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[bookmark: _Toc148654270]1.0 Executive Summary 
The Four Seasons Hotel Bangkok is ranked as the 3rd among 50 hotels in the world. It was established in 1992, and its name was changed in 2001 when it was acquired by Miner. The prime location is the key strength of the hotel in entire Bangkok. Moreover, the hotel provides distinct plans, such as no charges for individuals less than 18 years old and living with their families and children, in order to attract customers. However, the hotel is facing various challenges in the form of customer dissatisfaction, increases in operational costs, poor sustainability practices and advertising alcohol. The hotel considered the advertisement of alcohol as a big challenge to mitigate. As per a report, 20-25% of the income of hotels is generated from the services of alcohol. However, John & Company, a consulting firm, highlighted different issues through analysis tools and chose to increase operational costs after COVID-19, customer dissatisfaction caused by poor marketing practices and a ban on promoting alcoholic products as the key issues to be alleviated. In the case of promoting alcohol, the government of Thailand is not allowed to persuade individuals to drink alcohol through the act of ABCA. It is a politically driven policy rather than religious. 
The different tools of analysis, such as PESTLE, SWOT, and TOWS, found numerous issues with Four Seasons Hotel Bangkok. The PESLTE tools analysed the macro factors of the hotel industry of Thailand. The tax and trade policies are both in favour of the hotel industry as their tax is not more than 3% all over the provinces as per the PESTLE analysis. Moreover, the interest is not more than 2%, and the unemployment rate is 0.86%. Hence, the Thailand market is showing positive insights economically. However, the hotel industry is facing social challenges due to human trafficking and corruption. The hotel industry has opportunities in the form of technological advancement. Growth in artificial intelligence, machine learning and the Internet of Things are the foremost areas to invest for hotels. This tool of PESTLE also confirmed the legal challenge of not allowing the business to promote alcohol as it could result in persuading individuals.
Furthermore, the SWOT analysis provided the strengths of Four Seasons Hotel Bangkok in the form of prime location, first-mover advantage, brand awareness and financial resources. These strengths could be utilised against the threats of increase in operational costs and competition. In addition to that, the weaknesses of low return on investment and customer dissatisfaction could be resolved through the change in the marketing strategy of the Four Seasons Hotel Bangkok. The consulting firm report provided some recommendations based on these analysis tools. As per the analysis of the firm, the crucial issues are the dissatisfaction level of customers, increased operational costs in the hotel management and promotion of alcohol. Customer dissatisfaction is substantially caused by the effective promotion of customers. 
The adoption of social media marketing, where 60% of people are engaged, can be helpful in reducing this issue. The effectiveness of this social media marketing would be measured through the feedback of customers in the form of comments and reviews. The increased operational cost can be lowered by expanding the business in other cities of the country. Lastly, the Four Seasons Hotel Bangkok can make a legal team to challenge the ABCA act in order to get relief in promoting alcoholic products. John & Company provides an action plan that includes the approximate budget and necessary steps that would be required to implement the strategies in order to resolve the issues. 
The solution to the issue will benefit the Four Seasons Hotel Bangkok. The hotel will earn that hindered income by selling alcohol more effectively, which was being neglected due to the legal factor of advertising. In addition to that, the business expansion will give economies of scale to the business. Consequently, the operational costs of the hotel would be reduced. Along with this, the smooth business of the hotel industry will also increase the tax collection of the Thai Government. For instance, the UK government is earning more than 13 billion pounds each year in alcohol taxation. 
However, these recommendations will not be implemented without costs. According to the research of the consulting team, the legal procedure will cost between 200,000 and 500,000 Thai Baht, the digital marketing strategy’s cost will be approximately between 20,000 and 50,000 Thai Baht, and the business expansion will cost more and would be approximately 4 million Thai Baht. These strategies will also be monitored by an experienced team. 
On the contrary, John & Company also suggested Lewin’s change management model in order to manage the change practices more effectively. The three steps of unfreeze, change and refreeze steps were followed to carry out the steps of shift, especially in digital marketing. Moreover, the report suggested to prioritise the people in each and every step of the change management. The employees must be given a chance in the decision-making process. These small steps will ensure the effectiveness of the entire process in executing the plan to resolve the problems. To conclude, the promotion of the alcohol issue of Four Seasons Hotel Bangkok would be resolved. Along with that, the other social, political and environmental challenges will also be mitigated. Hence, the Four Seasons Hotel Bangkok can now maintain its competitive advantage in the market of Thailand.  


