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Executive Summary

This consultancy report, made by our team at Synergy Hospitality Advisors, analyses the major problem that Luxor Hotel & Casino in Las Vegas is confronting: outdated and dirty rooms. This situation affects negatively the clients’ experience, online reviews and, implicitly, the hotel’s reputation. In the hotel industry where guests’ satisfaction is essential for success, reduced quality standards and the lack of room modernisation generated a significant decrease in the occupational rate, recording an alarming level of only 13,38% in comparison with the Las Vegas industry average of over 80%. Plus, bad reviews affect the hotel’s capacity to attract new clients and keep the existing ones, having a significant impact on the income and its market position. 
The report highlighted a series of factors that contribute to the problems met by Luxor Hotel & Casino. The primary causes can be attributed to a dearth of investment in the refurbishment and maintenance of rooms and facilities, an ineffective management of customer feedback, and an inadequate standard of cleanliness. As (Gert Noordzij, 2014) emphasises, the effective management of hotel opening and refurbishment projects is of paramount importance for the alignment of operational standards with customer expectations. This is due to the significant impact that such processes can have on occupancy rates and guest satisfaction. 
In order to understand the impact and the size of these problems, there were used many analysis instruments. Through the PESTEL analysis, there were examined political, economic, social, technological, ecological and legal factors that influence the hotel’s activity. The SWOT analysis allowed the identification of strengths, weaknesses, opportunities and threats that Luxor Hotel & Casino is confronting. Finally, a TOWS analysis was applied to transform the weaknesses and threats identified into opportunities for development through strategic recommendations. These instruments offered a complete image of the external and internal context of the hotel, showing the necessity for a major change in the operating and marketing strategy. 
To address the identified problems and revitalise the Luxor Hotel, the report proposes the next main measures: 


1. Renovating the Rooms and Facilities
Renovating the rooms, replacing the used furniture and updating technologies are essential to satisfy the modern expectancies of the guests. This measure will improve significantly the guests’ experience, increase the occupational rate and contribute to obtaining better reviews on the review platforms. Implementing renovations should be made step by step, either by floor or by room category, to minimise the impact on daily operations. As observed by (Larson and Gray, 2021), the implementation of phased approaches in project management facilitates the maintenance of operational continuity and the effective management of resources. 
1. Improving Cleaning and Maintenance Protocols
Introducing strict cleaning and hygiene protocols, together with personnel training, will ensure maintaining high cleaning standards. Periodic quality check-ups and collecting feedback from the clients will contribute to monitoring the effectiveness of these measures and quickly identify any problems. This process will reduce the number of complaints and increase the level of guest. As (Slack and Brandon-Jones, 2018) observe, the implementation of effective quality control measures within operational processes is crucial for the maintenance of customer satisfaction and operational consistency. satisfaction. 
2. Implementing a Loyalty Program
A loyalty program will contribute to the increasing rate of returning clients, offering benefits and personalised discounts, room upgrades or other exclusive advantages based on the individual preferences of guests. As (Armstrong et al., 2019) discuss, loyalty programmes represent a strategic marketing tool for enhancing customer retention and brand loyalty. Creating a personalised experience for each client will help build a long-term relationship and increase loyalty to the Luxor brand.
Implementing these recommendations will help Luxor Hotel & Casino improve its reputation, increase the occupational rate and attract new guests, consolidating its position in the hotel market in Las Vegas. Renovations and new cleaning standards will contribute to the improvement of the overall experience of clients, reducing the number of reclamations and increasing the level of satisfaction. Concurrently, the loyalty programme will guarantee that loyal customers remain loyal and attract new ones. As (Buttrick, 2009) notes, the implementation of efficacious project management frameworks and exercises can facilitate the assurance of efficient renovation and upgrade procedures, thereby ensuring their alignment with organisational goals.
These measures will bring financial benefits in the long term by increasing income and making maintenance costs more efficient, while the hotel’s image will be perceived as being modern, clean and oriented towards clients’ satisfaction. Synergy Hospitality Advisors thanks the Luxor team for the trust placed and for the opportunity to collaborate on this project. Implementing these strategies will contribute to transforming Luxor into a top destination in Las Vegas, ensuring its success. 
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In this report, we will focus on a major problem that Luxor Hotel & Casino in Las Vegas is confronting with dirty and outdated rooms. This is an important problem for the hotel because it affects significantly the clients’ experience, online reviews and the overall reputation. In an industry where guests’ satisfaction is essential for success, rooms that aren’t in good condition can have a negative impact on trust and client loyalty. 

