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[bookmark: _Toc179826606]Executive Summary 
The report has made the identification of the key issues faced by international hotels like Island Shangri-La. It has been seen that the key issue faced by the Island Shangri-La is poor satisfaction and maintenance issues in Island, Pacific Place, Supreme Court Road, Hong Kong China Shangri-La. The issue is lowering the firm overall presence along with the image of the brand and requires appropriate consultancy in the particular area. Therefore, the issue which is facing the firm makes it really difficult for the organisation to generate more revenue as well as hampering its overall presence within the area and in the country. The issue has been identified through the consideration of the most trusted site, TripAdvisor (TripAdvisor, 2024). On TripAdvisor, the consumers have been given feedback and mentioned poor customer service, lack of room maintenance and other issues which are hampering the stay for guests. Therefore, regarding solving the issue the international hotel organisation Island Shangri-La has been approached by the major consultancy firm Shine Consultancy Services (SCS). SCS provided support to the Island Shangri-La in overcoming the issue. The report has also covered the key areas of reading the issues and also the appropriate internal along with the external analysis regarding the business environment which supports Shine Consultancy Services to develop a good and assisting report to Island Shangri-La to overcome the issues. When analysing the external environment of the firm, the model is considered the PESTLE framework since it provides support in giving in-depth analysis. Additionally, the SWOT and also TOWS analysis are considered regarding evaluating the internal business analysis of Island Shangri-La within the specific area in Hong Kong. the report also gives strategic recommendations to the firm which will help the firm in overcoming the issues it is facing.       
The study has identified that the key issue faced by Island Shangri-La is poor customer satisfaction, recent studies highlight that there are negative differences in reliability and empathy dimensions of a major model which is SERVQUAL with a score of -0.027 (TripAdvisor, 2024). Additionally, the guests are also shown dissatisfaction which is linked with the poorer responses of the staff along with their entire performance inside personal attention which are critical regarding this kind of service of luxury hotels. Additionally, the hotel is also facing issues which are related to its maintenance which are linked to ageing facilities, like slow elevators, and outdated amenities which detract from the expected luxury experiences (Su et al., 2021). The firm is required to face these issues due to inadequate staff training, limited training in customer services leads to poor responsiveness and lack of handling of customer queries, proper training is essential for meeting customer demands and expectations. Therefore, all of these issues have resulted in lowering the overall occupancy rates and negative online reviews (Zhang et al., 2021). It has been seen through the PESTEL analysis that China has a stable government which provides support to overall tourism but then also recent geopolitical tensions can affect travel. The government develops policies for improving local tourism which supports local guests to travel all over the country. Additionally, it has been also seen that the GDP growth rate of China is projected at 5.2% for 2024. 
[bookmark: _b00f3izhidv5][image: ]
[bookmark: _licvixy11vzo]Figure 1: GDP of China
[bookmark: _dp81p9smdnlk](Source: Statista, 2024)
Hence, it is highlighting the recovering economy post-COVID pandemic (Statista.com, 2024) the enhancement in the disposable income in the middle of consumers will lids towards high spending on luxury hotels such as Shangri-La which will help to boost their overall customer retention and revenue within the area. On the other hand, through the SWOT analysis, it has been seen that the biggest strength of the organisation Island Shangri-La Hotel is that it is identified for luxury and exceptional services in the country (Li et al., 2021). However, it has the disadvantage of inconsistent quality of services along with variability in services can lead to negative guest experience lowering the overall brand image. The firm has the opportunity to grow its domestic tourism inside China along with enhancement in local travel after the pandemic can boost the overall occupancy rates (Rueda et al., 2020). It has been identified through the TOWS that the improvement in the practices of eco-friendly will appeal to travellers who are environmentally conscious, integrating local conservative efforts within the business. Investing in sustainability initiatives will help to enhance its brand image yet also cater to a demographic increasingly concerned with natural issues.
The recommendation has been given to the firm Island Shangri-La Hotel such as conducting comprehensive programs of staff training (Filieri et al., 2021). It will include role-playing scenarios, workshops on emotional intelligence and regular feedback sessions. Additionally, the firm is also required to facilitate renovation and maintenance schedules, it will incorporate upgrading ageing facilities, like elevators and room amenities, to align with the luxury standards of the hotel (Sainaghi et al., 2021). The firm is also required to make the integration of technologies which includes the implementation of smart room technology for contactless check-ins and improved room service requests (Yadav et al., 2024). It has been also seen that the change management of the firm is required to provide information to its guests regarding its planned improvements along with giving encouragement to their feedback which is ongoing. The collaborative efforts are led towards solutions which are innovative regarding boosting its services along with maintenance. Additionally, the firm is also required to involve its staff in the decision-making process (Mody et al., 2021).  It will help the firm in giving encouragement to the ownership sense along with the commitment towards the goals of the hotels. 
[bookmark: _815uzzkun2w0]