[bookmark: _Toc148654271]2.0 Introduction
Certain religious practices have always been challenging for businesses to operate freely. The belief system not only restricts the people but certain business practices as well who intend to cross the limits (Van Buren, Syed and Mir, 2019). Similarly, the Four Seasons Hotel Bangkok is facing the challenge of promoting alcohol to attract the desired customers. Thailand, being a Buddhist country, has several restrictions regarding the promotion of alcohol (Business Insider, 2023). The government prohibits the advertising of alcohol in a way that shows a name or qualities to attract someone to drink. Furthermore, any advertisement cannot show a logo of an alcoholic beverage more than 3% of full space and through video, it must account for less than 2 seconds as per section 32 of the Alcoholic Beverage Control Act (ABCA) (Admin, 2020). Therefore, these policies are challenging, especially for the hotel industry of Thailand. 
Four Seasons Hotel Bangkok has been operating in the city of Bangkok for the last three decades. It was originally started in 1992, but its name was changed to Four Seasons Hotel when Minor acquired it in the year of 2001 (Koaysomboon, 2020). The urban resort of the hotel has 299 guest rooms, a size of 238–248 m2, at the location of the riverside, which is considered the heart of Bangkok (Coolidge, 2023). Moreover, the Four Seasons Hotel Bangkok has a distinct family plan that provides it a competitive advantage over other hotels in Bangkok. For instance, the hotel does not charge any additional fees for children who are less than 18 years old and are living in the same guest rooms where their guardians or parents live. They also offer special rates for their adults who are booking the guest rooms on a sharing basis (Four Seasons Hotel Bangkok, 2020). The unique location in the form of boutiques, galleries, and cafes makes Four Seasons Hotel Bangkok a centre of style and energy (The Lux Voyagur, 2019). According to a report, Four Seasons Hotel Bangkok is ranked 3rd among the 50 best hotels in 2023 (Four Seasons Press Room, 2023). Despite all of these unique attributes, the hotel is facing an issue in the form of government policies promoting alcoholic products. However, this issue could be resolved by following certain measures of a well-experienced consultancy firm. 
The presented consultancy firm provides different sorts of services that could mitigate the issues of the hotel industry. Primarily, this includes financial consulting, business consulting, management consulting, and marketing consulting (Madell, 2023). Similarly, the Four Seasons Hotel Bangkok is concerned about the problem of promotion, and his issue could be resolved using different marketing strategies (Brisset, 2023). However, there will be the requirement of different analysing tools such as PESTLE, SWOT and TOWS. PESTLE tool would be used to analyse the macro factors such as political, economic, environmental, legal, technological and social in order to get a broader picture of the hotel industry (Peterdy, 2022). John & Company will use SWOT analysis in order to understand the strengths, weaknesses, opportunities and threats of Four Seasons Hotel Bangkok, and then it will use the TOWS matrix to match the existing opportunities with threats and strengths with opportunities (Boonpienpon and Wongwiwattana, 2019). Based on this analysis, the consulting report would include recommendations to resolve the problem faced by the Four Seasons Hotel Bangkok. The consulting firm believes that these recommendations of adopting certain marketing strategies would help in resolving this problem of promoting alcohol while remaining within the legal laws. Moreover, an action plan would be provided to the hotel management that will highlight all the necessary steps in adopting the particular marketing strategies to achieve the actual goal. 
[bookmark: _Toc148654272]3.0 Analysis
Four Seasons Hotel Bangkok is facing a problem in promoting alcohol in Thailand. Buddhism is considered the major reason behind the occurrence of this issue (Business Insider, 2023). However, there could also be other internal and external factors (Jiang and Bi, 2022). Hence, this consulting report includes the PESTLE, SWOT and TOWS analysis to deeply understand the problem, find the causes and provide problem-solving recommendations and action plans.
[bookmark: _Toc148654273]3.1 PESTLE Analysis
The PESTLE analysis tool is mostly used to analyse the industry trends of a business (Peterdy, 2022). In this case, John & Company, the consulting firm, used this tool to identify the macro factors within the hotel industry of Thailand and then analysed the causes of those factors on the actual problem of Four Seasons Hotel Bangkok. 