[bookmark: _Toc181444447]Overview of Luxor Hotel & Casino

Luxor Hotel & Casino is one of the most known hotels in Las Vegas, situated on the famous Las Vegas Strip. It was inaugurated in 1993 and, at the time, was considered one of the most modern and impressive hotels in the world for its unique pyramid-shaped design and the luxury it offered. With a total of 4.400 rooms, Luxor offers a variety of accommodation options for guests, including standard rooms, apartments and luxury villas. The rooms are spacious, with areas of about 40 square meters but with the passage of time, they have become outdated and need significant renovations to meet today's customer expectations (de Klerk, 2022).
Alongside accommodations, the hotel offers a large range of facilities, such as the casino, top restaurants, bars, spas and entertainment centre. However, recent client reviews show that the appearance and condition of the rooms leave a lot to be desired, affecting both the clients’ satisfaction and the hotel’s image. The clients frequently noticed poor cleanliness and the fact that some facilities are worn out, such as furniture, plumbing and decor, which have not been modernised over the years (de Klerk, 2022).

[bookmark: _Toc181444448]About Synergy Hospitality Advisors

Synergy Hospitality Advisors is a prestigious consulting firm, specialised in the hospitality industry, with years of experience in working with internationally renowned hotels and resorts. Our mission is to help our clients improve the guests’ experience, optimise operational performances and increase profitability through innovative and strategic solutions. Our team of consultants with extensive experience in top hotels brings a unique combination of knowledge in the hospitality, management and marketing domains, offering personalised solutions adapted to the needs of each client (Newton, 2010). 
In this report, Synergy Hospitality Advisors will offer a detailed analysis of the problems that Luxor Hotel & Casino is confronting and will propose recommendations to revitalise rooms and improve their cleanliness and maintenance. There will be used instruments and strategic theories to identify factors that contribute to the current problem and develop efficient solutions that will attract once again the guests and increase the satisfaction rate.

[bookmark: _Toc181444449]Theoretical Frameworks and Analytical Methodologies

To analyse in detail the problems at Luxor Hotel & Casino, some of the most well-known theoretical frameworks and analysis instruments in the domain will be used. Firstly, the PESTEL framework will be applied to examine the external environmental factors that influence the hotel’s activity, such as political, economic, social, social, technological, environmental and legal issues. This analysis will offer a complete image of the external factors that affect the operations and customer attraction (Keith, 2024).
Secondly, a SWOT analysis will be used to identify the internal strengths and weaknesses, as well as external opportunities and threats. This framework will allow to evaluate the current position of the hotel and identify the areas that need improvement in order to regain the competitive advantage on the hospitality market in Las Vegas (Kenton, 2024). 
Lastly, a TOWS analysis will be integrated to develop improvement strategies based on the combinations of the identified strengths, weaknesses, opportunities and threats (Kendrick, 2011). By using these theoretical frameworks, Synergy Hospitality Advisors will create a detailed strategic plan meant to efficiently approach the current problems and maximise the hotel’s potential for long-term success.
This report will examine practical solutions and recommendations for Luxor Hotel & Casino so that it can improve its services and offer a remarkable experience for all its guests.

[bookmark: _Toc181444450]Analysis 

Luxor Hotel & Casino in Las Vegas is confronted with a major problem related to the quality of the rooms, which are frequently described by the guests as dirty and outdated. This situation significantly affects the hotel’s reputation, oncome and clients’ satisfaction, which leads to a decrease in the bookings’ number and financial loss (Trip Advisor, 2024). 

