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[bookmark: _Toc190888395]EXECUTIVE SUMMARY
Organisational consultancy comprises of the process of the identification of the issues or problems relevant to any business functions such as marketing, human resource management, financial issues, poor ratings etc. In this the organisation with the team of expertise knowledge in the relevant fields of the business management work in collaboration with the company’s stakeholders like manager, executives, leaders, employees, customers etc. to explore the root cause of the problems and derive the strategies to address the issues and enhance the overall efficiency. The report has discussed about the several issues faced by the Hotel Lumiere Belgrade which is impacting its finance and competitive position in the market. The report has identified that the hotel is experiencing the problems such as low customer incoming, degraded reviews, finance allocation problem and inefficient operations as well. The report has found that the hotel in not meeting the occupancy threshold of 60-70% which is necessary for carrying on the operations inefficient manner. The hotel is only meeting the 40% occupancy which is due to the reasons of the increased competitors like hotels, accommodations etc. along with the platforms like Airbnb that deviate the customer to their preferred stays. It is also found that the hotel’s services are not aligning with the customer preferences like eco-friendly, sustainable accommodation etc. The hotel also lacks the robust presence on the internet due to inconvenient marketing through social media channels which failed it to reach the customers. The report also found that the hotel is facing the issues with the aspects such as poor customer service, quality issues, incapable staff in making prompt resolution of the problems and also the cleanliness which is highly prioritised among the consumer for their health safety. The hotel also do not have proper feedback addressing mechanism due to which the guests have to face delays. Owing to these issues, the customers reflect their experience on the reviews on the website and travel portals. These negative reviews tarnishes the image of the Hotel Lumiere Belgrade and demotivate the customer looking for the accommodation to choose other hotels. It is also found that due to the ongoing issues, the hotel is struggling financially arising from poor occupancy rate. This also restricting the hotel to invest in the improvement for the operations such as renovation, marketing, staff training and amenities replacement etc. The issues also affecting the day to day operation and expenses and impacting its financial stability as well. It is also identified that the untrained staff is not able to deliver the expected service quality to the customers and also the lack of the adoption of the technological tools which automates and offer the operational efficiency have negative implication on the hotel operations. The report analysed that low room occupancy derives from the other options like Airbnb offering the diverse stay options that aligns with the demographic preference of the eco-friendly, unique, modern accommodation which can be flexibly book through internet. The analysis also shows that the poor social media presence also deviates the customers to find the hotel and also the recurring instances of the poor services which impacting the ratings negatively also avoids the new customer to choose the hotel for stay. The reports also analysis that the failing to meet the service expectations of the guests from the staff, the amenities and cleanliness in hotel contribute to the negative perception of the hotel furthermore. The analysis also revealed that financial crisis arise from the low occupancy which also interrelates with the poor service quality reflecting the image of the hotel in the market. Also the consistency in problems emerging from the lack of finance required for the implementation of the improvement and the daily expenses further amplifying the problem. Moreover, the analysis shows that customer services issues can be improved by implementing the performance standards, and training for the skills development of customer services and equipping the digital tools and technologies to attain the operational efficiency.
This report has highlighted implementation of various recommendations will is important to improve hotel’s performance, and it also provided various suggestions to enhance customer’s experience, digital marketing efforts, upgrade facilities, adopt sustainable practices, invest in staff training and expansion of revenue streams, and all these implementations will help to maintain its competitive advantage and also helps to achieve long-term success. This report has also included various strategies which effectively align with industry trends and guest expectations, and it also ensure that hotel remain effective in continuously changing market. It also focused on digital marketing and online presence to attract more guests and also increase bookings, and also suggested to modernise hotel facilities and improve customer service to provide high guest satisfaction and positive reviews. 
