brooks, 2021). By adopting ethical business practices, the LA Grand Hotel can improve its reputation and foster better relationships with its employees and the community.
5. Establish a task force for continuous dialogue
Creating a task group comprised of city officials, hotel management, and union representatives can help to encourage continual communication and negotiation, allowing workers' problems to be addressed immediately. Based on a previous study (Santos, Yip and Morales, 2023), this task force would serve as a forum for constant communication, allowing all stakeholders to work together to identify solutions to developing difficulties. Regular meetings and open lines of communication can help to avoid misunderstandings and promote cooperation (Whittington et al., 2020). The task team should also oversee the execution of agreed-upon measures to ensure accountability and openness. Continuous discussion is essential for sustaining industrial unity and preventing future issues from turning into strikes. By forming a task group, the hotel can demonstrate its commitment to resolving employee complaints and fostering a more collaborative working culture.
[bookmark: _Toc167994302]Change management practices and procedures
a) [bookmark: _Toc167994303]SMART Objectives and Open Communication 
Effective change management is critical to the successful implementation of these ideas. This comprises numerous critical components that promote a smooth transition and high levels of engagement among all stakeholders. According to Lauer (2021), effective change management begins with clear goals (SMART objectives) and open communication with employees.  This entails communicating the reasons for change, the expected outcomes, and individual responsibilities (Lauer, 2021). Regular meetings, reports, and open communication channels, such as an open-door policy, can all contribute to reducing resistance and ensuring that everyone understands the benefits.
b) [bookmark: _Toc167994304]Involving Employees in The Decision-Making Process 
The second strategy is inclusive decision-making to drive change. Landry (2020) noted that involving employees in decision-making promotes a sense of responsibility and accountability. When employees participate in the planning and implementation phases, they are more likely to support and commit to the change (Lauer, 2021). Workshops, brainstorming sessions, and feedback surveys can all help to increase involvement. By incorporating their feedback and resolving their concerns, management may modify change projects to better meet the workforce's requirements and expectations, boosting the likelihood of successful adoption.
c) [bookmark: _Toc167994305]Assisting In the Transition 
Change can be difficult, so providing enough assistance during the transition is critical for preserving morale and productivity. This assistance can take many forms, including training programs, counselling services, and clear guidance from leadership. Training programs guarantee that staff possess the essential skills and knowledge to adapt to changing procedures and technology. Counselling services can help alleviate any anxiety or reluctance to change by providing a forum for employees to express their problems and seek help. Leadership is essential at this period because it models positive conduct, encourages others, and demonstrates a commitment to change.
d) [bookmark: _Toc167994306]Application of Model: Lewin’s Three-Step Process
Kurt Lewin's three-step change management process (Unfreeze, Change, and Refreeze) offers a disciplined strategy for executing change (Sorensen, 2023). The first step, Unfreeze, entails getting the company to acknowledge that change is required, which includes challenging the status quo and crafting a convincing narrative about the need for transformation (Sorensen, 2023). This stage frequently necessitates breaking down previous mindsets and cultivating an openness for change.
The second step, Change, is the implementation phase during which the organization begins to transition from its existing state to its intended state (Channell, 2021). This phase is the real shift, during which new behaviours, procedures, and ways of thinking are adopted (Channell, 2021). Providing support and training during this time is critical to assisting staff in navigating the transition.
The third step, Refreeze, is intended to solidify the new state after the change has been implemented (Channell, 2021). This entails promoting new behaviours and processes so that they become part of the organizational culture. Most reports (Channell, 2021; Sorensen, 2023) indicate that continuous support, feedback methods, and recognition of efforts are required during this period to ensure the change is sustainable.