[bookmark: _Toc179826607]Introduction 
The below report will address a major issue of an international hotel which is lowering their overall presence and brand image and needs proper consultancy within the area. The selected international hotel brand is Shangri-La, this branch of Pacific Place, Supreme Court Road, Hong Kong, China is facing major issues in poor guest satisfaction and maintenance problems (Tripadvisor, 2024). Additionally, this major site is facing this issue which is impacting the overall reputation and their overall business operations within the area. This is very problematic for Shangri-La to generate more revenue as well as hampering its overall presence within the area and in the country. The issue has been identified from a very trusted site which is TripAdvisor where customer ratings showcase the true value of any tourist destination, palace, hotel, or restaurant (TripAdvisor, 2024). Customers have rated this site Shangri-La with some poor ratings mentioning poor customer services, lack of room maintenance and other issues which is hampering the stay for guests. On the other hand, the hotel Island Shangri-La, located in Hong Kong opened in 1991, making it over 30+ years old. Additionally, the hotel is situated in the Pacific Place Complex Harbour and the surrounding mountains. The hotel features luxurious accommodations with room size which is about 45 square meters for Deluxe rooms to over 200 square meters for suites (Island Shangri-La, 2024). Moreover, with over 565 rooms, Island Shangri-La combines elegance with modern amenities, catering to both organisations and leisure travellers. This major background of the hotels affects many customers who will tend to experience some luxury and relaxation within the area. Apart from this, the offerings of Shangri-La are lacking in some areas like poor guest satisfaction or customer service and also dealing with vital maintenance problems within this particular site of the hotel. The organisation needs proper consultation and strategies to overcome these issues within the area.
The international hotel organisation Island Shangri-La has approached a major consultancy firm named Shine Consultancy Services (SCS) which will help the hotel business to overcome this issue. The consultancy firm has around 45+ employees which is divided into diverse departments with specific roles. Additionally, roles like financial operations, HR operations, marketing operations, issue identification and strategic solutions managers. All of these enable to provision of seamless services within the market which will help any organisation towards growth and build a very positive brand image. Shine Consultancy Services (SCS) has been approached by Island Shangri-La to provide major strategies to overcome issues in guest satisfaction and poor maintenance problems within this site. On the other hand, the below report will cover major areas of the issues along with proper internal and external analysis of the business environment which will help Shine Consultancy Services to develop a good and assisting report to Island Shangri-La to overcome the issues. Additionally, while analysing the external environment the use of the PESTLE Framework will be seen which helps to provide an in-depth analysis. Moreover, the use of SWOT and TOWS analysis for internal business analysis of Island Shangri-La within the specific area in Hong Kong. The report will also incorporate some strategic recommendations and change management aspects which will help the international hotel brand to overcome the identified issues within the area. Later an action plan will also be incorporated to highlight possible actions that can be taken by the hotel business to implement the steps to improve their overall business operations within the area. All of these aspects will be incorporated in the below report in detail with authentic data and information for a better understanding of the issues and solutions.
[bookmark: _cqozddrmv8pa]