This report has also included sustainable practices to reduce operational costs and enhance hotel’s reputation, and also recommended to improve designs to provide practical solutions which is also financially achievable and operationally practical. Through these strategies, company can effectively enhance its position in hospitality industry, and also increase revenue and provide exclusive service to also guests. The report has also included various opportunity to collaborate with other organisations to enhance its services. All information and recommendations have provided effective solutions of specific challenges and opportunities, and hotel can also implement these strategies to achieve its business goals. Company also has potential to become leading hotel in industry through its exceptional service, modern amenities, and commitment towards sustainability.  
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[bookmark: _Toc190888396]INTRODUCTION
Organisational consultancy is an busines practice which invloves offering the assistance and support to the business and organisation to address any problems such as poor productivity, efficiency, morale or motivation issues in employee etc (Tavoletti, 2022). This involves working closely with the executives, leaders, managers and employees to find the root cause and implement an effective solution. The report will examine the issues being faced by Hotel Lumiere.
Hotel Lumiere, a boutique accomodation based in Terazije Street , Belgrade known for its elegant architecture, beauty and design. The hotel was originated in 1896 and since has been a major choicee for guests from arounf the world. The major appeal of the hotel is due to its location with key attraction of Belgrade offering a rich expericne of history, culture and daily life of people. The hotel comprises of 82 rooms with unique and appealing classic design with all the neccesry ammenities requied by modern guests with SPA centre, pool and saunas as well (Lumierehotelbelgrade, 2024). The hotel is widely known for its high quality customer service, the location and soothing ambeince which make it a go to choice for diverse segment of tourist such as solo, family, lesiure, business travel etc.
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Hotel Lumiere Belgrade
(Source- Lumierehotelbelgrade, 2025)
Hospitality Consultant is an business consultancy organisation offering specialised support to the hospitality organisation. The organisation comprises of the business strategist and executives with professional skills and experience to resolve the diverse nature of issues faced by hotels, accomodations and related organisations. The organisation has history of succesful collaboation with the reputed hotels from the worlds to navigate their issues to bring stability and consistency in their operations and growht. The organisation have experts with the abundance of knowlegde in the field of market, economics, customer service, finance and overall operation efficiency of the firm. 
Hospitality consistency is tasked with the problem confronted by Hotel Lumiere due to which its market shae and competitve edge is in theat. The hotel is consistenlty facing the low room sales resulting in occupancy issues and also bad reviews from dissatisfcation of the customers. The issues has been persistnet from long time. The root cause of the problem is related to the multiple aspects like market dynamics, competition, consumer preferences and inabilty of the firm to handle the operations effectively. For this purpose, hotel has approahced to the Hospitality Consultancy to have the deep insight of the problem and derive the solutions which can accelerate the operations of the hotel once again. 
The organisation will rely on the various models and theories to find the solution for the issues in effective manner. It will rely on the STEEPLED analysis which enable in the examination of the external factors like economic, environment, social, political, cultural etc, influencing the hotel business (Siakas, 2023). The SOAR analysis will be utilised as well which entails with the analysis of the strength, aspirations, opportunities and risk to developed startegies that influence the brand towards the positve path. Further, it will also use the TOWS Matrix which relies on the internal strength and weakness and the opportunities and threats external to business to develop effective plans and strategies for business growth.
[bookmark: _Toc190888397]ANALYSIS
[bookmark: _Toc190888398]Issue Identification
The following issues are being faced by the hotel-
