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Executive summary:
This report has been based on the problems and issues faced by the Greenbrier hotel of USA in the operations department. The Greenbrier hotel is based in USA and located specifically in West Virginia and it is known for having a rich historical significance and its prime location. The first section of the report has portrayed the introduction of the hotel and additional details related to the report to address the issues. the introduction session has portrayed that this hotel has always been at the forefront through its unique offerings and wide range of amenities.  The establishment of this hotel was in 1778 and it is currently facing a plethora of issues due to external and internal factors of the business. Firstly, the external factors have been analysed using the PESTLE analysis which uses six parameters such as political, economic, social, technological, legal, and environmental which can impact the business. In case of the political issue the Brexit and stringent US visa regulations were identified as the top contributor to the challenges. For example, the increasing rate of inflation resulted into the low purchasing power of the consumers. It further reduced the demand for this hotel by the tourists and the visitors. Apart from that, the increasing labour wage in the USA is further creating a financial burden on the hotels. has been identified another key reason behind the problems. The social factors also identified the preferences of purchasing behaviour of the consumer such as concern for the sustainability, low budget hotels along with the preferences for the customised and personalised services were identified as the shaping factors behind the issues. The technological factors have identified all the resistance a faced from the employees due to implementation of the technological advancements in the service delivery process. The advancements which have been identified in this report are the AI based automation advanced robotics along with the predictive analysis, and the block chain technology. The huge cost of implementation and the resistance form the staffs in the context of this hotel have been identified as the key challenges. Apart from that, the legal factors are identified too which included the increase in the corporation tax, complex stages of obtaining permits and licenses along with the minimum wage law. On the other hand, the environmental factors under the PESTLE framework included addressing the community and environmental issues while maintaining the profitability at the same time. Since the brand needs to portray its image as one of the socially most responsible hotels of USA, the environmental factors further involve the process of emission control and incorporation of the sustainable features in the hotel rooms in the Greenbrier hotel. The next section has represented a SWOT analysis to portray the strengths, weaknesses, opportunities, and threats faced by this hotel. The strengths identified were the Rich heritage and the glorious history, Wide range of accommodation and service offerings, Brand awareness and recognition in USA and the Prime location at the middle of the Allegheny mountains. While the weaknesses have been identified as the changing consumer preferences, sustainability, technological development, and employee resistance. Apart from that, the incorporation of advanced technology, sustainable measure along with the Bundling or packages services formulation are identified as the opportunities while the Strong competitive hotels, Inflation, changing consumer preferences and Cyberattacks have been identified as some of the threats. Therefore, three recommendations have been provided based on the results obtained from both the analysis. The first recommendation revolved around the Incorporation of technological advancements and developments. The process of incorporating AI has been aligned though the Lewin’s model containing three phases: freeze , change and unfreeze. On other hand, each of the stages have been described and aligned with the organisational context of The Greenbrier hotel where technological changes are recommended to be implemented. the second recommendation revolved around the Incorporation of sustainable measures. It included several stages such as renovating the hotel rooms to make those sustainable and eco-friendly. Apart from that, obtaining certification and usage of sustainable electric transports are some of the measures associated with these recommendations. The final recommendations have portrayed the launching bundled services or packages to meet the consumer preferences which will be suitable to their expectations of low budget, customisable offerings along with the autonomy to choose the service. The measurement parameters were also identified to evaluate the effectiveness of the change and the strategies. For example, the employee feedbacks, sales and revenue and the increased consumer satisfaction have been identified as the key parameters to evaluate the results. The report has further depicted about the cost associated with the recommendations along with the action plan. Finally, the entire report was summarised under the conclusion section.