[bookmark: _Toc179826608]Analysis 
A large international hotel organisation, Shangri-La is facing some major issues in their Island Pacific Place brand which is related to poor guest satisfaction and maintenance problems. It is one of the important and strategic branches of the hotel contributing to the overall revenue generation and other aspects effectively. The Island Shangri-La hotel is presently grappling with poor guest satisfaction and maintenance issues, importantly affecting its reputation and operational performance within the area. The key issue is poor customer satisfaction, recent studies highlight that there are negative differences in reliability and empathy dimensions of a major model which is SERVQUAL with a score of -0.027 (TripAdvisor, 2024). Additionally, the guest has expressed dissatisfaction relating to poor staff response and their overall performance in personal attention, crucial for this type of luxury hotel service. The maintenance problem, the hotel is facing challenges related to ageing facilities, like slow elevators, and outdated amenities which detract from the expected luxury experiences. These major issues are lowering the overall image and revenue generation of the hotel within the area. However, the causes of these issues are inadequate staff training, limited training in customer services leads to poor responsiveness and lack of handling of customer queries, proper training is essential for meeting customer demands and expectations. Additionally, facility ageing, as the hotel ages, which was established in 1991, maintenance lapses become more pronounced, influencing the overall quality of the guest experiences (Ghani et al., 2022). All of these issues have resulted in lowering the overall occupancy rates and negative online reviews. For instance, timely responses to complaints are vital, however, Island Shangri-La has been criticised for poor addressing of issues faced by potential guests. However, a study found that 26 out of 35 luxury hotels responded to reviews within a week, setting standards that Island Shangri-La has not consistently met. Additionally, the hotel's facilities to adapt its services approach has led to a decline in loyalty program effectiveness, with only 40% of guests being members of its Golder Circle Program (Gubiniova et al., 2023). Addressing these issues is very vital for restoring the overall hotel business operations and guest confidence and enhancing overall satisfaction within the area.
[bookmark: _Toc179826609]PESTEL Analysis
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Figure 2: PESTLE Analysis
(Source: Eierle et al., 2022)
The below table will showcase the analysis of external factors of hospitality and Island Shangri-La Hotel in detail. 
	Factors
	Descriptions
	Positive/Negative influence

	Political
	China’s stable government supports overall tourism, yet recent geopolitical tensions can affect travel. The recent policies to boost domestic tourism will help local guests to travel across the country yet foreign travellers still face challenges and issues (Shen, 2021). The increased domestic tourism will help Island Shangri-La to experience large customer interactions yet foreign visit limitations can hamper their overall image. The incorporation of proper policies and strategies will help to overcome the geopolitical tension within the country and also benefit Hong Kong effectively. 
	It will impact the business of Island Shangri-La in a negative manner., 

	Economic
	China’s GDP growth is projected at 5.2% for 2024, highlighting a recovering economy post-COVID pandemic (Statista, 2024). The increased disposable income between customers is likely to lead to higher spending on luxury hotels like Shangri-La which will help to boost their overall customer retention and revenue within the area. Taking care of major sub-sectors like airlines and other aspects while dealing with diverse markets China needs China's good economic conditions to promote overall tourism within the country in a positive manner  (Zhu et al., 2021) 
	This particular factor is impacting the business positively. 

	Social
	The rising middle class and changing overall customer preferences towards experiential travel within China are significant trends (Hung et al., 2021). Customers increasingly seek unique experiences rather than just normal accommodations, aligning well with Island Shangri-La offerings of luxury and cultural immersion within the area. It will also influence the diverse markets of Hong Kong contributing to the overall growth of the sector in a significant manner. 
	The factor is affecting the overall sector and business in a positive manner. 

	Technological
	The advancement in hospitality technology like contactless services and other digitisation has helped the country towards growth. Additionally, the internet penetration rate of China is about 78% as of June 2024 (Statista, 2024). All of these will help Island Shangri-La towards growth and provide some advanced customer services within the area. This will contribute to the overall growth of hotel businesses and the adaptation of technology will also improve guest experiences and operational efficiency (Mercan et al., 2021)
	This particular factor is affecting the business of Island Shangri-La in a positive manner. 