Occupancy and low room sales- The hotel is having consistent decline in the customer bookings. The low sales has influenced the hotel revenue taking hotel into unstable financial conditions (Alrawabdeh, 2021). The hotel is not able to cover its daily expenses and looking to implement the practices of cost cut and compromised quality as well. For a hotel to be financially stable and viable, the occupancy rate of 60-70% is must. But the Hotel Lumiere’s occupancy rate in only 40%.
Causes-
Market competition- The issue may be due to highly competitive nature of hospitality industry targeting for the similar consumers. It may be also be affected from the platforms like Airbnb which cater to the diverse consumers from budget conscious to luxurious with unique offering like eco lodge, homestays, boutique hotel etc. (Carrasco-Santos, 2023).
Consumer preferences- The preferences of consumer to have unique experience, convenience, safety, booking options etc. influence the occupancy. There is also increasing appeal towards the eco-friendly option for the stays.
Inadequate marketing- Marketing also plays a critical role in driving the customers towards the hotel. Effective marketing assist in bringing the customer engagement in the competitive market. Lack of utilisation of social media, and digital marketing etc. avoids the hotel to reach to the potential guests (Rane, 2023).
Poor customer reviews- The hotel’s rating is also suffering from the dissatisfied customers. This issue is expressed by customer in review which impact the reputation negatively and avoid the customers to choose for stay. Guest often look for ratings and review through online travel portals while making decisions (Kim, 2021). It is evident that 84% relies on reviews for booking hotels, which makes it a critical factors in online presence.
Causes-
Service quality- The consumer concerns with the poor quality, staff interactions, on time services, cleanliness etc. lead to bad reviews (Aguirre, 2023). It is evident from the review analysis that guest often faced the issues like poor amenities, cleanliness, staff response etc.
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Hotel Cleanliness
(Source- Hospitalityinsights, 2020)
Feedback mechanism- A robust feedback mechanism is also essential to promptly address the customer issues, and can potentially upset guests if not addressed on time. The lack of proper mechanism risk its reputation with the negative reviews.
Financial issues- The hotel is also facing the problem of proper allocation of resources due to lack of funds. The financial issues restrict the hotel to invest in the important functions like marketing, amenities, staff development, maintenance etc. which hampers the performance (Aimilia, 2021). The hotel is facing continues decline of revenue which amplifies these issues and do not let the hotel to recover from it.
Causes-
Low customer- The lack of customer arrivals leads to low revenue and impacts the investment for improvements. This limits the hotel to allocate funds for the functions like marketing, renovation, amenities upgrades etc.
High operational cost- Poor financial function results in inefficiency and higher cost impacting the available finance. In such, the hotel faces the issues in the management of expenses related to labour and utility and impact the overall financial stability.
Operational inefficiency- The poor operations impacts the guest satisfaction level, their retention with the hotel (Ali, 2021). The guest prefers the convenient and superb services for the money paid and any issue such as poor staff, delays can lead to reputational damage to hotel.
Causes-
Untrained staff- Training is essential for the staff to deal positively with the guest and offer a seamless experience. The lack of training may lead to staff being unable to handle the customers and fails their expectations (Matey, 2024). The incompetent staff is unable to solve the issue of guest on time and lead to disappointment.
Technology utilisation- The rapid evolving technology is a major factor is handling the multiple operations of hospitality industry with ease. The lack of technological adoption may lead to the problem in managing bookings, finance, guest complaints, customer relations etc. The hotels have adopted the technology like Hotel Management System, CRM, and Inventory management system to enhance its efficiency.
[bookmark: _Toc190888399]STEEPLED Analysis
STEEPLED Analysis is an external risk assessment tool that assist the business in strategic planning and can be utilised for the discovering, evaluating, organising of the risks. It assess the risk relating to the social, economic, environment, technology, political, ethical, demographic and legislative (Siakas, 2023).
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Steepled Analysis
(Source-Mbaskool, 2024)
The external factors that leading to the issue for the Hotel Lumiere Belgrade are-
	Factors
	Description