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[bookmark: _Toc148654301]Figure 1: PESTLE Analysis
Source: (Map & Fire, 2023)
[bookmark: _Toc148654274]3.1.1 Political Factors
The political factors are mainly the policies regarding trade, tax and other local policies adopted by the political parties (Futurelearn, 2023). There are two major political parties in Thailand, Yellow Shirts and Red Shirts, and each party has its own tax, trade and stability policies. Local issues have existed between the parties since 2010 (Jha, 2023). However, the tax policies on the hotel industry are not more than 3% in each province of the country (Duyensing Kippen, 2022). The trade policies also encourage international businesses by reducing the tariffs based on different agreements. Moreover, both political parties agreed upon controlling alcoholic advertising through the ABCA, which forbids persuading people to drink (Mirandah, 2023). 
[bookmark: _Toc148654275]3.1.2 Economic Factors
The major economic factors include inflation, unemployment, exchange, and interest rates (Professional Academy, 2022). According to recent figures, the interest rate of Thailand is 2%, the unemployment rate is 0.86%, and the inflation rate is approximately 6% (Trading Economics, 2023). These figures are quite satisfying, especially for international businesses operating in Thailand's market (Abango, Yusif and Issifu, 2019). The hotel industry of Thailand is expected to reach revenue of 1.35 billion this year, with a growth rate of 7% (Statista, 2023). The economic factors are favourable, especially for tourism and hotel industry. Most foreign businesses expanded their functions into the markets of Thailand (Pattanasing, Aujirapongpan and Srimai,2019). 
[bookmark: _Toc148654276]3.1.3 Social Factors
The major social factors include income distribution, lifestyle, demographics, attitude of the target audience and cultural barriers (Thinyane and Bhat, 2019). The total population is 71.6 million, and according to a report, 1% of the total population counts around 67% of total income, and it shows an unequal distribution of income (Trapeznikova, 2019). Buddhism is mostly practised by the majority of the population in Thailand. The life expectancy in Thailand is 71 years for males and 79 years for females. Furthermore, Thailand is very diverse, and the Thai people are very friendly and hardworking (World Health Organisation, 2023). The International Trade Portal (2023) showed that most people spend their income on dining out and travelling and are desperately brand-conscious. However, there are a lot of challenges as well in the form of human trafficking, ageing of people, adult pregnancy and corruption (McGeough, 2022). 
[bookmark: _Toc148654277]3.1.4 Technological Factors
Primarily, the technological factors are automation, level of innovation, technological awareness, technological change and cybersecurity (Govinfo, 2023). The studies show that Thailand is becoming technologically advanced. The investment in the technological sectors and innovation of the Thai government is considered a remarkable approach in the world (Elkhwesky and Elkhwesky, 2022). As a result, the e-commerce sector and digital marketing sectors are expected to grow in upcoming years (International Union, 2023). The Thai government now supplies different tech products internationally, and most services are on automation (Jermsittiparsert, 2020). Moreover, Thailand is also considered a top Southeast Asian country in social media usage, and mostly Facebook, Twitter and Instagram digital platforms are used (Joyce, 2022). However, the tech innovations mostly took place in Bangkok, and it requires the government to take initiatives for spreading these initiatives to other sectors as well (Prasarnphanich, 2023). 
[bookmark: _Toc148654278]3.1.5 Legal Factors
The legal factors majorly include the laws about discrimination, employment, the safety of labourers, copyright, customer safety and business regulations (Newman et al., 2021). The research shows that Thailand has standard laws about labour, discrimination, and regulating businesses that protect various rights of people (Kaewpramkusol et al., 2019). Moreover, the Thai government has other laws as well regarding the usage of drugs, bribery, royal families of Thailand, and drinking and smoking (Sakolnakorn, 2019). The drinking and smoking sectors are regulated through ABCA in the entire country (Sornpaisarn et al., 2020). It regulates all the businesses such as tourism, hotels, restaurants, bars and restaurants. Furthermore, the ABCA prohibits advertising alcoholic products that persuade people to drink (Mirandah, 2023). Thus, all these laws of the Thai government protect their people directly or indirectly. 
[bookmark: _Toc148654279]3.1.6 Environmental Factors 
The major environmental factors include the environmental policies about climate change, recycling, pollution, and sustainable development goals of the United Nations (United Nations, 2021). Moreover, the insurance policies, pollution policies and energy consumption policies directly or indirectly impact the environment (Sampantamit et al., 2020). These environmental concerns further increased due to the economic development in the country. The increase in technological advancement, tourism enhancement, and industrial development are major causes behind the loss of natural resources. Currently, Thailand is facing the challenges of water pollution, air pollution, loss of biodiversity, and deforestation (Open Development Thailand, 2023).