	Legal
	The strict laws in China regarding proper health and safety within the workforce which is very crucial to follow for every business in diverse sectors. China's 2002 Work Safety Law is a type of legal framework which highlights proper workplace rights and responsibilities that need to be maintained in the working environment (China Labour Bulletin, 2021). This major law has to be followed by Island Shangri-La to avoid any kind of legal issues and compliance costs can also increase yet adherence improves guest confidence. 
	The major factor is affecting the overall business in a very negative manner. 

	Environment
	The growing focus on sustainability and eco-friendly practices in China will help any business towards growth. The major international hotel organisation, Shangri-La focuses on sustainability practices and also promotes eco-friendly practices around the world. Our ESG Vision will help to contribute to the overall development of sustainability within the country (Shangri-La, 2024). More investment in sustainability will enhance the overall brand image and will also attract nature-friendly travellers around the world. 
	This particular factor is affecting the business in a positive manner. 


Table 1: PESTLE Analysis
(Source: Created by Elena)
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Figure 3: SWOT Analysis
(Source: Benzaghta et al., 2021)
The below table will highlight the analysis of internal factors of the Island Shangri-La hotel in detail. 
	Strengths
	Weaknesses

	· The established brand is identified for luxury and exceptional services in the country (Island Shangri-La, 2024). 
· Advantage of prime location, it is situated in a prestigious area of Hong Kong, attracting both business and leisure travellers across the country. 
· With diverse offerings, it incorporates fine dining, wellness services, and event facilities catering to several guest needs to maintain a proper image within the area (Gallan et al., 2021) 
	· The ageing facilities of major aspects of some areas need proper renovations and maintenance, affecting the overall living quality and guest experiences. 
· High operational costs, and maintaining luxury standards are important costs that affect the overall profitability of the hotel (Morini-Marrero et al., 2023).
· Inconsistent service quality and variability in services can lead to negative guest experience lowering the overall brand image. 

	Opportunities
	Threats

	· The growing domestic tourism in China and the increased local travel after the pandemic can boost the overall occupancy rates. 
· Technological advancement and the incorporation of new and emerging technologies will improve customer experiences and the effectiveness of the business (Dalgic and Birdir, 2020) 
· Sustainability initiatives, and investing in eco-friendly practices can attract environmentally conscious visitors to the area. 
	· With extreme competition, the hotel brand is facing competition from luxury hotels and alternative accommodations like Airbnb (Yang et al., 2022). 
· Economic fluctuations and global economic instability can influence the luxury spending of customers and lower the occupancy rates of the business. 
· The geopolitical tensions and political issues will deter international travellers affecting the overall booking of Island Shangri-La (Huang and Suliman, S., 2023) 


Table 2: SWOT Analysis
(Source: Created by Elena)
The international hotel Island Shangri-La has a solid foundation with its established brand and prime location yet needs to address weaknesses related to facility maintenance and service consistency. Capitalising on major opportunities will help the hotel organisation to mitigate its threats in a very effective manner. All of this showcases that the internal business environment of Island Shangri-La is balanced and major aspects will help towards growth. 
[bookmark: _Toc179826611]TOWS Analysis
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Figure 4: TOWS Analysis
(Source: Fitriani, 2022)
The below table will highlight the analysis of Island Shangri-La hotels using the TOWS framework in detail.
	Strengths-Opportunities (SO)
	Strengths-Threats (ST)

	· The utilisation of the reputed luxury organisation to attract domestic tourists as travel restrictions ease. It will create a major opportunity for the organisation towards growth (Khan et al., 2020). 
· The improved eco-friendly practices appeal to environmentally conscious travellers, integrating local conservative efforts within the business. 
· Island Shangri-La needs to invest in advanced technologies which will tend to enhance the overall customer experience as well as the overall operational effectiveness of the business. Additionally, implementation of technology like contactless check-ins and personalised services. 
	· The use of unique Asian hospitality and cultural experiences to stand out among major competitors like boutique hotels and Airbnb. 
· The crisis management plans create strategies to address the influence of geopolitical tensions and economic downturns, making sure customer services have safety and effectiveness (Wang et al., 2022).