	Social
	The changes in the consumer behaviour and preferences more eco-friendly, personalised, safe and secure hotel.

	Technological
	Increase in use of the technology for the booking by consumers and for management of hotel operations. For example, booking from application, digital check in and keys etc. (Stringam, 2021).

	Economic
	The economic situations impacting the income to be spent on travelling. This influence the consumer to look for budget option or delay the travel as well.

	Environmental
	The increasing awareness for the sustainable and environment friendly accommodations and practices such as green energy, waste management, water conservation etc.

	Political
	The rules and regulations influencing the hotel operations such as health protocols, travel restriction and policies after Covid.

	Legal
	The adherence to the rules relating to customer data, labour laws, health and safety etc.

	Demographic
	The changes in consumer traveling preferences such as cultural travel, eco travel, solo, adventure travel etc. among Genz for memorable stay experience.
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SOAR analysis is a framework that identifies the positives of an organisation and guides it to make effective strategy for future. SOAR consist of the Strengths, Opportunities, Aspirations and Results.
Hotel Lumiere have several strong areas which can potentially help to overcome the challenges.
	Factor
	Description

	Strengths
	Hotel Lumiere have a strong presence in Belgrade due to its unique offerings and high quality services. The hotel appeals to diverse traveller from local and international regions. The hotel feature 82 modern design rooms with smart systems, SPA Centre, pool, sauna and exceptional restaurant which offers a vibrant and seamless experience to customers (Lumierehotelbelgrade, 2025). 

	Opportunities
	The appealing aesthetic, beauty of the Belgrade and its rich culture, history etc. offers a great chance to appeal the travellers who are passionate to visit place and have immersive experience. The hotel with the integration of the modern amenities, technologies and visually engaging market can bring the visitors to serve their hospitality.

	Aspirations
	Hotel Lumiere Belgrade targets for becoming the foremost hotel choice for its unique, styled aesthetics, modern utilities and ambience. The hotel wants to be a preferred choice for the consumers through adopting the services according to consumer preferences and build a strong brand name which will bring closer new customers and retain the existing one as well. 

	Results
	Even after the issues, the hotel continues to perform at decent level and have seen positive impression on guest due to its unique and customised services, the atmosphere and the location. The customer traffic means that hotel is meeting the expectations of consumers which can be used as the promotional tool to inspire the new guests to visit the Hotel Lumiere.
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TOWS is a framework that relies on the Strength, Opportunities, Threats, and Weakness on an organisation for the formulation of the strategies relative to the external and internal areas (Fitriani, 2022).
	Factor
	Strength
	Weakness

	Opportunities
	It can utilise its brand name and presence to appeal new customers and also offer personalised packages and services. This can be done by forming the partnership with the local businesses like restaurants, tour operators, guide services and local artisans etc. to create a personalised packages at discounted rates to appeal to the tourists (Yarcan, 2021). This will help in increasing the occupancy, revenue and offer the value for their money and build the longer relationships with them. 
	It can address the issues like poor customer services, quality, outdated amenities and marketing to enhance its business and reach the target demographics. The exceptional service will result in customer offering their reviews and ratings on online platforms, website and also share their experience to their friends, colleagues, family etc. These will lead to promoting the hotel and appeal customers towards the hotel.