[bookmark: _Toc181444451]Impact on the hotel

One of the main consequences of this problem is that it affects the hotel’s reputation. On review platforms such as TripAdvisor, many guests have reported dirty rooms, worn-out furniture and facilities that haven't been modernised in years. For example, a guest had recently written: “The rooms are far below expectations, the walls are scratched and the furniture is old. Not a pleasant experience.” These bad reviews discourage potential clients from booking at Luxor and, directly, affect the hotel’s income (Trip Advisor, 2024). 
From a financial point of view, the problems with the rooms lead to a decrease in the occupancy rate and therefore loss of revenue. A hotel that does not maintain cleaning and comfort standards risks to loose loyal customers and not be able to attract new customers. Plus, dissatisfied customers are less willing to pay standard prices, forcing the hotel to reduce its fees to attract more guests, which affects even more the profitability (El-Sayed, Abdelkawi and Abed, 2023). 

[bookmark: _Toc181444452]Identified causes 

One of the main causes of these problems is the lack of investment in renovations and maintenance. Luxor Hotel & Casino opened in 1993, did not suffer any significant modernisations in the last two decades, which led to the deteriorating appearance of rooms and facilities. Besides that, poor cleanliness was another aspect frequently mentioned in the reviews. It seems like the cleaning personnel isn’t able to keep up with the large work volume and does not receive the necessary resources to maintain the room standards requested by the clients (Trip Advisor, 2024). 
Another important factor is the poor-managed feedback. Even though negative reviews are available on public platforms, the hotel doesn’t seem to take concrete measures to answer these unpleasant grievances. Another review said: “The lack of an effective feedback management strategy aggravates the situation and contributes to the deterioration of the hotel's image.” (Trip Advisor, 2024)(Burnes, 2014). 
Another important indicator that underlines the seriousness of the problem is the hotel’s occupancy rate, which declined drastically to only 13,38% (cvent, 2024). This represents an alarmingly low level compared to the average for the Las Vegas hotel industry, where the average occupancy rate typically exceeds 80% (HNN Newswire, 2024). Such a significant decrease is a clear signal that the problems related to cleanliness and the overall general state of the rooms have a direct impact on the clients’ wish to book Luxor Hotel & Casino. The low occupancy rate is having a detrimental impact on both revenue generation and the hotel's ability to compete effectively in the highly competitive Las Vegas market, where the quality of service is a crucial factor in maintaining a stable customer base (Jeffrey and Barden, 2000).


[bookmark: _Toc181444453]PESTEL Analysis

To understand better the external factors that have an influence on the problems that Luxor Hotel & Casino is confronting, a PESTEL analysis can be applied. This method helps to identify external environmental influences that can affect the hotel’s performance and the hospitality industry in general (Keith, 2024).
	Factor
	Description 

	Political 
	The hospitality industry is subject to a number of government regulations, including those pertaining to health and safety, working conditions and hygiene standards. Luxor Hotel & Casino needs to comply with the legislation from Nevada and the local political changes that can impose new regulations that affect operational costs (Tynan and Hernandez, 2023). For example, more strict requests regarding cleaning and hygiene can impose additional investments in personnel and equipment (Yeung, 2019). 

	Economical
	Economic fluctuations, such as recessions, directly affect the hotel industry. In times of economic crisis people are less willing to travel or to pay for luxury accommodation (Rama, 2023). Luxor Hotel & Casino's low occupancy rate of just 13.38% can be a result of a weak economy or a price increase, which reduces the number of tourists able to stay in big, expensive hotels.

	Social
	Changes in the consumers’ behaviour have a major impact on the hotel industry. Today, clients look more for comfort, personalised experiences and positive reviews (Das, 2023). Problems related to cleaning and outdated rooms at Luxor don’t align with the modern expectations of tourists, which are more and more vocal on review platforms (Trip Advisor, 2024).

	Technological 
	Technological progress significantly influences the hospitality industry. More clients await modern technological facilities in the rooms, such as quick access to the internet, smart TVs and automated room control systems (Chechi, 2023). Luxor did not keep up with these innovations, which made the rooms less attractive for guests. The lack of investments in technology can contribute to the low occupancy rates (admin, 2020).