[bookmark: _Toc167994307]Measuring Success
To guarantee that the modifications implemented are effective, unambiguous metrics and key performance indicators (KPIs) must be established. These indicators should be consistent with the hotel's strategic goals and provide an overall picture of the impact of the modifications. The metrics below can be used to measure success:
1. Employee satisfaction and engagement
· Regular surveys and feedback channels can measure staff satisfaction and engagement (Fleenor, Taylor and Chappelow, 2020). High levels of satisfaction and engagement show that adjustments in staffing, salaries, and working conditions have been successfully implemented.
1. Employee safety and firm ethical compliance
· Regular safety audits and compliance checks can measure adherence to safety protocols and ethical standards (Kuo et al., 2020). A decrease in safety incidents and compliance violations indicates a successful focus on worker safety and ethical business practices.
1. Staff retention and turnover rates
· Monitoring staff retention rates and examining reasons for voluntary turnover can indicate whether the changes have effectively addressed concerns related to working conditions and compensation (Hom, Allen and Griffeth, 2019). Improved retention rates and reduced turnover can be interpreted as positive indicators of the changes' success.
1. Operational efficiency
· According to Kim and Chung (2020), key measures including average check-in and check-out times, room turnover rates, and service delivery times can be used to assess operational efficiency. Improvements in these indicators show that improvements were successfully implemented.
[bookmark: _Toc167994308]Potential Benefits
Successful implementation of these recommendations can yield novel benefits herein discussed in this section. 
1. Improved wages, living standards and less strikes
· MIT Living Wage Calculator, noted a living wage of $82.05 in Los Angeles, higher than the minimum wage ($16.00) (MIT, 2024). This is one of the major causes of stress. Increasing pay can increase purchase power among residents thereby de-escalating incidents of strikes.
1. Increased employee morale and productivity.
· The hotel can cultivate a more positive environment for staff by attending to issues with pay, benefits, and working conditions (He, Morrison and Zhang, 2019). Employee motivation is likely to be higher when they feel appreciated, supported, and paid properly.
1. Decreased expenses and operational disruptions
· Settling the labour issue and averting further strikes, the hotel will be able to run at full capacity and maintain steady service standards with fewer operational interruptions (Raines, 2020). This may result in higher occupancy rates, more sources of income, and lower expenses related to hiring temporary workers or repairing reputational harm.
1. A favourable public perception 
· Rebuilding confidence with staff, visitors, and the general public can be achieved through a commitment to moral corporate conduct and open operations (Chen and Liu, 2022). A hotel's reputation in the industry can be enhanced and its guest base increased with a positive public image.
[bookmark: _Toc167994309]Cost Considerations
Implementing these ideas requires numerous financial investments:
· Recruitment fees: Include costs to cover advertising, interviews, and onboarding for new or specialized employees (Esposito, Leamer and Nickelsburg, 2021).
· Wage increases: Are necessary to attract and retain skilled individuals and maintain competitiveness in the employment market (Esposito, Leamer and Nickelsburg, 2021).
· Safety equipment:  Cost for purchasing and maintaining safety equipment to meet standards and protect employees and customers.
· Training programs: Investing in personnel knowledge and abilities to adapt to new procedures and technologies.
These costs should be viewed as strategic investments, balanced against potential benefits:
· Improved operational efficiency: Reduces waste and streamlines processes, leading to cost savings.
· Increased revenue: Enhanced service quality and customer satisfaction can drive business growth. Satisfied customers are more likely to return and recommend the business to others (Arihant Experts, 2021).
Balancing these expenses against the long-term gains is crucial for us. As a result, most of these expenses are captured in the action plan table below. 
[bookmark: _Toc167994310]Action Plan of the Hotel
This action plan is a strategic roadmap that outlines detailed stages, deadlines, and responsibilities for achieving a goal and solving labour issues in the firm.
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Cost (£)