	Threats
	It can utilise the services like smart system rooms, sky restaurant, saunas, pool and its architectural design to have distinct identity from the competitors and grow its presence. It must adopt the technologies like mobile booking, PMS and HMS systems to optimise the functions of business and also utilise the social media channels to create and execute appealing camping to targets the Genz consumers. It must also partner with the travel bloggers, vloggers and influencers to inspire the tourist to visit the hotel.
	It can also adopt the dynamic pricing to handle the economic fluctuation situations and also implement the training programs for the employees to overcome the poor service issues. It must also diversify the offerings with the booking for events, functions, parties, business meetings etc. to resist from the negative impact of the economy (Kvitko, 2023). It can also establish standards for the service quality of the staff service to safeguard from the potential negative reviews from the customers and increase their overall satisfaction level.
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Customer Feedback analysis which includes the analysis of the reviews from multiple online platforms of the Hotel Lumiere is essential to have the comprehensive understanding of the issues faced-
Common Complaints
Many guests often complained about the dissatisfaction from the assistance from the staff. The customer have the issues such as improper response from staff, delays in solutions and also poor attention to the problem and service delivery.
The reviews also shows that the hotel have the cleanliness issue as well which comprised of the guest rooms and other spaces. The guests have the high expectations for the cleanliness and hygiene after the covid and demands for high standards with no compromise. The failure to meet the cleanliness standards leads to the negative reviews and perception among the customers.
Another complaint from the feedback relates to the poor amenities and facilities offered by the hotel. The guest feels unhappy with the outdated furniture, utilities, amenities etc. The hotel needs to focus on renovation and replacement of the amenities with modern amenities and achieve the higher level of satisfaction and experience from the guests.
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Customer Service
(Source- Coxblue, 2025)
Positive Feedbacks
The guest have the positive about the architecture of the hotel which offer them feeling closure to the history of the Belgrade and also the green surroundings and the mesmerising location of Tijuana Street. This elements appeal the traveller to have a unique experience and insight of the history and culture making it a preferred option to stay.
Actionable Insights
The feedback analysis reveals that the cleanliness and customer service quality is the major aspects which is impacting the hotel negatively. This requires the hotel to make prompt actions to address the issues. It must implement the training programs and service standards to equip the staff with the customer service skills like communication, problem solving, decision making etc (Saniuk, 2023). It must also maintain the cleanliness through strict schedule and timely inspection of the rooms to keep them hygienic and align with the customer requirements.
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Based to analysis, Hotel Lumiere face various challenges related to reduce in occupancy rates, negative customer feedback, increased competition and operational inefficiencies. To address these issues effectively, hotel need to implement strategic changes to properly improve customer experience, enhance digital marketing effo`rts and upgrade different facilities. 
Enhance Customer Experience and Service Quality 
Hotel face major challenges related to negative customer feedback which majorly include service quality, cleanliness and overall value for money, and it required to improve its customer’s experience, and satisfied customers also provide return business and also recommend hotel to others. 
Recommendations – Company needs to focus on comprehensive staff training, and it can also provide regular trainings to all employees which will help to improve customer service skills, communication and problem-solving abilities. Its training also needs to focus on hospitality, conflict resolution and management of customer complaints professionally, and it will cost £5,000 annually for effective training programs and external trainers. It can also introduce guest feedback system, and real-time feedback system will help to analyse important touchpoints such as reception, restaurant and room service. It can also encourage customers to provide different feedback through digital surveys and online review platforms, and it will cost around £2,000 for software implementation and management. Company can also implement various customer loyalty programs, and also introduce effective rewards system where it can provide various discounts, complimentary services and exclusive offers to all customers, and it will also help to increase its repeat business. This approach will also help to build loyal customer base and also increase booking rates, and it will cost £3,000 annually due to various discounts and promotional offers (Amoako, Doe, and Neequaye, 2023). 
Change Management Strategy and Success – Company can focus on communication plan which will help to inform staff about new service expectations and customer satisfaction goals, and also promote employee engagement by including employees in new service policies which will makes them more flexible to changes. Organisation can also conduct regular feedback and monitoring which will help management to track performance through customer feedback and also allow to make adjustments according to requirements. To analyse its progress, it can analyse customer satisfaction scores through surveys and online reviews, and these practices will improve its services around 15% within six months and also increase in repeat bookings by 10% within one year, and it will also help to reduce customer complaints regarding service by 20% within six months (Kim, and Kim, 2022). 