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This report will be based on The Greenbrier resort, which is situated in the USA. The report will aim to discuss various issues that are faced by this hotel in its operations and service delivery department, which are caused by both internal and external influencing factors. The Greenbrier resort in USA has a rich historical significance. It served as an internment and bunker location for the US troops and as a general hospital (NPS, 2023). It has still maintained that heritage and now it  serves as a natural healing oasis and a place where the guests can seek retreat and peace through the mineral springs that have natural healing properties (The Greenbrier, 2024).The hotel was opened in 1778, and since its inception, it has maintained its quality offerings and never failed to ensure consumer satisfaction with its premium quality of food and services. The Greenbrier hotel has always tried to stay relevant to the latest technological development but faced several problems in adopting the technological changes despite having a strong infrastructure. There are almost 710 signature resort rooms in this hotel including the guest rooms, Windsor club rooms and suites along with the historic rooms and cottages (The Greenbrier, 2024). The majestic view of the Allegheny mountains with vast pristine grounds and springs are the key attraction for the guests and tourists who are visiting and staying in this hotel from all over the world. The best feature of their offering is this hotel addresses the needs and expectations of people from all age groups and every stratum. There is an adventure zone which specially caters to the kids between the age of 3 to 10 and engages them in various playful activities to provide them with a joyous experience (The Greenbrier, 2024). On the other hand, most of the revenue is generated from the rooms in front of the mountains and springs which also acts as the USP of this hotel. When it comes to brand awareness. The brand recognition and brand awareness of this hotel is also significant. The Greenbrier hotel has been positioned as the one of the four finalist hotels in the content of most Instagrammable hotels in the world (WVNS, 2024). This was a direct result of the brand offerings and rich heritage associated with this hotel. However, the brand is struggling with a few issues in the USA, which are caused by internal and external factors in the marketing environment. For example, the changing consumer preferences are one of the key reasons behind the challenges faced by The Greenbrier hotel. On the other hand, technological advancements such as the incorporation of AI and automation in the business process are further some of the problems or issues faced by this hotel. Even though technological advancements or development are shaping the reforms in the hospitality industry by improving the efficiency of the process, there are human and infrastructural barriers which are being faced by the contemporary hotels. There are some other economic and political factors adding to the issues and problems currently faced by The Greenbrier Hotel. However, this report will make effective use of the PESTLE analysis and SWOT analysis to detect the problems and evaluate their impacts on this hotel. PESTLE analysis includes political, economic, social, technological, legal, and environmental (Christodoulou & Cullinane, 2019). On the other hand, the analysis will further help this hotel to identify the risks and opportunities present in the external marketing environment. However, the report will also make use of the SWOT analysis to identify the strengths, weaknesses, opportunities, and threats of the organisation. SWOT analysis is a strategic analysis tool to perform the internal analysis of a business (Teoli et al., 2019). However, the problems identified in this report would be addressed effectively through an action plan and relevant recommendations. 
[bookmark: _Toc167970817]PESTLE analysis
The analysis of The Greenbrier Hotel is based on the internal and external environmental analysis of this hotel. To analyse the external environment, the PESTLE analysis will be used in this report. The PESTLE analysis is dependent on six factors which are political, economic, social, technological, legal, and environmental factors (Eierle, 2022). The PESTLE analysis of The Greenbrier Hotel is portrayed below:
Political factors:
Brexit adversely impacted the hospitality industry of the USA, and the Greenbrier Hotel was no exception. Brexit was signified by the exit of the UK from the European Union, which brought several changes in the legislation and policies of the UK government (Fabbrini, 2020).  Firstly, the hotel served a huge number of UK tourists, and Brexit caused a restriction on the flow of UK tourists to the USA due to the harmonious relationship between the USA and the EU. These two entities share common interests in various sectors, starting from technology to international trade. Apart from that, there have been major changes in the visa rules of the USA, and the visa rules are more stringent than before due to the complexities of obtaining a visa. For example, the US evaluates the social media details of travellers or visa applicants to verify their activities in the past five years (BBC, 2019). The government of Joe Biden has increased the hotel bed tax to 5.5 per cent, up from 2 per cent (NBC News, 2023). It has further increased the cost of stay for the tourists and made them less inclined to visit the country. On the other hand, the USA has strict sales tax rules that do not refund any sales tax to tourists, which further makes the visit to the USA quite expensive.
Economic factors:
The economic factors include the rate of inflation, tax, the condition of the financial market, and the purchasing power of the people. The increasing rate of inflation further reduced the purchasing power of the people, and they avoided opting for luxury products and services such as restaurants and hotels. The increasing rate of inflation has reached 3.5 per cent in the USA, and the wage rate also increased by 4.7 per cent (Statista, 2024). Therefore, the increasing rate of inflation further affected the demand for this hotel. The increasing wages of the labourers and the staff further created a financial burden for The Greenbrier Hotel in the USA. The rate of corporation tax has also increased to 28 per cent from 21 per cent (The New York Times, 2024).