[bookmark: _Toc148654280]3.2 SWOT Analysis
The SWOT analysis helps understand a business's strengths, weaknesses, opportunities and threats in a particular industry (Gepner et al., 2022). In the case of Four Seasons Hotel Bangkok, the consulting report used the SWOT tool to find the hotel's major strengths and weaknesses, opportunities and threats. The internal analysis of the environment includes strengths and weaknesses, and the external environmental analysis includes the threats and opportunities. 
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[bookmark: _Toc148654302]Figure 2: SWOT Analysis
Source: (Raeburn, 2022)
[bookmark: _Toc148654281]3.2.1 Strengths
According to a report, the strengths are unique capabilities and resources that cannot be copied and give a competitive advantage to a company or business (Hasbullah et al., 2021). Four Seasons Hotel Bangkok's major strengths are financial resources, well-trained staff, location, experience in dealing with customers, competitive human resources, and operational activities and processes. Moreover, strong brand awareness plays a greater role in attracting and engaging customers. Additionally, property rights in the form of copyrights and patents and superior products and services among competitors are major strengths of Four Seasons Hotel Bangkok (Wailerdsak, 2023). The Jaipong, Nyen Vui, and Siripipatthanakul (2022) consider the first mover advantage as the major strength of the hotel in Bangkok, Thailand. 
[bookmark: _Toc148654282]3.2.2 Weaknesses
The Suriyankietkaew, Krittayaruangroj and Iamsawan (2022) define weaknesses as the areas where businesses lack and need improvement. Similarly, the Four Seasons Hotel Bangkok has weaknesses in the form of customer dissatisfaction, lack of critical talent, lower returns on investments, and a lower track record regarding environmental sustainability. Moreover, the hotel is also lacking in adopting the technology in certain operating sectors of the Company. Almohaimmeed (2019) considers customer dissatisfaction as Four Seasons Hotel Bangkok's major weakness and suggests improving it to get a competitive advantage. 
[bookmark: _Toc148654283]3.2.3 Opportunities 
Opportunities are the external factors that could be used to either fuse the current position or use them for future expansions. The opportunities mostly occur from consumer preferences and economic growth (Thakkar and Chaudhari, 2021). In the case of the hotel industry of Thailand, the Four Seasons Hotel Bangkok has the opportunity to adopt advanced technologies in the form of artificial intelligence, machine learning and the Internet of Things (Jatiyananda, Nurittamont and Phayaphrom, 2021). Moreover, the usage of social media marketing would help the hotel in attracting more and more customers. In addition to that, the hotel also has the opportunity to expand its business in other cities, which will reduce the overall production cost (Thakkar and Chaudhari, 2021). 
[bookmark: _Toc148654284]3.2.4 Threats
Threats are the external factors that mostly emerge from similar factors from which opportunities occur, such as economic growth, technological advancement, change in consumer behaviour, and political measures (Van Langen et al., 2021). Thakkar and Chaudhari (2021) highlighted the threats of competitors and new entrants due to lower costs, government policies and operational costs after COVID-19 as the major macro-environmental factors for the hotel industry in Thailand. Among these factors, the increased operational costs are considered the key threat to existing businesses (Van Langen et al., 2021). Similarly, the Four Seasons Hotel Bangkok operates in Thailand, which is a major threat that must be mitigated. However, the strong brand awareness of Four Seasons Hotel Bangkok is the competitive edge over its existing and new competitors (Thakkar and Chaudhari, 2021). 
[bookmark: _Toc148654285]3.3 TOWS Analysis 
The TOWS analysis is an extension version of the SWOT analysis. After the SWOT analysis, the TOWS analysis provides the strategies by matching the strengths with opportunities and threats and weaknesses with opportunities and threats (Vecteezy, 2023). Similarly, in the case of Four Seasons Hotel Bangkok, these points of TOWS are used for making recommendations and action plans in the consulting report. Furthermore, these strategies built through TOWS analyses could be used to develop an action to resolve the major issue of promoting alcohol for the hotel.