	Ecological 
	Tourists become more and more aware of the ecological impact of their accommodation choices. Hotels that promote ecological practices have a competitive advantage. Luxor could benefit from green initiatives, such as the reduction in energy consumption or recycling to attract tourists preoccupied with the environment. The lack of such initiatives can contribute to the loss of customer segments (FRANCO, CAROLI and DEL CHIAPPA, 2021).

	Legal
	Strict regulations in the hotel industry, such as the ones related to health and safety, influence the way in which hotels do business. Luxor needs to comply with the hygiene rules, and non-compliance can result in fines or penalties that affect hotel revenues (thrive_support, 2024).



[bookmark: _Toc181444454]SWOT Analysis

It is crucial to provide a balanced assessment in a consultancy report, encompassing both the hotel's weaknesses and its strengths. Even if Luxor Hotel & Casino is confronted with a couple of problems it also has positive aspects that contribute to its success.  A SWOT analysis (Strengths, Weaknesses, Opportunities, Threats) offers an overview of the hotel’s situation and highlights the areas that need improvements, but also the existent advantages it can build on (Kenton, 2024).



	Category
	Description 

	Strengths
	Luxor Hotel & Casino is a reference point for the Las Vegas Strip, known for its unique pyramid design which attracts both tourists and locals. The hotel benefits from an excellent location, close to important attractions in Las Vegas, which offers it very good visibility and accessibility. Plus, the hotel has varied facilities such as a casino, top restaurants and spas that offer a complete visitor experience (THE LAS VEGAS TRAVEL GUIDE, 2024).

	Weaknesses
	One of the main weaknesses of the hotel is the state of the rooms. Guests often reported dirty and outdated rooms, which affects significantly the hotel’s reputation. Plus, Luxor did not make significant investments in upgrading the facilities, which makes it less competitive compared to other hotels in the area that offer more modern facilities and advanced technologies. The lack of efficient feedback management and poor cleanliness are other aspects that contribute to the decrease of customer satisfaction (Trip Advisor, 2024).

	Opportunities
	There are considerable opportunities for Luxor to be revitalised by investing in the upgrading of rooms and the implementation of modern technological solutions. Also, the environmental initiatives could attract a new segment of clients preoccupied with sustainability (Whittington et al., 2020). The hotel can also value the tourism increase in Las Vegas and the development of new personalised offers for different client categories, such as packages for families or corporate events. (EHL Insights, 2024) Promoting unique experiences inside the hotel such as casino and shows can attract multiple visitors. 

	Threats
	One of the biggest threats for Luxor is the high competition in the hotel industry in Las Vegas. Other hotels on the Strip had invested significantly in modernisation and technology, which makes Luxor seem old compared to them. Plus, the negative reviews related to cleaning and the overall state of the rooms affect the hotel’s reputation and can lead to a decrease in bookings. Furthermore, a global or local economic downturn may result in a reduction in the number of tourists visiting Las Vegas, which would have an adverse impact on hotel revenues (Danzis, 2024).
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The TOWS analysis is a strategic instrument that helps in transforming the identified problems in viable solutions for the future of Luxor Hotel & Casino. This analysis correlates strengths, weaknesses, opportunities and threats, offering clear directions for the hotel’s development. The target is to use the existing advantages and reduce the negative impact of the problems while capitalising on market opportunities (Lucidity, 2020).
SO Strategies (Strengths - Opportunities)
The SO strategies seek to value the strengths of an organisation in order to profit from the already existing market opportunities. These strategies put the accent on using competitive advantages already existent to explore new markets, attract new clients or expand operations. By using the strengths, organisations can increase their efficiency and development potential thus gaining a better position ahead of the competition (Kendrick, 2011).
Luxor has an excellent location and a unique design which can be valued through promoting special packages for tourists that search for novel experiences in Las Vegas. Also, the hotel can organise themed or corporate events to attract both local and international visitors. Luxor can gain a competitive advantage by leveraging its casino and distinctive facilities (Elphick, 2023).