On the other hand, the fluctuations in currency rates are also impacting the demand for tourist destinations (Vanhove, 2022). However, the Covid 19 has also caused a decrease in the occupancy rate of US hotels. The hospitality and tourism sectors are one of the largest contributors to the US economy. As a result of the Covid 19 pandemic, the contribution decreased by 41 percent in the US economy (WTTC, 2021). 
Social factors:
The social factors will include consumer preferences and the behaviour of the consumers, along with their habits and values or beliefs, which can influence their buying behaviour. Due to lowered purchasing power, the low to mid-range hotels are at the peak of the demand by the consumers. Apart from that, consumers from all over the world are becoming environment-friendly and conscious about climate change nowadays (Modi & Pathania, 2021). It is further reflected through their preferences for sustainable products and services along with the business with sustainable operations and practices. Therefore, it is further shaping their preferences and making them inclined towards the sustainable accommodations. On the other hand, customisation and personalisation are some of the key criteria in terms of the foods and services when it comes to changing consumer preferences. It makes them feel valued and appreciated by the hotels and provides them with a royal feeling of satisfaction. For example, 43 per cent of US consumers want soundproof window panes to make their stay experience uninterrupted (Mintel, 2023). Apart from that, the combined or package services that come in a collaboration are being preferred by the consumers since they cost less than the individual packages. It should also be followed by the Greenbrier Hotel.  On the other hand, providing autonomy to the guests about the service they want to opt for is another key factor that is challenging this industry and the Greenbrier Hotel. For example, contemporary guests want to take control of the room location, room spa, and wellness, along with late check-outs. 
Technological factors:
The technological factors include the latest technological developments and the advancement in the technology that shapes the growth and development of an industry. There are several of the latest technological advancements that are being used in the hospitality industry. For example, process automation, which is driven by AI, can improve the efficiency of the process and reduce human error (Syed et al., 2020). In the case of hotels, consumer satisfaction is one of the most important aspects of hotel performance, and it is enhanced through process automation (Bi et al., 2020). The automated check-in and check-outs, along with the automated payment, are some of the features introduced by the technology. Apart from that, the service provided by the robots, such as delivering food, housekeeping, and laundry, is also transforming the service delivery in the hotel and hospitality industry (Chi et al., 2020). On the other hand, predictive analysis and blockchain technology are further assisting the process through the management of sudden risks and threats in the external environment. However, the implementation of technology involves huge costs. It is creating a financial burden for Greenbrier Hotel. Employees also tend to resist technological changes as they come out of their comfort zone and are uncertain (Hubbart, 2023). On the other hand, the data privacy issue is also prevalent among consumers (Lee & Ahmed, 2021). The Greenbrier Hotel collects the personal data of the consumers during check-ins, which is also vulnerable to cyber-attacks and creates a serious problem since consumer data should be confidential and private. Even though the investment in the hospitality sector of the USA in IT and technology was reduced during the pandemic, it rebounded to 70 per cent after the end of the Pandemic (LinkedIn, 2024). 
Legal factors:
The rules and legislation of a country encompass with legal factors. It will cover all the businesses operating within the domestic territory of the USA, including the hospitality and hotel businesses. There are several legal issues that are being faced by the Greenbrier Hotel in the context of the USA. For instance, the resort was facing state tax liens due to non-payment of tax (News and Sentinel, 2024). On the other hand, obtaining the licensing and permits to run a business in the USA also involves complex stages and processes, which is further impacting The Greenbrier Hotel.
On the other hand, the USA has specified the maximum hours of working. According to the FLSA, any work in 168 hours that extends beyond the 40-hour duration is considered overtime and illegal (OSHA Education Centre, 2024). Since hotels and hospitality are service-based industries, it makes the workers work beyond their shift times. On the other hand, this hotel is obliged to ensure adherence to the food and safety law formulated by the US government. 
Environmental factors:
The environmental factors include addressing the community and environmental issues while maintaining profitability at the same time. The Green Hotels policy formulated by the USA sets the environmental standard for lodging properties. The Green Seal of Approval supports eco-friendly tourism for hospitality facilities in the USA (US Environmental Protection Agency, 2024). However, the brand needs to portray its image as one of the socially responsible hotels in the USA by transforming the suites and incorporating sustainable elements. Apart from that, environmental factors further involve the process of emission control from the hotel vehicles, the chimneys of the central kitchen, and so on. Waste disposal should also be an important concern for this industry and the hotel. 