	Weaknesses-Opportunities (WO)
	Weaknesses-Threat (WT)

	· The prioritisation of renovations of ageing facilities and accommodations to improve overall customer satisfaction and also attract more travellers from around the world and also on a local basis. 
· The implementation of service training programs will help staff focus on personalised services to enhance consistency and quality across properties (Chan et al., 2020). 
· The organisation explore new services like wellness retreats or culinary experiences to attract diverse customers across the area. 
	· The development of cost-cutting measures to mitigate the high operational costs while maintaining luxury standards (Garrido-Moreno et al., 2021). 
· Monitoring competition, regularly assessing the competitor's offerings and market trends to adapt strategies effectively, making sure relevant to rapidly changing market needs and demands. 
· The crisis preparedness strengthens overall operational resilience via contingency plans for economic fluctuations and global travel disruptions within the area. 


Table 2: TOWS Analysis
(Source: Created by Elena)
The Island Shangri-La hotels can utilise its strengths while mitigating the weaknesses via strategic initiatives outlined in the above analysis. By leveraging its established brand recognition, the international hotel organisation can attract a growing domestic tourism market after the pandemic, improving its occupancy rates. However, investing in sustainability initiatives will help to enhance its brand image yet also cater to a demographic increasingly concerned with natural issues. Additionally, technological improvements will further boost the overall customer experience, making them more personalised and effective (Chan et al., 2020). Moreover, the crisis management strategies will help the international hotel organisation mitigate potential threats from economic fluctuations and geopolitical tensions, reinforcing its position as a leading luxury hotel in Hong Kong. All of these highlight major insights of the hotel's strengths, and weaknesses in a detailed manner.  
[bookmark: _Toc179826612]“Recommendations and Change Management
[bookmark: _5d5hgc68ifml][bookmark: _Toc179826613]Recommendations”
To mitigate the major challenges and issues which are faced by the Island Shangri-La International Hotel which are poor guest satisfaction and issues in maintenance which are basically ageing facilities. Some of the major recommendations have been incorporated in the below area in detail which will help this international hotel towards growth. 
Comprehensive staff training programs- The creation of a structured training program which will focus on consumer services excellence. Highlight the major dimensions of responsiveness. This can incorporate role-playing scenarios, workshops on emotional intelligence and regular feedback sessions (Archambault and Hapes, 2023). However, the expected outcome can be with proper implementation, the enhanced staff interactions with customers, leading to higher satisfaction ratings. A well-trained staff will be more adaptable to the atmosphere which guests need and provide personalised services which is vital for this type of international hotel. 
Facility Renovation and Maintenance Schedule- The implementation of this maintenance schedule needs the development of prioritised maintenance services which will mitigate urgent repairs and renovations within the property. Additionally, this will incorporate upgrading ageing facilities, like elevators and room amenities, to align with the luxury standards of the hotel (Weeks and Leite, 2022). The expected outcome can be, improved customer comfort and satisfaction due to enhanced facilities in the area. A proactive maintenance approach by Island Shangri-La will lower overall disruptions and negative experiences related to facility problems. 
Technology Integration- The incorporation of advanced technology by investing in hotel management software that will integrate customer relationship management (CRM) tools to track customer experiences and history. Additionally, the implementation of smart room technology for contactless check-ins and improved room service requests. However, the expected outcome of this major strategy will streamlined operations and also improve the overall effectiveness while providing customers with a modern, tech-savvy experience that meets contemporary expectations (Liu et al., 2020). All of these will improve the overall business operations as well as attract more customers in a longer period of time. 
Personalised Guest Experiences- The use of data collected from the CRM system which has been included by Island Shangri-La hotel to personalise customer experiences. Like, if a customer is celebrating an anniversary, the hotel can arrange special amenities, like complimentary sweets and juices as welcoming notes. However, the personalised offerings will help the hotel to develop memorable experiences that will foster loyalty and encourage repeat visits within the hotel branch (Bharwani and Mathews, 2021). All of these will also promote proper guest satisfaction as well as help to boost the overall business reputation and revenue effectively. 