WO Strategies (Weaknesses - Opportunities)
These strategies focus on correcting or reducing the weaknesses’ impact. Thus the organisation can value the opportunities from the external environment. Identifying and remedying these deficiencies can include investments in technologies, improving internal processes or adopting new practices that allow the organisation to be more competitive. The aim is to transform the weaknesses in advantages that support growth and development (Kendrick, 2011).
The hotel can profit from the opportunities in the technological sector through investments in room modernisation and implementing some modern technological solutions (Chechi, 2023b). Also, cleaning and room maintenance should be improved to attract new clients and respond to the current requests from the tourists (SiteMinder, 2020). Another strategy could be implementing some ecological practices to attract the tourists preoccupied with the environment (Think Digital, 2023). 

ST Strategies (Strengths - Threats)
ST strategies use strengths to minimise or neutralise threats from the external environment. These strategies focus on strengthening competitive advantages to face external pressures, whether it's about competition, economic or technological changes. By exploiting strengths organisations can navigate better among the risks and can keep a solid position in the market, reducing the vulnerability to external threats (Kendrick, 2011). 
Luxor can use its reputation as an iconic hotel on the Las Vegas Strip to combat threats in the competitive marketplace. For example, it could launch marketing campaigns that have an accent on its history and uniqueness, offering special discounts for regulars or returning guests (Oberthaler, 2022). 

WT Strategies (Weaknesses - Threats)
WT strategies focus on minimising the negative effects of weaknesses and external threats. These strategies can involve urgent remedial actions to prevent the deterioration of the organisational performance. Also, they can include operational restructuring, improving efficiency or adjusting the business model to adapt better to the external environment. The aim is to prevent or minimise the combined effects of the weaknesses and threats, reducing the risks and protecting the organisation’s stability (Kendrick, 2011).
In order to maintain competitiveness and address negative reviews, Luxor must implement an immediate modernisation plan. This includes room renovations and improving cleaning so that it responds to modern requirements. At the same time, loyalty programs should be implemented to win back lost customers.

[bookmark: _Toc181444456]Recommendations

The recommendations section in this report approaches the identified problems at Luxor Hotel & Casino, such as dirty and outdated rooms, customer dissatisfaction and negative impact on the hotel's reputation. These problems lead to a decrease in the occupancy rate and to an overall negative perception among the guests, which affects the income and the hotel’s performance in the long term.
The aim of this section is to propose solutions that will help the hotel overcome these difficulties. Each recommendation is discussed in detail, including how it can be implemented and how it can contribute to service improvement. Through these measures the hotel can transform the current problems into development opportunities, increasing the clients’ satisfaction and competitiveness in the hotel market (Subramaniam et al., 2011). 
In order to improve the performance at Luxor Hotel & Casino and attract more clients will be proposed that will contribute to the revitalisation of the guests’ experience. These recommendations include the rooms and facilities renovation, improving cleaning standards and implementing a customer loyalty program.

Recommendation 1: Renovation of Rooms and Facilities
The first recommendation is the renovation of the rooms and modernisation of the hotel’s facilities, replacing the old furniture and updating the technology in each room. This change is necessary because the rooms have an outdated aspect and don’t correspond to the current expectations of guests, which badly affects the experience and their level of satisfaction (Penner, Adams and Rutes, 2013). 
The benefits of this measure are multiple. By improving the quality of the rooms, guests will have a more pleasant and comfortable experience, which will increase the rate of satisfaction and, implicitly, the positive reviews on the rating platforms. A modern hotel will attract more tourists and will contribute to the increase in the bookings and the positive reviews will contribute to the consolidation of the hotel’s reputation in the long-term (Penner, Adams and Rutes, 2013).
In order to implement this measure in an efficient way, it is recommended a phased approach to renovation, either by floor or by room category. This measure will allow the conduct of proceedings without affecting too much the hotel’s activity and guests’ comfort. By planning the renovations in an organised way, the hotel will avoid major losses and can maintain the highest possible occupancy during implementation (Ali et al., 2021).

Recommendation 2: Improving the Cleaning and Maintenance Protocol
Another essential recommendation is improving the cleaning and hygiene standards, taking into consideration that one of the most frequent criticisms posted by the guests is the lack of proper cleaning. To answer this problem the hotel should introduce a more rigorous cleaning program that includes strict cleaning schedules for rooms and common areas, as well as additional training for the staff responsible (Raghubalan and Raghubalan, 2015).
It is important to implement regular check-ups of the cleaning quality in order to maintain a consistently high level of hygiene. Alongside this is recommended a feedback system from the clients so that the eventual complaints are identified quickly and mended. This measure will have as a result an increase in the clients’ satisfaction because they will feel that the hotel pays special attention to their hygiene and comfort (Team, 2022).  