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[bookmark: _Toc148654303]Figure 3: TOWS Analysis
Source: (Vecteezy, 2023)


Table 1: TOWS Analysis
	TOWS Analysis
	Description

	Weaknesses-Threats
	The Four Seasons Hotel Bangkok has weaknesses in the form of customer dissatisfaction and lower environmental sustainability. These could be mitigated by prioritising customer dissatisfaction and improving the practices of environmental sustainability (Elkhwesky and Elkhwesky, 2022). These strategies would help the hotel save costs and maintain its competitive advantage (Jeaheng, Al-Ansi and Han, 2019).

	Weakness-Opportunities
	The SWOT analyses highlighted customer dissatisfaction and lower returns on investment as the major weaknesses of the Four Seasons Hotel Bangkok. Furthermore, opportunities for social media marketing and business expansion in other cities were also found (Tarsakoo and Charoensukmongkol, 2020). The usage of social media marketing would build the image of the hotel among competitors, and business expansion in other cities might be profitable due to cost reduction in the operations (Arkornsakul et al., 2022)

	Strengths-Threats
	The strengths in the form of strong brand awareness and efficient operational activities are highlighted in the SWOT analysis. The strong brand awareness could be utilised in maintaining a competitive advantage. Thus, it will lessen the threat of competitors (Jukping, 2020). Furthermore, the efficiency in the operational activities could be utilised in minimising the effects of uncertain economic downturns.

	Strengths- Opportunities
	The SWOT analysis considered financial resources, experienced staff, prime location and strong brand awareness as the major strengths of the Four Seasons Hotel Bangkok (Benzaghta et al., 2021). These could be utilised in the opportunities that hotel has in the market. Experienced staff could be used to produce superior services by using advanced technologies such as machine learning and artificial intelligence, prime location advantage can be used to attract customers by adopting digital marketing strategies such as social media marketing and strong brand awareness of the hotel could be leveraged in by launching the hotel in other cities (Elkhwesky and Elkhwesky, 2022).


Source: (Own Illustration) 
[bookmark: _Toc148654286]4.0 Recommendations and Change Management
The analysis tools have provided vast information about the challenges the hotel industry faces in the market of Thailand. For instance, The PESTLE analysis provided the macro challenges the entire industry faces in political, economic, social, technological, legal and environmental (Coolidge, 2023). SWOT analysis highlighted the internal factors, such as strengths and weaknesses of the Four Seasons Hotel Bangkok, as well as external factors, such as opportunities and threats. Moreover, the TOWS analysis provided certain strategies based on SWOT outcomes that could be utilised to mitigate threats and weaknesses that Four Seasons Hotel Bangkok is facing (Koaysomboon, 2020). After understanding the issues that Four Seasons Hotel Bangkok is facing, the consulting firm report provided the following recommendations along with the change management strategies, measurement tools of strategies, the potential benefits the strategies provide and required costs based on the budget of Four Seasons Hotel Bangkok.
[bookmark: _Toc148654287]4.1 Recommendations
[bookmark: _Toc148654288]4.1.1 Government Policies 
The PESTLE Analysis provided different sectors which are impacted by the government policies. The key concern for Four Seasons Hotel Bangkok is the government policy about advertising alcohol. The major cause behind this policy is the Buddhist religion, which forbids individuals to drink drinking (Mirandah, 2023). However, Van Buren, Syed and Mir (2019) argued on this and claimed that this is a more politically driven policy rather than religion. According to Mirandah (2023), 20-25% of Thailand's hotel industry's income comes from selling alcohol. Hence, this policy is directly impacting the business of Four Seasons Hotel Bangkok. This could be mitigated by making a committee that represents all the heads of the hotel industry. That committee should present its concerns in front of the Thai government by addressing tax benefits. For instance, the United States is making more than 10.2 billion as tax revenue from alcohol by providing ease in advertisement policy (Business Insider, 2023). 
[bookmark: _Toc148654289]4.1.2 Social Challenges
Human trafficking, the ageing of the population, adult pregnancy and corruption are the main challenges highlighted in the PESTLE Analysis. However there are laws against these major issues in the country, but they are not very effective (Admin, 2020). Mostly, underage people are being affected by human trafficking in Thailand (Koaysomboon, 2020). According to the police report, most of the people who are part of human trafficking are the owners of different hotels in Thailand (Coolidge, 2023). Hence, these allegations are directly or indirectly creating issues for the Four Seasons Hotel Bangkok. In order to maintain the brand image, the public relations officer of the hotel must plan public campaigns that show positive insights regarding such crimes that took place in Bangkok. Moreover, the board of directors of the hotel must take action against the staff who are involved in these sorts of illegal activities.