Sustainability Practices- The creation of eco-friendly practices like lowering the use of plastic, implementing energy-saving measures and sourcing local products for dining options. All of these will promote positive initiatives via marketing channels to attract more customers who prioritise sustainability as well as eco-products and surroundings. A strong commitment to sustainability can improve the overall brand image and appeal to a growing segment of eco-aware customers within the area (Olya et al., 2021). This will help Island Shangri-La to build a very positive image and also lower its overall issues which have been faced in this particular site of the hotel. 
Crisis Management Planning- The formulation of a crisis management plan that will incorporate protocols for handling complaints effectively. This will cover major strategies for managing external issues like geopolitical tensions which are hindering travel experiences for customers (Wang et al., 2022). The proper implementation of this plan has some expected outcomes that will improve the overall hotel’s resilience against potential disruption while ensuring guest safety and confidence within the area. These are some major aspects which the hotel can incorporate to improve its offerings. 
Implementing these potential strategies which are proposed as a recommendation by Shine Consultancy Services (SCS) after the analysis of the hotel's external and internal aspects and also focusing on the issues faced. All of these will help the Island Shangri-La International Hotel to boat their overall offerings as well as provide a comprehensive guest services within the area. 
[bookmark: _Toc179826614]Change Management 
It is necessary regarding the change management of Island Shangri-La to identify all of these issues effectively regarding the poor satisfaction of the guests along with the maintenance. The organisation has the option that it can make the implementation of a strategic management plan regarding change for effectively solving all of these issues (Buttrick, 2009). The strategic management plan which can be implemented through the organisation is discussed below
“Performing thorough assessments along with developing clear objectives”
The organisation Island Shangri-La has the option that it can effectively regularly collect feedback from its consumers. Therefore, regarding these, the firm is able to conduct surveys or even focus groups (Burnes, 2014). It will help the organisation in getting knowledge regarding the particular pain points of the consumers in which the firm is required to work to improve its services. The firm also has the option that it can effectively analyse the present facilities' state towards pain point critical issues regarding maintenance. The firm is also required to develop targets which can be easily measured so that it becomes able to make the improvement in the satisfaction of the gusset along with the time of maintenance response. 
The comprehensive assessment supports addressing the pinpoints of underlying factors which contribute towards poor satisfaction along with maintenance issues (Noordzife, 2014). It can involve the performance of the staff, the conditions of the facility or even the feedback from the guests. Looking at the feedback which is collected through the surveys or even the interviews the management is able to get insights into those to whom the guests give more value. Hence, it provides support to the organisation in making targeted improvements. Additionally, through assessments, the firm will be able to make a comparison of its present operations against the standards of the industry along with the competitors (Whittington et al., 2020). It will support the organisation in making the identification of the gaps in its maintenance along with the services.        
“Engaging with shareholders and implementing training programs”
Island Shangri-La is required to develop committees regarding staff towards voice concerns along with suggestions for the experiences of the guests along with maintenance (Mavridopoulou and O’Mahoney, 2020). Additionally, the organisation is also required to provide information to its guests regarding its planned improvements along with giving encouragement to their feedback which is ongoing. On the other hand, Island Shangri-La is required to give effective training to its employees so that the organisation will be able to make enhancements in its delivery of service along with skills in problem-solving. Additionally, Island Shangri-La is required to provide the maintenance staff with the practices which are best regarding efficient repairs along with upkeep (O’Mahoney, 2021). The effective engagement with the stakeholders will provide support to the organisation Island Shangri-La in collecting the diverse perspectives on the strengths of the hotels along with its weaknesses. It will help the firm in getting information regarding the targeted improvements.