Recommendation 3: Implement a Loyalty Program
To ensure that the clients are coming back and to consolidate a long-term relationship with them, it is recommended to implement a loyalty program. Through this program, the hotel will offer benefits and personalised discounts for the clients that are coming back, which will motivate them to choose Luxor Hotel & Casino in the future. 
 The loyalty program can include special offers based on the individual preferences of the clients, as well as discounts for future bookings, free room upgrades or other exclusive advantages.  A personalised approach will help to create a unique experience for each guest, increasing brand loyalty and attracting a more loyal customer base (Chen, 2022). The implementation of these recommendations will enhance the appeal of Luxor Hotel & Casino, thereby increasing occupancy. 
To implement successfully the proposed recommendations it is imperative to put an accent on personnel training, operational adjustments and setting a detailed timetable.
The first crucial step is training of cleaning staff so that they comply with the new procedures and hygiene protocols. Training will include more efficient cleaning ways, using modern equipment and maintaining a high hygiene standard. Concurrently, the maintenance team will undergo ongoing training to equip them with the requisite skills to operate the new technologies and modernised equipment in the rooms. The constant professional development of personnel will ensure maintaining service quality and rapid adaptation to the new procedures (Ice Botics, 2021). 
In the renovation period, the hotel will need to adjust the rooms’ availability and possibly the prices to compensate for guests’ inconveniences. Plus, to evaluate the efficacy of new cleaning protocols it is recommended to launch cleaning pilot programs in a limited number of rooms. This will allow the team to observe the results and make adjustments before implementing them on a large scale (Rutherford et al., 2007).
For an efficient implementation, it is essential to follow a detailed timetable. For example, room renovation can be made on a 6-month period, in stages, to avoid the interruption of operations. At the same time, new cleaning protocols can be implemented in a shorter interval of approximately 2 weeks, beginning with the pilot rooms and gradually spreading throughout the hotel.
Through this organised and structured plan, Luxor Hotel & Casino will  be able to implement the recommendations without disrupting significantly the activity and offering clients an improved experience. 
The implementation of significant changes, such as room refurbishment and improved cleaning protocols, necessitates a meticulous approach to change management to guarantee a seamless transition and effective staff collaboration.
One of the main challenges is managing staff responses to change. For example, during renovations, the cleaning and maintenance team will have an increased work volume and the responsibilities can suffer temporary modifications. Anticipating these concerns is essential to avoid stress and demotivation (Zafar and Naveed, 2014). Hotel management needs to be transparent and communicate openly with the teams involved and how they will bring benefits both to the clients and to the personnel in the long term. The establishment of open channels of communication, such as the implementation of regular meetings or information sessions, will facilitate the ability of the team to pose questions and receive responses that are both clear and direct (Raukete, 2024).
To reduce the resistance to change it is important to involve the staff in the decisional process. By consulting the team and offering opportunities to come up with ideas for the new cleaning protocols, employees will feel that they are part of the changing process, which will increase their motivation and acceptance (Lawrence, 1969). Organising regular team meetings, in which there will be discussed the progress and offer updates regarding implementation, is an efficient method to ensure active involvement and obtaining constructive feedback. So, the personnel will feel listened to and appreciated, which will reduce the resistance and facilitate the adoption of the new measures (Hubbart, 2023).
To support the during the transition, the management should introduce stimulants for employees that contribute actively to the implementation of changes. These stimulants can include performance bonuses for those who fulfil their attributions successfully during this adapting period. Also, additional support, such as training sessions and workshops will help the staff to feel well-prepared for new procedures and responsibilities (Bridges, 2009).
It is also important to provide mental health support because the transitions and quick changes can be stressful. Offering psychological support resources, such as counselling sessions or access to stress management programs will contribute to maintaining a high morale and a positive work environment (Macmillan, 2023). 
By applying these strategies, the hotel can ensure an efficient implementation of changes, keeping a motivated and well-prepared team for the new quality standards.
To evaluate the efficacity of the implemented recommendations at Luxor Hotel & Casino is essential to set well-defined performance indicators and a regular monitoring process. So, the hotel can measure the impact of each change and can adjust the strategy to ensure optimal results. 
A first of KPIs will include customer satisfaction scores before and after the implementation of changes. These will show if the renovations and new cleaning protocols have improved the guests’ experience. Also, the evaluations related to cleaning from the online reviews and the feedback forms of clients are essential to monitor if the hygiene standards are followed. Other important KPIs are the occupation grade and the customer return rate, which will indicate the loyalty program's efficacity and renovation success (Weber, 2022). 
Monitoring progress is crucial to maintain the quality of the implementation. The hotel will make monthly evaluations of the progress of renovation work and complying with new cleaning protocols to identify quickly eventual problems (Xenia, 2024). The impact of the loyalty programme will be gauged on a quarterly basis via customer feedback surveys, which will also furnish the hotel with valuable insights for potential future adjustments (Xie and Chen, 2014). Such periodic assessments will guarantee that the hotel meets its intended outcomes.