[bookmark: _Toc148654290]4.1.3 Legal Challenges
Legally, all the laws are created by the government of Thailand to protect its citizens. On the one hand, those legal laws are protecting the rights of people. On the other hand, those laws are negatively impacting the revenues of the businesses of the country. Similarly, the ABCA, which disallows businesses from promoting alcohol, is negatively affecting the revenue of the hotel industry as 1/5th of revenue is being generated from selling alcohol (The Lux Voyagur, 2019). Hence, this act can be challenged in a court of law. The head of the Four Seasons Hotel Bangkok must coordinate with the other hotel owners and make a legal team that can lead that course in a court of law. This act should be amended as per the advertising law of the UK. They allow promoting alcoholic products to some extent among people aged above 18 (Four Seasons Press Room, 2023). Hence, this automatically resolves the major concern of the Four Seasons Hotel Bangkok. 
[bookmark: _Toc148654291]4.1.4 Major Threats
The SWOT analysis highlighted numerous threats for Four Seasons Hotel Bangkok, such as increasing competition and operational costs. However, the increase in operational costs after COVID-19 is the major challenge for the Four Seasons Hotel Bangkok (Madell, 2023). This issue could be resolved by leveraging the strengths such as financial and brand image. There is an opportunity for expansion as well. Hence, the hotel can utilise its financial resources to expand its services in cities of Thailand as well, and this will provide the economy of scale to Four Seasons Hotel Bangkok. Similarly, the TOWS strategy also provides the same strategy of expanding the business in other areas in order to reduce the overall operational costs. 
[bookmark: _Toc148654292]4.1.5 Weaknesses 
There are different weaknesses that Four Seasons Hotel Bangkok has in the form of poor sustainability measures, customer dissatisfaction and lower returns on the investment (Brisset, 2023). These weaknesses are some kinds of threats to the hotel, as highlighted in the SWOT analysis. However, the major weaknesses exist in the form of customer dissatisfaction as it is a big threat to the brand image of the hotel. Peterdy (2022) showed that customers are not satisfied with the communication and marketing strategies of the hotel. This weakness could be converted into a strength by changing the marketing media in approaching the target audience. Most of the people who travel to Thailand are available on social media platforms (Futurelearn, 2023). Hence, social media marketing would be the best strategy for resolving this customer dissatisfaction issue, which is caused by poor marketing strategy.  
[bookmark: _Toc148654293]4.2 Change Management Strategies
The management of organisational change is considered one of the most complex tasks in any industry. It requires the leadership roles to provide solid reasons that could motivate the people for a change in the organisation (Jha, 2023). The leaders follow certain ways that ensure the effectiveness of change in any organisation. For instance, they prioritise people, follow change management models, involve employees in decision and proactive leadership, read the situation and not ignoring the resistance. Similarly, the Four Seasons Hotel Bangkok needs a leader who could execute the mentioned ways in adopting the change strategies. 
The change in the marketing communication strategy needs a leadership role to motivate the existing employees of Four Seasons Hotel Bangkok. Resistance is part of this process, and it could be mitigated only when all the employees are given a chance to participate in the decision-making process (Koaysomboon, 2020). Hence, the board of directors of hotel management needs to make a team with one leader. Their task would be to adopt social media networks as the prime tools for promoting the services of the hotel. In order to achieve that, they need to prioritise their people within or outside the organisation. Moreover, they should be ready that the current management of the hotel would not be ready for change. Here, the leader needs to give a solid reason in the form of customer dissatisfaction caused by poor media communication. Finally, the leader, along with the entire team, should be ready for both sides of the momentum (Jha, 2023).
[bookmark: _Toc148654294]4.2.1 Lewin’s Change Management Model
[image: An Introduction to Lewin's Change Model with Templates]
[bookmark: _Toc148654304]Figure 4: Lewin's Change Management Model
Source: (Mirandah, 2023)
Lewin’s Change Management Model was created in 1940, and it suggested three stages of change: unfreeze, change and refreeze (Duyensing Kippen, 2022). Unfreeze is the first stage of identifying the problem and determining what could be done to alleviate it. Change is the second stage, where the leader plans and executes the change, and the last stage, refreeze, where the organisation becomes normal with the change (Mirandah, 2023). Similarly, the analysis tools have identified two major problems in the form of ineffective marketing media and increased operational costs. However, the change strategy is applicable in the case of marketing media. 