	Insufficient Staffing and Workload
	Recruit more housekeepers and optimize scheduling to better balance duties. Hiring contract workers might help manage high demand during peak periods (Mukendi, 2024). This technique assures consistent service quality and reduces employee burnout.
.
	Reduce employee fatigue, and burnout, boost job satisfaction, and maintain high standards of cleanliness and guest satisfaction with effective staffing and scheduling tactics. This can translate to greater success. 

	Immediate recruitment efforts with ongoing scheduling adjustments.
	Ongoing with annual review
	£12,000

	Low Wages
	To ensure equitable compensation, conduct a wage review, raise wages to reflect Los Angeles's rising cost of living (Boudreaux, 2020), and put in place an open compensation structure with frequent evaluations.

	Three benefits of effective change management: higher employee morale, lower costs related to low performance and boycott, and better productivity.
	Complete wage review within 1 month and implement changes within 2 months.
	September 2024
	£13,000

	Unsafe Working Conditions
	Upgrade security protocols and educate employees on nonviolent approaches to conflict resolution (Mossburg, 2023). Implement enhanced safety precautions for workers who work with vulnerable residents, including laws that protect employees from unfair treatments
	A substantial decrease in violent events can be attained by giving priority to creating a safer work environment. As a result, employee well-being and general job satisfaction will increase.
	Immediate review of safety protocols and training sessions.
	Within 2 months, to complete November 2024
	£9,000

	Reputation and Financial Impact
	Launch a PR campaign that will fix the hotel's damaged reputation. Emphasize the improvements and our dedication to the welfare of our workers. Launch alluring deals as well to draw in more customers and reservations.
	Implemented sustainability measures, improved visitor experiences through personalized services, and provided proper staff training, all supported by infrequent strikes and steady corporate operations.

	Begin the PR campaign immediately and offer promotions over the next 6 months.
	Ongoing, with initial impact within 6 months, anticipated review in June 2025
	£15,000


[bookmark: _Toc167994311]Conclusions
This comprehensive investigation provides an in-depth overview of the current labour issue and ongoing strike action at the LA Grand Hotel. The investigation has pinpointed several fundamental issues serving as the root causes, including critically insufficient staffing levels across multiple operational roles, resulting in excessive workloads, compensation and benefits packages deemed woefully inadequate and failure to keep pace with the region's soaring cost of living, legitimate concerns surrounding worker safety, and allegations of violence perpetrated against striking staff, a severely strained and adverse A meticulously organized collection of multifaceted proposals has been systematically provided to handle this constellation of interrelated problems logically and effectively. Each recommendation exactly targets one or more of the identified key difficulties.
While many proposals surfaced, only a small number were chosen for their practicality and capacity to deal with particular issues. To start, this report suggested adding more employees to jobs such as front desk and housekeeping to lessen the high workloads that led to the walkout. The second is raising pay rates and benefit packages to reflect the rising cost of living, including retirement plans and reasonably priced health insurance. Additionally, looking into claims of aggression against striking employees, putting strong safety measures in place, and properly training security staff. In addition, a collaborative task force involving the union, management, and city officials should be formed to promote continuous communication and expeditiously address new challenges. To regain confidence, it is imperative to prioritize ethical and transparent corporate operations through whistleblower protections, legal observance, and audits.
Implementing these recommendations will necessitate an effective change management plan that uses Lewin's 3-Step Model to unfreeze the current situation, transition to new practices, and finally reinforce them until they are established in the organizational culture. Continuous communication, training, and celebrating milestones will be critical.
To assess success, a detailed evaluation plan was developed, which tracked indicators such as employee happiness, staff retention, service quality, occupancy/revenue, safety events, and the task force's efficacy. This data-driven strategy will enable changes to maximize good outcomes.
The potential benefits of effectively resolving this disagreement are considerable, including increased productivity and morale, fewer disruptions and costs, greater reputation and community ties, regulatory compliance, and better talent attraction and retention. While some initial investments will be required for staffing, training, and legal fees, these should be balanced against the anticipated long-term financial and reputational benefits.
In summary, this consultation report provides a comprehensive path for the LA Grand Hotel to overcome its current difficulties by addressing long-standing labour concerns such as staffing, remuneration, safety, and working standards. Implementing these guidelines provides an opportunity to turn the hotel into a more ethical, socially responsible firm that values its employees while safeguarding its business interests. Collaboration among all parties will be necessary.
We kindly thank the leadership of the LA Grand Hotel for this opportunity. Our consulting team is sure that, if followed correctly, the strategies mentioned would fix the immediate labour situation while establishing the hotel for long-term success and setting a good example for the hospitality sector.
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