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Customer Experience 
(Source: Nick Jain, 2023)
Invest in Digital Marketing and Online Presence 
Company also has weak online presence and ineffective marketing strategy which reduces its occupancy rates, and in digital word potential guests majorly depends on online reviews, social media and search engine visibility before selecting any hotels. 
Recommendations – Company can focus on website enhancement and SEO optimisation, and also redesign its hotel website to make more user-friendly, mobile-optimised and visually appealing for all customers. It can implement effective search engine optimisation to improve its Google rankings, and it will cost around £10,000 for website upgrade and SEO services. It can also enhance its social media engagement strategy to maintain its active presence on different social media platforms such as Instagram, Facebook and LinkedIn. In social media, company can also post various content related to hotel facilities, guest testimonials and special offers to attract large customers, and it will cost £2,500 annually for effective social media management. It can also collaboration with different influencers and travel bloggers, and also establish partnerships with travel influencers which will help to reach wide audience and also increase brand awareness. Hotel can also provide special discounts and complimentary stays to influencers for promotional content, and it will cost £5,000 annually for various influencer partnerships. Company can also focus on paid digital advertising such as google ads and social media ads, and also implement targeted digital ads which will allow to reach potential customers according to their location, interests and search history, and it will cost £8,000 for annual advertising campaigns (Bhandari, and Sin, 2023). 
Change Management Strategy and Success – Company can train its staff related to digital marketing which will help to ensure that employees receive basic digital marketing training, and it can also focus on gradual implementation and implement different changes step by step which will allow staff to adjust and monitor results effectively. Hotel can also conduct regular performance review by focusing on key performance indicators such as website traffic, social media engagement and online bookings. All these approaches and practices will help to increase website traffic around 25% within six months, and also improve social media engagement by 30% through new followers and effective interactions. It will also help to increase occupancy rates at least 15% through effective online visibility and direct bookings (Kapoor, and Kapoor, 2021). 
Enhance Hotel Facilities and Rooms 
Many customers also highlighted complains related to outdated facilities and limited modern amenities, and to remain competitive in the market, hotel need to upgrade its infrastructure and also improve guest comfort. 
Recommendations – Hotel can renovate hotel rooms and common areas, and rooms also need to refurbished with modern decor, comfortable furniture and updated technologies such as smart TVs and high-speed Wi-Fi, and its common areas such as lobby and restaurant also need to redesign which will help to create welcoming and luxurious atmosphere for customers, and it will cost £50,000 for different rooms and facility upgrades. Company can also implement smart hotel technology such as keyless entry systems, mobile check-in and automated room controls which will help to enhance guest convenience and improve security, and it also helps to increase customer’s satisfaction, and it will cost around £15,000 for smart and effective technology installation. It can also enhance dining and recreational services, and also update menu with different food options, and it can also provide various recreational activities such as wellness programs, guided city tours and live music events, and this process will cost £10,000 for menu development and different entertainment services (Ali, 2021). 
Change Management Strategy and Success – Company can focus on gradual renovations and conduct upgrades in different phases to avoid disturbances for guests, and promote customer involvement and take feedback from guests which will help to ensure that different changes effectively align with their expectations. It can also enhance employee training which will help them to operate new technologies and also allow them to provide enhanced services. All these upgradations will increase positive feedback on hotel facilities by 20% within six months, and also increase occupancy rates by 10% due to enhanced guest satisfaction. This approach will also increase revenue from dining and recreational services by 15% within eight months (MOUZAEK, 2021). 
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Facilities 
(Source: Ryan Stephens, 2024)
Implement Sustainable Practices 
Sustainability is also important factor in hospitality industry, and many travellers prefer eco-friendly hotels which cause minimal environmental impact. Hotel can implement sustainable practices to effectively attract environmentally conscious customers, reduce costs and also comply with regulations. 