The unfreezing stage, in this case, is the problem of poor marketing. Hence, there is a requirement of a need to change the media. The main focus of Four Seasons Hotel Bangkok should be based on satisfying its target audience. After making a change plan, the hotel management needs to execute that change (Professional Academy, 2022). Once the change has taken place, the management will need to train the employees for social media marketing strategies. In the last stage of Refreeze, the management will be required to develop certain strategies in the form of incentives that will help sustain the change. This would also be helpful if the legal team wins the case of amendment in the court of law. The alcoholic products could be advertised through social media marketing to the audience of the age above 18 (Statista, 2023). 
[bookmark: _Toc148654295]4.3 Measurement Tools 
There are different methods that could be utilised in measuring the performance of the change. This includes the balanced scorecard, the ADKAR analysis and other flowcharts and maps. However, this change is about the marketing media (Pattanasing, Aujirapongpan and Srimai, 2019). The Four Seasons Hotel Bangkok is shifting towards digital marketing. Hence, the major measurement tools would be based on return on investment, the reviews of people, lead generation on social media platforms, the return on engagement, and cost per lead. Moreover, the survey strategy can also be used to evaluate the satisfaction level of the customers. 
That online survey form would include a few questions. Those questions will be designed in a way that will highlight the satisfaction level of all the targeted customers. In addition to that, customer feedback will also be entertained on the hotel websites as well as on social media platforms (Trapeznikova, 2019). In order to make it effective, a team will be made that will look after the comment section of the social media platforms. Their duty will be to respond as early as possible. For instance, other businesses take positive feedback from customers and take necessary measures to ensure customer satisfaction (International Trade Portal, 2023). 
However, the customer review could be negative and against the services they provide. Still, they take it positively by using catching lines such as “Thank You, Guest, for review, and we will look after it”. Similarly, the Four Seasons Hotel Bangkok can do it to satisfy their most loyal and especially foreign customers. These gestures are enough to measure the satisfaction level of customers (McGeough, 2022). 
[bookmark: _Toc148654296]4.4 Potential Benefits of Recommendations
The recommendations will help in mitigating the key challenges that Four Seasons Hotel Bangkok is facing in the market of Thailand. The hotel management is mostly concerned about the legal issue of promoting alcohol in the country. As per their findings, this legal challenge costs more than 20% of their overall revenue. The recommendation of challenging that act in a court of law would be beneficial for that Company. Legal, they would be able to promote the services of alcohol they provide to their customers if they win that case. This case will not only be beneficial for the hotel industry, but the Thai government will also be beneficiary in this government. 
According to the survey of Statista (2023), the UK government tax collection is expected to be above 13 billion pounds in the year 2023/24. McGeough (2022) claimed in their study that this happened because of the changes they have made in their laws regarding alcohol advertising. However, this is not the case in the UK. The US government is also expected to earn more than 10 billion dollars this year (Joyce, 2022). Moreover, the change in the marketing media would also be advantageous for the Four Seasons Hotel Bangkok. A report highlighted that 4.9 billion people are on social media platforms, which is more than 60% of the entire population of the world (Prasarnphanich, 2023). Hence, digital marketing would be more helpful in generating sales and reducing customer dissatisfaction level.    
[bookmark: _Toc148654297]4.5 Cost of Implementing the Strategies 
There would be three kinds of costs in these recommendations. This includes the costs of the legal team, social media marketing costs and business expansion (Madell, 2023). However, the business expansion cost would be between 80,000 to 100,000 dollars or 3 million to 4 million THB for the Four Seasons Hotel Bangkok. Moreover, the legal team would cost approximately 200,000 THB to 500,000, and the social media marketing cost will be almost 30% lower than the existing cost of traditional media of Four Seasons Hotel Bangkok (Statista, 2023). 
[bookmark: _Toc148654298] 5.0 Action Plan 
An action plan lists the steps to be taken in order to achieve the actual purpose (Gepner et al., 2022). Similarly, the Four Seasons Hotel Bangkok has three key problems identified in the analysis of the report. The current legal system has forbidden the promotion of alcohol on which most of the revenue of the hotel industry relies. Moreover, the customers are not satisfied with the marketing of the entire hotel industry of Thailand, including Four Seasons Hotel Bangkok. Lastly, there has been an increase in the operational costs of hotels after COVID-19 (Futurelearn, 2023). 