The organisation makes involvement of the staff in the process of decision-making (Kipping, and Clark, 2012). It will help the firm in giving encouragement to the ownership sense along with the commitment towards the goals of the hotels. The collaborative efforts are led towards solutions which are innovative regarding boosting its services along with maintenance. Additionally, the continuous communication of the firm with its shareholders gives the surety that each and every one inside the firm is able to be informed regarding its initiatives which are ongoing (Kotter, 2012). It also provides support to the organisation in developing transparency along with trust which supports improving morale along satisfaction.  On the other hand, the programs of training will provide support to enhance the capabilities of the staff inside consumer services, practices of maintenance along problem-solving (Newton, 2010). Hence, it will have a direct effect on the satisfaction of the guests along with the efficiency of the operation.     
“Increasing the process of maintenance along with the updating of facilities”
The firm change management of Island Shangri-La is required to create a proactive plan regarding the maintenance towards seeing the issues before they take place (Baron and Armstrong, 2007). The organisation also has the option that it can make the implementation of a streamlined system regarding the staff towards reporting along with tracking the issues regarding maintenance. The change management is also required to give stress on highlighting the areas which are impacted which are identified through the feedback of the guests regarding the immediate updates (Brierley, 2006). The firm also has the option can be considering the tools regarding predictive maintenance along with the systems of guest management. Consequently, regular proactive maintenance reduces the likelihood of breakdowns of the equipment along with the interruption of services. Hence, it leads towards experiences which are more reliable for the guests. 
The streamlining of the processes of maintenance permits the organisation to make an identity along with resolving the issues quickly (Fisman and Sullivan, 2014). Hence, it supports the firm in minimising its effects on the satisfaction of the guest. Additionally, the regular maintenance provides the surety to Island Shangri-La that all of its facilities are meeting the standards of safety. Hence, it reduces the accident risk along with increasing the confidence of guests in the commitment of the hotels towards their well-being (Johnson, 2005). On the other hand, the updating of the facilities towards the modern main cities might importantly increase the experiences of the guests. It will support the firm in making the hotel appealing along with competition inside the market. Additionally, the updating of the interiors along with the exteriors of the hotel will help the firm in developing a positive impression at the beginning along with giving encouragement to the luxury sense along with comfort (Whittington and Molloy, 2005). Hence, it will improve the overall satisfaction of the guests.    
“Increasing the experiences of guests and monitoring along with evaluating progress”
Island Shangri-La is required to provide stress on the going to the personalised services. The change management of Island Shangri-La is required to tailor all of its offerings on the basis of the preferences of the guests along with their feedback (Fuertes et al., 2020). Additionally, the area is required to make the introduction of incentives for returning guests to boost their satisfaction along with engagement. The tailoring of services along with expectations towards the individual preferences of guests might increase satisfaction. It can involve personalised greetings, amenities which are customised or even special offers on the basis of previous visits (Grewatsch et al., 2023). Additionally, the expansion of the activities and options of doing along with the program of wellness might develop experiences which are memorable. Hence, it gives encouragement to the guests that they make the explore along with enjoying their stays which will lead towards the reviews which are positive along with repeat visits.  On the other hand, the organisation Island Shangri-Ladies also has the option that it can effectively monitor along with analyse its progress (Cagno et al., 2022). The firm is able to make use of the KPIs so that it becomes able to measure its improvements in the satisfaction of the guests along with the efficiency of the maintenance. Additionally, it can schedule periodic reviews regarding the feedback of the guests along with the inputs of the staff towards accessing the progress which is ongoing (Crotts et al., 2022). Performing the periodic analysis regarding the services along facilities provides the surety that the hotel can make the adoption of the changing expectations of the guests along with the standards of the industry.     
[bookmark: _Toc179826615]Action Plan 
The action plan regarding Island Shangri-La for seeing the issue regarding poor satisfaction along with maintenance is discussed below.  
	Number
	Problem
	Solution 
	Desired outcome 
	Time scale
	Starting date 
	Completion date
	Planned budget 