Recommendations – Company can reduce energy consumption by installing energy-efficient LED lighting in all rooms and public areas, and also use smart sensors to control lighting and air conditioning which will help to reduce energy waste, and its implementation cost will be £10,000 for energy-efficient upgrades. It can also focus on water conservation measures by installing low-flow showerheads and faucets to reduce water consumption, and also introduce linen and towel reuse programs which will help to reduce excessive laundry, and it will cost £5,000 for water-saving installations. It can also promote waste Management and recycling by implementing comprehensive recycling program, and also separate bins for paper, plastic and organic waste. Company can also establish partnerships with local waste management companies to maintain proper disposal of waste, and for recycling infrastructure it will cost £3000. Hotel can also promote sustainable sourcing for food and amenities, and source different food ingredients from local organic farms to reduce its carbon footprint, and also use biodegradable and refillable products in guest rooms, and this process will cost £6,000 annually (Pereira, Silva, and Dias, 2021).  
Change Management Strategy and Success – Company can train staff related to sustainability practices and also encourage to participate in green initiatives, it can also engage with customers through various eco-friendly initiatives by using signs and digital communications. It can monitor and evaluate different process through regular audits which will help to increase energy and water savings. This approach will help company to reduce its utility bills by 15% within, and also allow to meet customer’s preferences through sustainable initiatives. This approach will also reduce waste production by 20% within six months (Shanti, and Joshi, 2022). 
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Sustainability 
(Source: Medium, 2023)
Staff Training and Employee Engagement Programs 
In organisation, motivated and well-trained workforce is very important to provide effective customer service, and hotel also need to improve its staff training and engagement to enhance employee’s satisfaction and productivity. 
Recommendations – Hotel can provide comprehensive training programs, and also conduct workshops related to customer service, communication and problem-solving, and also train employees to effectively use new technologies and sustainability practices. This process will cost £7,000 annually for effective training programs. Company can also promote employee recognition and implement reward systems, and it can introduce employee of the month program with different incentives such as gift vouchers and bonuses. It can also recognise outstanding performance of employees through awards and appreciation events, and this implementation will cost £3,000 annually. Company can also provide career development opportunities for employees, and provide training certifications and career advancement programs to enhance their professional growth. Also create mentorship programs which will allow senior employees to guide junior staff members, and it will also help to enhance their performance, and it will cost around £4,000 annually for different development initiatives. Hotel can also enhance workplace culture, and promote regular team-building activities to enhance collaboration and employee’s morale in the organisation. It can also implement flexible working schedules which will help to improve work-life balance, and this adaptation will cost £5,000 annually for various engagement activities (Karatepe, 2022). 
Change Management Strategy and Success – Company can include its employees in decision-making and implementation of new programs, and employees also feel valued which will increase their performance. It can also promote clear communication to effectively provide updates related to new training opportunities and engagement initiatives, and supervisors can also analyse staff performance and also provide feedback for improvement. All these practices will help to increase employee satisfaction scores by 20%, and also reduce staff turnover rates by 15%. It will also help to increase customer service ratings by 10% within six months (Karatepe, Hsieh, and Aboramadan, 2022). 
Expand Revenue Streams 
Hotel can also explore new revenue sources to improve its financial performance, and also diversify its income streams which will help hotel to remain profitable during off seasons. 
Recommendations – Hotel can also introduce event hosting services, and it can also transform conference rooms into multipurpose event spaces for different business meetings, weddings and private functions. It can also provide catering and decoration services with event packages to increase its revenue, and its implementation cost will be £15,000 for refurbishment and equipment. It can also launch wellness and spa service, and also invest in small wellness centre to provide various services such as spa treatments, massages and fitness classes. Hotel can also provide special wellness packages for guests staying for long and multiple nights, and company need to spend £20,000 for spa setup and specialist hiring. Company can also establish partnership with local tour operators and also collaborate with local tour companies to effectively provide city tours and adventure packages. Also include transportation and guided experiences with hotel packages, and it will cost £3,000 to establish partnerships and promotional materials (Ibrahim, Putra, and Handayani, 2022). 
Change Management Strategy and Success – Company can conduct market research before launching new services, and also analyse customer preferences and competitor to enhance offerings, and also start new revenue streams in different phases to effectively fulfil demand and maintain profitability. It can also train its employees to manage new services and also provide excellent customer experience. This implementation will increase its overall revenue by 20% within one year, and also increase event bookings by 30% within six months, and it will also increase sales related to dining and spa services by 25% (González-Serrano, and Talón-Ballestero, 2022). 
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	No. 
	Problem 
	Solution 
	Desired Outcome
	Time Scale 
	Completion Date
	Planned Budget 