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The SWOT analysis of The Greenbrier hotel is portrayed below which will clearly represent the strengths, weaknesses, opportunities, and threats faced by this hotel. 
	Strengths
· Rich heritage and the glorious history
· Wide range of accommodation and quality service offerings 
· Brand awareness and recognition in USA 
· Prime location amidst the breath-taking view of Allegheny mountains and streams
· Technological infrastructure
· sustainable measures

	Weaknesses
· Changing consumer preferences towards sustainability
· Outdated and human led business process
· Employee resistance due to sudden technical changes 
· Financial constraints

	· Opportunities
· Technological advancements such as usage of AI, automation, robotics, social media and so on. 
· strengthening sustainable measures
· Bundling or packages services formulation
	· Threats
· Strong competitive hotels
· Inflation
· Sustainability concerns
· Cyberattacks



Analysis:
The above representation reflects the strategic analysis of the Greenbrier hotel brand, which further identifies its strengths, weaknesses, opportunities, and threats. The prime strength of this brand is the rich history and glorious past associated with it. The hotel was established in 1778 and it served a noble purpose during the world war as the US troops took shelter in this hotel as used it both as the bunker location and as a hospital (The Greenbrier, 2024). Apart from that, the location of this hotel is also prime, and it offers a beautiful and picturesque of the Allegheny mountains and the adjacent streams. It further attracts the guests and acts as a USP of this hotel. USP or unique selling proposition is the feature of a product or a service that sets it apart from the competitors (Dennis, 2018). This high brand awareness has also been the source of huge revenue and profit by this hotel in all these years. On the other hand, the wide range of services and food, along with the options for accommodation considering the distinct needs and preferences of the consumers, are also a key strength of this business. On the other hand, The Greenbrier hotel also have a few weaknesses. The brand's changing consumer preferences towards sustainable offerings and accommodations is a key weakness for this hotel. On the other hand, the technological development is further creating a weakness for this hotel since the employees tend to resist the technology. The employees fear the technological changes due to the uncertainty of their jobs and the fear of being replaced (McGuinness et al., 2023). Apart from that, the financial constraints are also creating problems for the Greenbrier hotel. The reason is the cost of labour and the cost of implementing the latest technology in the business process is huge (Harmon, 2019). However, there are several threats associated with this business and this industry. The competitive threats from the rivals are the biggest threat to The Greenbrier hotel. On the other hand, the increased rate of inflation and changing consumer preferences are also creating significant risks for this organisation. With the increasing number of data privacy issues and cyber-attack incidents, data privacy concerns are also a matter of concern for this hotel. However, there are several opportunities which can reduce the weaknesses and help The Greenbrier hotel to deal with the threats. The hotel can incorporate AI-based automation to improve the process and enhance consumer satisfaction. On the other hand, sustainable measures, and packages, including multiple services and food options, can be introduced. 
TOWS Matrix:	
Internal factors
	

Opportunities
	Strengths 
Technological infrastructure can be used for the development of AI based service delivery process (SO)
	Weaknesses
Changing consumer preferences can be dealt with formulating packages according to their preferences (WO)

	

Threats
	Sustainability concerns can be dealt with the improvement of the current sustainable measures (ST)
	The cyber attacks and outdated technology can be improved though the incorporation of AI technology (WT)





External
Factors
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A few recommendations would be provided to The Greenbrier hotels based on the results from the PESTLE analysis performed above and the strengths, weaknesses along with the opportunities and the threats. The recommendations for The Greenbrier hotel are portrayed below:
[bookmark: _Toc167970820]Recommendation 1: Incorporation of technological advancements and developments:
There are various technological advancements which can shape the dimensions of the hospitality and hotel businesses. Firstly, the AI-based predictive analysis is effective in detecting the potential risks and threats in the process along with the disruption in the supply chain and breakdown of the machinery (Aljohani, 2023). Apart from that, the work schedule and pattern of working for the hospitality and hotel staff is always hectic. It further causes physical fatigue and mental stress among them.  Therefore, AI-based process automation and robotics can further be incorporated into the business process and the service delivery process of The Greenbrier hotel. In addition to that, data privacy and data security can also be improved through AI since it can detect suspicious traffic in the network (Muneer et al., 2024). 