The feedback obtained by KPIs will allow the hotel to make adjustments based on concrete data, ensuring a flexible approach. Based on the new clients and personnel feedback the hotel can modify aspects of the strategy to respond better to their needs. This adaptability will allow the hotel to constantly improve services and increase the guests’ satisfaction on the long term. 
By employing a system of continuous evaluation and adjustment, Luxor Hotel & Casino will be able to maintain a high level of quality and ensure the successful implementation of the recommendations (Franco et al., 2019).
Rooms updating, improved cleaning standards and implementing a loyalty program will have a direct positive impact on the guests’ experience. More comfortable and clean rooms will offer a pleasant environment, while the loyalty programs will motivate clients to come back. These factors will lead to an increase in positive reviews on review platforms and will improve the online scores of the hotel, attracting new clients (Selander, 2024). 
By implementing these recommendations the hotel will position itself as a modern, clean and customer-oriented property in Las Vegas. Improving services and the hotel’s aspect will attract tourists interested in a qualitative experience and increase the hotel’s reputation in the long term. A stronger brand image will bring sustainable benefits, contributing to customer loyalty and attracting new market segments. The implementation of these recommendations will serve to enhance the appeal and competitiveness of Luxor Hotel & Casino, thereby ensuring its long-term success and the satisfaction of its customers (Kotter, 2012).
To implement successfully the proposed recommendations to Luxor Hotel & Casino it is necessary to make a detailed analysis of the associated to each initiative. This will include renovation costs, personnel forming and implementation costs, as well as long-term maintenance costs.
The refurbishment of rooms and the updating of furniture and technology represents a substantial financial commitment for the hotel. The financial implications of a renovation project are contingent upon the dimensions of the hotel in question and the number of rooms that require modernisation. For example, the average cost to renovate a medium-level hotel room in a luxury one can vary between 2.000 and 8.000 £ per room. These costs include replacing furniture, updating electronic appliances and improving the overall look of the room (AlOtaibi et al., 2021).
To reduce the financial impact of these costs it is recommended a phased approach to renovation, over several months. So, the renovations can be made in stages or based on the room category, ensuring available rooms for guests and reducing revenue losses during the construction works. This strategy also allows a more efficient distribution of costs, avoiding the financial pressure on the hotel and offering time to evaluate the impact of renovations before continuing with the next steps (Mondok, 2023). 
Implementing new cleaning and maintaining protocols will also need a dedicated budget personnel. Training will be provided to the cleaning team in the new hygiene procedures and protocols. Furthermore, the maintenance team will receive ongoing professional development so that they can manage the new equipment and technology (Raghubalan and Raghubalan, 2015). Forming costs could be estimated at approximately 500-1.000 £ per employee, based on the complexity of the training program. 
In addition to the costs associated with training, the establishment and implementation of a customer loyalty programme will necessitate an initial budget for the configuration of the programme structure, the definition of the benefits offered and the development of a customer data management system (Masternak, 2024). Estimative, the initial costs of such a program can vary between 8.000 £ and 14.000 £, with future adjustments based on the success and feedback of clients. 
In the long term, the hotel will need to maintain the new cleaning standards and monitor the efficiency of the loyalty program. The maintenance costs encompass the periodic updating of cleaning equipment and the implementation of rigorous quality control measures to ensure the maintenance of optimal hygiene standards. The estimated annual maintenance costs are contingent upon the number of cameras installed and the extent of equipment deterioration. These costs could range from several thousand dollars to a much higher sum (Hayes, Ninemeier and Miller, 2017).
Also, the loyalty program costs, such as offers and sales for regular customers, need to be budgeted to attract its long-term effectiveness and efficiency. However, these investments are offset by savings made by reducing customer complaints and reducing costs associated with upkeeping because the renovations reduce the risk of technical problems or damage to the cameras (Walsh, 2024).
The cost analysis shows that even though implementing recommendations needs a substantial budget, distributing costs over a longer time period and the resultant economies from the increased customer satisfaction make these investments a sustainable choice for Luxor Hotel & Casino.
The proposed recommendations – renovating rooms and upgrading facilities, improving cleaning protocols and implementing a loyalty program – are essential for the long-term success of Luxor Hotel & Casino. These strategies will not only improve the clients’ satisfaction but also contribute to the increase of occupation rate and incomes, consolidating the hotel’s image as a modern and oriented towards the guests’ needs destination. 
The implementation of these measures will assist the hotel in maintaining its competitive position in a dynamic market where guest experience and innovation are of central importance. With the investments made now, Luxor Hotel & Casino will be able to ensure sustainable growth while maintaining its position and reputation in the Las Vegas hotel market. 
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In order to support the recommendations and facilitate planning, a detailed action plan was elaborated. This includes the problem description, the proposed solution, the desired result, the estimated timeframe and costs. This plan will help the hotel’s management to manage efficiently the resources and prioritise the implementation steps (Ramuthi, 2023). 