	1. 
	Low Customer Satisfaction and Negative Reviews 
	Hotel can invest to upgrading its rooms with new furnishings, smart technology and better lighting, and also enhance bathrooms with modern fixtures and facilities (Özen, and Özgül Katlav, 2023).  
	These improvements will help to enhance guest’s experience, provide high satisfaction, better online reviews and also increase bookings. 
	6 months 
	12/2025
	£50,000 

	2. 
	Weak Online Presence and Low Booking Rates 
	It can invest in digital marketing campaigns and also upgrade its website, and effectively use different social media platforms for promotions and guest engagement. 
	It will help to increase visibility, improve online reputation and also enhance direct bookings (Myat, Sharkasi, and Rajasekera, 2023).

	4 months 
	10/2025 
	£20,000

	3. 
	High Operational Costs Due to Energy Consumption 
	It can implement various energy-saving initiatives such as LED lighting, smart sensors and water-saving systems (Salehi, 2021). 
	It will help to reduce utility costs, and also promote eco-friendly operations and comply with sustainability standards. 
	5 months 
	11/2025
	£24,000

	4. 
	Lack of Staff Motivation and Poor Service Quality 
	Company can implement staff training programs, and also provide incentives and promote employee recognition initiatives. 
	It will allow to improve service quality, increase employee satisfaction and also provide better customer experience (Norbu, and Wetprasit, 2021). 
	3 months 
	09/2025
	£19,000

	5. 
	Limited Revenue Sources 
	It can diversify its revenue streams by introducing event hosting, spa services and different dining options (Breier, 2021). 
	It will increase revenue, improve guest experience and also provide financial stability.

	8 months 
	02/2026
	£63,000

	6. 
	High Food Waste and Inefficient Waste Management 
	Hotel can introduce recycling programs, use locally sourced food and also enhance control in dining services. 
	It will help to reduce waste, costs and also improve sustainability efforts (Demetriou, 2022). 
	4 months 


	08/2025
	£6,000
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This report has provided detailed analysis of various challenges faced by Hotel Lumiere, and it also provided practical recommendations to improve its overall performance. This report also identified important issues such as low customer satisfaction, weak online presence, high operational costs, staff motivation concerns, limited revenue streams and inefficient waste management. All issues were effectively analysed and solutions have also proposed to help hotel to manage different challenges. Findings of this report also highlighted that customer satisfaction is important factor for hotel’s success, but negative guest reviews and outdated facilities have affected its bookings and reputation. This report has also recommended to upgrade rooms and modernise amenities which will improve guest experience and also increase customer retention. It also recommended to invest in smart technology and contemporary furnishings which will allow guests to enjoy comfortable stay, and also helps to encourage repeat visits. This report has also highlighted that hotel has weak online presence, and less effective digital marketing strategy can reduce its visibility and direct bookings. 
High energy consumption also increases hotel’s overall costs which also create challenges, and it also majorly depends on traditional energy sources which increases its utility expenses. This report has recommended to implement energy-efficient solutions such as LED lighting, smart sensors and water-saving systems which will allow to reduce its costs and also promote sustainable practices. Sustainability is also important for hospitality industry and company required to adopt eco-friendly initiatives to attract more environmentally conscious guests and also fulfil its corporate responsibilities. Staff engagement and motivation is also important for company, and employee’s satisfaction also directly impact guest experience in hotel. This report has highlighted that less effective training and incentives promote inconsistent service quality and also affect customer’s satisfaction. Company required to focus on staff training programs, recognition initiatives and employee incentives to improve service and create positive working environment. This report has recommended to diversify its revenue sources by promoting event hosting, spa services and various dining options, and it also create new opportunities for financial growth in the industry. This report has provided various solutions which are practical and achievable, and also ensure that hotel remain competitive in continuously changing hospitality industry.
[bookmark: _Toc190888406]RECOMMENDATIONS 
High food waste and inefficient recycling practices also increase company’s unnecessary expenses, and this report recommended various recycling programs, use of locally sourced food and effective dining services which will allow company to reduce waste, operational costs and also allow to align with global sustainability standards, and this approach will also enhance its reputation as environmentally responsible business. Findings of various sources has highlighted that company need to implement important changes related to operations, marketing and service delivery, and through recommended steps, hotel can also improve customer satisfaction, increase revenue, reduce operational costs and also create sustainable business model. All the recommendations have provided according to research and industry practices, and if company effectively implement all these strategies, then it will improve its overall performance, and also enhance quality service and modern facilities. Through effective analysis, this report has provided effective information to support its growth and success. 
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