On the other hand, consumer satisfaction can be improved through various service improvements such as automated check-ins and check-outs, online payment, face recognition check-in, along with quality inspection of the food and beverages and automated housekeeping (Mustafa, 2022). However, these changes can only be implemented after a significant level of financial investment and support from the employees. The stages of implementing the technological development and the technology-induced changes will be portrayed below with the help of Lewin’s change management model. The change management model suggested by Lewin has three stages which are the Unfreeze, Change and Freeze (Ellis, 2023). The process of implementation is discussed in the context of the change management model suggested by Lewin. 
Unfreeze:
The Unfreeze stage of the process involves the need assessment and the communication of the needs for the changes (Burnes, 2014). The employees tend to resist the changes within an organisation since it involves the incorporation of major changes in the business process. Apart from that, employee resistance also results from the fear of the employees regarding being replaced by the technology or facing termination from the job. Therefore, communication is the key to preventing employee resistance (Schulz-Knappe et al., 2019). face to face communication is required from the administration and the managers regarding the needs for the changes. Both the needs and the benefits of the changes should be communicated to the employees so that they can understand the value of the technology that can further ease their workload. On the other hand, the unfreeze stage also involves the assessment of the current state of readiness to change within the organisation (Al-Maamari et al., 2018). Apart from that, the key stakeholders associated with the changes would also be identified to improve the relationship with the stakeholders (Hampel et al., 2020). The improvement of the stakeholder relationships can further make the technological implementation process easier since stakeholders can guide the change process and contribute to the adaptation of the changes through the incorporation of effective communication and training. 
The development of a visionary strategy is the next stage of the Unfreeze process. The specific goals and objectives based on the months, days and years should be set using the SMART model. The SMART model is helpful in setting goals based on the parameters that are Specific, Measurable, and Attainable, along with the relevant and time-bound (Weintraub et al., 2021). This model would further help The Greenbrier hotel to define its goals and improve the attainment of the objectives. 
Initiating the changes:
The second process of this model revolves around initiating and implementing the changes. On the other hand, this process also involves introducing the actual changes slowly in the process. Therefore, the plan of communication should be developed to communicate the SMART goals or objectives that have been set for the change implementation process. On the other hand, feedback should be obtained from the employees or staff regarding their opinions and the ideas to be implemented in the change management process. In the next stage, the training process should be designed for the employees according to their individual needs and lack of competencies. The training can be both formal and informal (CIPD, 2023). However, it would be on-the-job training since the technical knowledge is best developed while working in the process. However, the knowledge related to the fundamentals of AI and robotics can be imparted to them to ensure that they can run the automated process on their own. The training resources and financial resources should be allocated effectively to ensure optimum support and assistance in the change process. Apart from that, a leadership development programme should also be organised to make the leaders familiar with the changes (Mansaray, 2019). The leaders will be trained to exercise the transformational style of leadership to manage the workforce undergoing the technological changes in The Greenbrier hotel. Transformational leadership is suitable for change implementation since it focuses on motivating the followers by empowering them and supporting innovation (Bin Saeed et al., 2019). Leadership plays an effective role in the strategic change management (Whittington et al., 2020). On the other hand, the collaborative and participative leadership approach should also be imparted to the leaders to ensure that they are able to create an inclusive culture and encourage the active participation of all the staff in the change process (Brown, 2019). The prime goals of this stage would be to make the staff believe that technology will not replace their jobs, but will make their jobs easier by assisting them in repetitive work. 
Refreeze:
The refreeze stage involves sustaining the changes within the organisation and preventing the staff or the employees from having the tendency to return to the previous habits or work process. Firstly, continuous training and development are the key to sustaining the learning enthusiasm among the employees and sustaining the change process (Karim et al., 2019). Apart from that, an effective reward strategy can be formulated for the employees or staff in The Greenbrier hotel who are undergoing technological changes. The rewards can act as a motivating factor for the employees. It can also motivate them to sustain the changes (Ali & Anwar, 2021). On the other hand, celebration of success and team engagement can further enhance the effectiveness of change management. Engagement among the staff can be created through team lunches, potlucks, and other outdoor activities (Chakraborty & Ganguly, 2019). On the other hand, teamwork can further lead to motivation and engagement to embrace the changes among the employees, as it will make them feel like they are striving for a united goal (Biriowu & Ofurum, 2020). The Refreeze stage can further include the collection of feedback from the employees regarding the issues and challenges they face while dealing with the changes. Continuous monitoring and review should be done by the manager which can ensure effective management of the technology-induced changes (Sagaphian, 2024). 