	Problem 
	Solution 
	Desired Result
	Time Interval
	Estimated Cost

	Dirty and outdated rooms
	Renovation and modernisation
	Increase customer satisfaction and ratings
	6 months (in stages)
	5.000-10.000£/room

	Inadequate standard of cleanliness
	Cleaning protocols and staff training
	Improving hygiene and reducing complaints
	2 weeks (pilot launch)
	500-1.000£/employee

	Lack of customer loyalty
	Loyalty program
	Increase customer return rate
	3 months for implementation
	10.000-15.000£

	Lack of monitoring and adjustment
	Regular evaluations and feedback surveys
	Continuous service improvement and rapid adjustments
	Review monthly/quarterly
	Included in operational costs



This action plan offers a clear guide for each step necessary in implementing the proposed solutions. The renovation of rooms and the upgrading of furniture and technology is expected to take approximately six months. In contrast, the implementation of new cleaning protocols can be completed within a shorter timeframe, namely within two weeks. The loyalty program will be implemented in 3 months and will include constant monitoring through surveys and feedback.
[bookmark: _Toc181444458]
Conclusion 

In conclusion, this report has highlighted the main problems that Luxor Hotel & Casino is confronted with, such as dirty and outdated rooms, lower occupancy rates and negative impact on guest satisfaction and hotel reputation. The proposed recommendations, including room renovations, improving cleaning standards and implementing a loyalty program, have the purpose of transforming these development and growth difficulties for the hotel. 
Implementing these measures will allow Luxor Hotel & Casino to improve the overall guest experience and attract a larger number of clients, consolidating its position in the Las Vegas market. In the long term, these investments will contribute to the growing occupation rate and revenue, consolidating the hotel’s image as a modern and client-oriented destination.
I wish to express my kind regards to Luxor Hotel for the opportunity to collaborate on this project. Synergy Hospitality Advisors appreciates the trust placed and is honoured to contribute to the revitalisation of this iconic hotel. We hope that this collaboration proves to be beneficial and, in the future, to have the opportunity to continue our partnership for other successful initiatives. With a well-defined strategy and efficient implementation,  Luxor Hotel & Casino can become a top destination, offering an exceptional experience to each guest. 
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