	1
	Poor guest satisfaction
	Implementation of the personalised programs regarding guests' experience 
	Enhancement in the scores of satisfaction of the guests (Maltese, 2020)
	3 months 
	16. 10. 2024
	15.01.2025
	£15,000

	2
	Delay in maintenance
	Developing the preventive schedule regarding maintenance 
	Decreases maintenance issues as well as downtime
	2 months 
	10. 11. 2024
	09.01.2025
	£10,000

	3
	Outdated facilities 
	Updating of key facilities along with amenities 
	Increasing the aesthetic appeal along with the functionality (Maltese, 2020)
	5 months 
	25. 10. 2024
	24.03.2025
	£1,00,000

	4
	Lacking the engagement of staff
	Creating sessions of training which gives stress on excellence of services 
	Boosting the performance of staff along with the interactions of the guests 
	4 months 
	30. 12. 2024
	29.04.2025
	£20,000

	5
	Inadequate mechanism of feedback 
	Implementation of a regular survey of consumer feedback 
	Better understanding regarding the requirements of the guests (Han and Li, 2023)
	Ongoing 
	Ongoing 
	15.05.2025
	£5,000

	6
	Insufficient monitoring 
	Development of KPIs regarding the satisfaction of the guests along with their maintenance 
	Data-driven improvements 
	1 month
	16. 1. 2024
	15.02.2025
	£2,000

	7
	Poor communication 
	Enhancement in the channel of internal communication 
	Boosts the collaboration of the team along with their efficiency (Nair et al., 2020)
	2 month
	10. 12. 2024
	09.02.2025
	£3,000


Table 3: An action plan for Island Shangri-La to overcome the current issues
(Source: Created by Elena)
All of the solutions which are mentioned above aim to achieve a measurable boost in the satisfaction of the guest along with the overall operations of the hotel. On the other hand, the action plan for Island Shangri-La also has a time scale which provides an indication regarding the amount of time which will be required through each of the actions (Zhu et al., 2020). Also, it provides information regarding the date on which the organisation will take that specific action and when it will be completed. 
[bookmark: _6n3uqxi5huzj]

[bookmark: _Toc179826616]Conclusion 
It has been concluded that the hotel brand is Shangri-La, this branch of Pacific Place, Supreme Court Road, Hong Kong, China is facing key issues regarding the poor satisfaction of the guests along with the maintenance. Therefore, the issue which is facing the firm is having a significant effect on its reputation and also the overall operations of its business within the area. In TripAdvisor consumers have rated the Shangri-La with some of poor ratings which is mentioning the poor services to the consumers, lacking maintenance of the rooms along with other issues which hamper the stay of the guests. It has been seen that due to these issues, Island Shangri-La has approached a major consultancy firm named Shine Consultancy Services (SCS) which supports the hotel business towards overcoming the issue. Shangri-La at Island Pacific Place is one of the significant strategic branches of the hotel since it is making significant contributions to the generation of overall revenue along with other factors in an effective way. The primary issue is poorer satisfaction of consumers; the current studies have shown that there are negative similarities inside reliability along with empathy dimensions regarding the key model which is SERVQUAL with a score of -0.027.
The maintenance problem, the hotel is facing challenges related to ageing facilities, like slow elevators, and outdated amenities which detract from the expected luxury experiences. Consequently, these issues have been developed due to the inadequate staff training which is limiting the training in the consumer services which leads towards the poor responsiveness along with lacking handling of the queries of consumers. Hence, it is necessary for the firm to it give the appropriate training to its staff to manage the demands of consumers along with their expectations. It has been seen that stable support of the government of China helps overall tourism but the current geopolitical tensions might affect the travel. It has been seen that taking care of major sub-sectors like airlines and other aspects while dealing with diverse markets China needs China's good economic conditions to promote overall tourism within the country in a positive manner. 
Additionally, the biggest strength of the Island Shangri-La hotel is that it identifies luxury along with exceptional services inside the country whereas its weaknesses include high costs of operational along with managing the standards of luxury are significant costs which making affect the firm overall profitability. The firm can utilise the reputed luxury organisation to attract domestic tourists as travel restrictions ease. It will create a major opportunity for the organisation towards growth utilisation of the reputed luxury organisation to attract domestic tourists as travel restrictions ease. It will create a major opportunity for the organisation towards growth. The change management of the firm is required to perform the survey. The survey will help the organisation in getting knowledge regarding the particular pain points of the consumers in which the firm is required to work to improve its services. Island Shangri-La is also required to give effective training to its employees.
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