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Sustainability is another key concern which should be addressed by The Greenbrier hotel. Greenbrier is already working towards the sustainability by reducing the environmental carbon footprint and using the SASB recommended environmental metrics (PR newswire, 2020). However, those measures are not enough considering the increasing inclination of consumers or guests towards sustainable and eco-friendly services. Therefore, a few steps can be undertaken by this hotel to address the issue. Firstly, the energy efficiency should be kept in mind while renovating the rooms. It should include SMART lights, sensors that can detect motion, energy-efficient LED bulbs, and sustainable furniture and biodegradable toiletries. On the other hand, the hotel can aim at achieving relevant certifications such as BREEAM and LEED to ensure green practices (Serrano-Baena et al., 2021). The transport used by the hotel is also responsible for emitting a significant level of GHGs and carbon due to the burning of fossil fuels. Therefore, diesel and petrol-powered cars should be replaced with electric vehicles to eliminate emissions (Todorovic & Simic, 2019). The biodiesel can also be used as an alternative to fossil fuels (Deora et al., 2022). Apart from that, the staff should be trained in ensuring sustainable and green practices, which is one of the crucial steps in implementing these recommendations. 
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To address the changing consumer preferences, the Savy Hotel can make effective use of the package system and bundle products and services along with the relevant strategies. It has been observed from the PESTLE analysis that the purchasing power of the consumers has reduced significantly, and it is further making them opt for low or medium-budget hotels. Since The Greenbrier hotel cannot reduce the price of the individual suites or the amenities considering the quality and excellence it offers, customised and personalised packages can be introduced. The consumers are preferring customised offerings now a days (Pallant et al., 2020). Firstly, the guests can be provided with the autonomy to choose the position of their rooms based on the availability without any additional cost. Apart from that, several packages can be introduced by the organisation. For example, one package can include a day tour to an eco-friendly resort along with a free lunch for the visitors at a low price. On the other hand, another package may involve a spa and meditation session along with a free subscription to their in-house fitness and wellness programme. These services can also have the provision of customisation, where the consumers can choose their services and amenities according to their preferences on a budget.
On the other hand, the bundle pricing strategy can be used in this case since it can be helpful in pricing different services or products at a lower range than their individual prices (Zhang & Zheng, 2022). Several benefits can be offered by this recommendation. Firstly, the consumers will have the autonomy to decide on the services or benefits they need. The USA consumers also being inclined towards the online booking instead of rushing to the reservation desk of the hotels and further preferring the self-served and automated breakfasts (NPR, 2024). Secondly, the reduced price would be economic for the consumers having the low purchasing power and searching for the low budget accommodation alternatives. Thirdly, the revenue and sales of The Greenbrier hotel can be improve their operational costs with the help of costumers that are taking advantage of their offers. It will further help this hotel to deal with the financial constraints.
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The results can be measured and evaluated through various parameters:
Employee feedbacks:
Employee feedback would be the most effective way to measure the impact of this process since it would be directly related to the service delivery process. Surveys and questionnaires are the best methods to collect feedback from employees (Nardi et al., 2018). The areas needing further improvement can also addressed through the analysis of the employee feedback. 
Increased sales and revenue:
The increased sales and revenue would also be an effective parameter of the progress of the change management plan and implementation of the changes. The success of the bundled packages would depend on the increased number of availing consumers and subscriber. The sales and revenues denote the organisational growth too (Agwu, 2018). 
Consumer satisfaction and awareness:
The consumer satisfaction rate is the most important parameter in the hospitality or any service-based industry (Shams et al., 2021). consumer satisfaction can be detected through the feedbacks and review collected from them (Zhao et al., 2019). Apart from that, the number of repeat guests, along with the retention in social media, can be an important indicator of consumer satisfaction. 