The consulting firm report considers the legal team as the solution for alcohol advertising, social media marketing for customer dissatisfaction and business expansion ideas for resolving the problem of operational costs. However, the desired outcomes will take time. The legal process in Thailand is slow, especially for business cases. It will take 1-3 years for the legal system of Four Seasons Hotel Bangkok in order to get the desired outcomes (Coolidge, 2023). Similarly, business expansion is also a lengthy process as it goes through several legal processes (Admin, 2020). However, the implementation of digital marketing would not take much time as its decision-making belongs to the upper management of the hotel. The following action plan highlights the steps to be taken in order to resolve the actual problems of Four Seasons Hotel Bangkok:
Table 2: Action Plan
	Number
	Problem
	Solution
	Desired Outcome
	Time Period
	Completion Date
	Required Budget

	1.
	Promotion of Alcohol
	To hire a legal team to challenge the act in a court of law.
	Amendment in the act that will allow alcohol to some extent
	1 to 3 years
	2026
	£5000-10,000

	2.
	Customer Dissatisfaction
	Social Media Marketing.

	Boost sales by reducing the customer dissatisfaction level. It will also reduce the current costs of the Four Seasons Hotel Bangkok
	1 to 3 Months
	01/01/ 2024

	£5000-10,000

	3.
	Increase in Operational Costs
	The hotel management should expand the businesses in other cities in Thailand
	It will reduce operational costs by achieving economies of scale.
	1 to 3 years
	2025
	£50000


 Source: (Own Illustration) 
[bookmark: _Toc148654299]6.0 Conclusion 
The Four Seasons Hotel Bangkok, which is ranked 3rd among 50, considered the Buddhist religion as an obstacle in promoting alcohol in Thailand. The Thai government has imposed various restrictions through the act of ABCA. The hotel businesses are not able to advertise their alcoholic services in a way that could attract individuals to drink alcohol. ABCA only allows less than 3% space for alcoholic products, and that is not enough for hotel businesses to promote the service of alcohol, which is 1/5 of their total revenue. 
However, the John & Company consulting firm highlighted two other problems as well through the analysis tools of SWOT, PESTLE and TOWS. This includes the customer dissatisfaction issue and the increase in operational costs after COVID-19. Moreover, the PESTLE analysis also considered social issues in the form of ageing people, adult pregnancy, corruption and human trafficking. The police of Thailand alleged that the hotel industry supports human trafficking. This badly impacted the image of hotels, especially the Four Seasons Hotel Bangkok. The PESTLE also highlighted the legal challenges of promoting Alcohol products, but those were politically driven rather than religious.
The SWOT further analysed the internal and external factors of the Four Seasons Hotel Bangkok. Brand awareness, financial resources, prime location and first-mover advantage are the key strengths of the hotel. The major threats are in the form of increasing competition, no barriers for the new entrants and an increase in the operational costs of hotels. Moreover, weaknesses of lower returns on investment and customer dissatisfaction could be resolved by adopting the social media marketing strategy. This helps the hotel manage competitive advantage and cost savings. Moreover, the strengths of the Company could be utilised in mitigating the threats to the hotel. 
Despite other challenges, John & Company considered the promotion of alcohol, customer dissatisfaction and an increase in operational costs as the major problems and provided solutions to resolve them. The promotion of alcohol is a legal issue, and that could be resolved through hiring a legal team to challenge the act in the courts of Thailand. Moreover, the increase in operational costs challenge will be resolved through expanding the business in other cities. Lastly, the customers’ dissatisfaction is mostly caused by the poor marketing practices of Four Seasons Hotel Bangkok. Hence, the report suggested shifting the promotion practices towards social media marketing. In order to effectively manage the change, Lewin’s Change Management Model is recommended in this regard. However, all these steps would carry a certain sort of cost in the implementation process, and it is also highlighted in the action plan of the report. 
To conclude this, John & Company express gratitude towards the Four Seasons Hotel Bangkok for seeking their expertise to resolve the advertising issue. The consultation firm assumes that this report would help the hotel management in improving their services for the customers and will welcome further consultation in any regard. 
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