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The standard size of the rooms in The Greenbrier hotel in the USA is approximately 250 sq. ft. Considering the market rates, the cost associated with the recommendation of sustainable transformation of the suites in The Greenbrier hotel would be 8.000 to 12.000 USD for each square foot. There are 710 rooms in this hotel (The Greenbrier Hotel, 2024). Therefore, 2.000.000 USD would be the total cost of implementing the sustainability recommendations in all over the Greenbrier hotel. However, the desired impact associated with the recommendations outweighs the high cost associated with them. Firstly, these recommendations are expected to result in huge revenue and sales for the hotel due to increased consumer satisfaction and proper address of distinct consumer needs. Secondly, the brand image and brand recognition can be improved through the incorporation of sustainable measures, and the brand would be positioned as a socially responsible brand (Iglesias et al., 2019). Thirdly, consumer retention would also be improved along with the satisfaction of the consumers regarding the service delivery and staying experience. 
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	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Budget

	1
	Outdated business process and employee fatigue
	Incorporation of AI based automation and robotics in the service delivery process can improve the system (reis et al., 2020). 
	Enhancement of staff satisfaction and consumer satisfaction is the prime benefits offered by this solution. Apart from that, improved consumer retention and sales are also the benefits offered by the process. 
	Within next six months
	20-11-2024
	1000000 USD

	2
	Addressing the sustainability issues, emission from the vehicles and the carbon footprint concerns
	Renovating into Sustainable and eco-friendly suites and amenities along with the bio degradable products. incorporation of the sustainable practices and achievement of the certification. 

	It can not only ensure the wellbeing of the community and the stakeholders but also establish the business as a socially responsible one
	Within the next 10 months 
	20-1- 2025
	500000
USD

	3
	Addressing the distinct needs and expectations of the consumers regarding the sustainability, low cost, and customisation
	Designing low cost packages with a provision of adding services as per the preferences. Apart from that, the customised approach will also be undertaken by considering the preferences of the consumers while receiving booking or reservation. 
	It will attract more consumers and improve the revenue and profit of this hotel. Apart from that, it would further support the brand awareness and brand loyalty. 
	Within the next 12 months 
	20-5-2025
	500000 USD
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This report has discussed and analysed the various problems faced by The Greenbrier hotel in the USA, which is situated amidst the Allegheny mountains of West Virginia. This report is from a professional organisational consultancy and was prepared after the hotel was approaching to prepare a report with recommendations for the issues which are currently faced by the hotel. In the first section of the report, a brief introduction of the hotel has been portrayed. The issues are identified, too, in the context of The Greenbrier hotel. The importance associated with those issues is also discussed. On the other hand, the organisation has been introduced in this section, and details about its size, location, amenities offered, USP, age, and history have been provided. There was also significant mention of the rich heritage associated with this hotel along with its area of excellence, which has continued since its inception. Apart from that, the models which would be used in the analysis, such as the PESTLE and SWOT analysis, were also mentioned in this section. The next section has portrayed the analysis of the internal and external marketing environment of The Greenbrier hotel. The PESTLE analysis was performed to analyse the political, economic, social, legal, technological, and environmental factors, and the opportunities and threats identified for this hotel were identified using the model. In the next section of this report, the SWOT analysis has been portrayed to represent the current strengths and weaknesses along with the potential opportunities and threats for this hotel. Apart from that, it has further provided a glimpse of the internal environment of The Greenbrier hotel and provided a pathway to process the next stage of the recommendations. Three recommendations have been provided to the organisation hinge on PESTLE and SWOT analysis. First recommendation was the incorporation of AI-based technological development and automation. The second recommendation revolved around the implementation of sustainable measures and practices which can result in green practices. The third recommendation focused on providing the consumers with various packages which would be customisable and offer several low-cost advantages to the consumers. The change management process and practices to be incorporated within the organisation were discussed, too, along with the various change management strategies. Lewin’s change management model was used to portray the change process, which involves three stages (Hussain et al., 2018). The three stages are unfreezing, change, and freezing, which are portrayed in the implementation of technological advantages at The Greenbrier hotel. Apart from that, the measuring parameters of the success of the change management and the recommendations have been portrayed, too, along with the cost projection and the desired level of outcome. In the final section, the action plan has been portrayed based on the recommendations. If implemented properly, these recommendations can result in excellent outcomes. 
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