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Executive Summary.

Wyndham Indianapolis Airport Hotel, despite its strong brand affiliation, faces significant operational and workforce challenges. The hotel consistently ranks lower than competitors in key areas such as cleanliness, service, room quality, and overall value (TripAdvisor, 2025), leading to declining guest satisfaction. The hotel's employee turnover is estimated to surpass the hospitality industry's annual average of 70%, leading to staff shortages, overworked employees, and declining service quality. Poor leadership practices, insufficient training, and a lack of technological integration have further exacerbated these issues. Additionally, strong competition from nearby hotels, economic uncertainty, and labour shortages pose external threats, making immediate intervention necessary to improve workforce stability and service consistency.
Comprehensive strategic analysis tools, including TOWS, STEEPLED, SOAR, and the Balanced Scorecard framework, were applied to evaluate the internal and external challenges. The TOWS analysis identified strengths in brand recognition and airport proximity but highlighted weaknesses in leadership, workforce management, and outdated operational processes. The STEEPLE analysis revealed the impact of rising living costs, labour shortages, and evolving guest expectations, stressing the need for workforce investment and technology adoption. The SOAR analysis emphasised opportunities in expanding amenities, forming strategic partnerships, and leveraging digital transformation.
A major root cause identified was the disconnect between Wyndham’s corporate policies and their execution at the hotel level. Employees and management lack awareness and engagement with corporate standards, leading to poor leadership, ineffective communication, and inconsistent service quality. Addressing staff shortages, training deficiencies, and operational inefficiencies is critical to improving employee morale, guest experience, and long-term financial performance.
A structured action plan has been developed, incorporating John Kotter’s 8-Step Change Model and SMART objectives to drive measurable improvements. Workforce development should focus on improving leadership accountability, structured training programs, and employee engagement initiatives to reduce turnover by 20% within 12 months. Enhancing service quality through monthly training, staff performance audits, and guest feedback programs is expected to increase guest satisfaction ratings by 15% by November 30, 2025. Technology integration, including automated housekeeping and maintenance tracking, AI-driven guest feedback platforms, and digital training tools, should be implemented by August 31, 2025, to improve service efficiency and workforce competency. Operational improvements should prioritise increasing cleanliness ratings from 3.8/5 to 4.5/5, improving workforce scheduling, and establishing performance tracking metrics to enhance service consistency and brand reputation.
To align with industry benchmarks and support workforce development, it is recommended that Wyndham Indianapolis Airport Hotel allocate between $222,600 and $521,400. Training costs ranging from $82,600 to $241,400 should be allocated to leadership development, customer service workshops, and compliance training. Technology investments between $80,000 and $160,000 should be directed toward AI-driven service tools, guest feedback platforms, and e-learning systems. HR and employee programs should receive between $60,000 and $120,000 to support employee recognition initiatives, DEI training, and wellness programs aimed at improving retention.
By implementing these strategic solutions, Wyndham Indianapolis Airport Hotel will improve employee engagement, strengthen leadership, and enhance service consistency, ensuring alignment with Wyndham’s corporate standards. These initiatives will increase guest satisfaction, optimise workforce efficiency, and enhance the hotel's competitive position in the hospitality market. The hotel is strongly advised to prioritise leadership training, employee retention programs, and digital transformation to ensure long-term success and financial sustainability.
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Introduction: 
Wyndham Indianapolis Airport Hotel is a well-established accommodation provider located near Indianapolis International Airport. The hotel offers a convenient stay for business travellers, airline crews, and tourists with its proximity to the airport and key city attractions. The Wyndham Indianapolis Airport Hotel features 407 guest rooms and suites.  While the hotel benefits from its affiliation with Wyndham Hotels & Resorts, a globally recognised brand known for its commitment to service excellence and employee development, it faces significant operational and workforce challenges. Issues such as high staff turnover, poor management practices, inconsistent service quality, and outdated operational procedures have led to declining employee morale and guest satisfaction. Employee and guest reviews indicate persistent problems in leadership communication, workplace culture, and service delivery, negatively impacting the hotel's reputation and competitive standing.

At Optima People Solutions, we firmly believe that employees are a fundamental resource that should never be overlooked. Too often, the workforce is treated as mere numbers—an outdated and ineffective perspective. Instead, we see employees as a dynamic and living system with unique physical and, more importantly, psychological needs, aspirations, and motivations. The role of management is to optimise this system by fostering an environment that enhances both productivity and overall company success. We believe employee empowerment is key to achieving this, which is why our motto is: Empowering people, elevating performance.
To foster empowerment, companies should actively seek and act on employee feedback, provide growth opportunities, recognise achievements, and equip employees with the necessary tools and training. Leadership, HR, and colleagues must work together to build a culture of trust, clear expectations, and support, as true empowerment requires collaboration at all levels. Employee empowerment significantly impacts workplace engagement. A study of over 7,000 employees found that those who felt empowered ranked in the 79th percentile for engagement, compared to just the 24th percentile for those who did not. This highlights the strong link between empowerment and motivation, leading to higher productivity and commitment in the workplace (Mattina, 2025).

To analyse the existing challenges and design appropriate solutions, this report employs several strategic frameworks, including STEEPLED, SOAR, and TOWS. STEEPLED analysis will examine the external factors influencing the hotel's operations and workforce stability. SOAR  analysis will identify internal capabilities and opportunities to drive positive change. TOWS  analysis will be used to develop actionable strategies by aligning the hotel's strengths with external opportunities while addressing weaknesses and mitigating threats.
Additionally, John Kotter’s(1996) 8-Step Change Model will be applied to ensure structured and effective implementation of change management initiatives. The Need Hierarchy Framework (Robinson et al., 2015) will provide insights into workforce needs and performance optimisation, guiding leadership and employee engagement strategies. The Balanced Scorecard Approach (Kaplan & Norton, 1992) will be used to measure the impact of workforce interventions on financial performance, service quality, and employee satisfaction.
By combining these analytical tools, this report will outline a clear action plan with defined SMART objectives to address key workforce and operational challenges. The following sections provide a comprehensive analysis of the identified issues, strategic recommendations, and an implementation roadmap to achieve sustainable improvements.


[bookmark: _Hlk191200177]2. Analysis 
2.1 Identified Issues/ Impact on the Hotel
The identification of issues is derived from an in-depth analysis of employee feedback from the Wyndham Indianapolis Airport Hotel based on 36 reviews on Indeed, covering the period from 2016 to 2024, with the most recent update in July 2024 (Indeed, 2025). The data reveals persistent issues over multiple years, indicating that many of the challenges faced by employees have remained unresolved. Employees report favouritism, lack of leadership, poor management, high employee turnover, low wages, poor working conditions and job insecurity, leading to a toxic work environment and operational inefficiencies. Many feel overworked and underpaid, with promotions not reflecting salary increases, causing demotivation and high turnover. Additionally, reports of unsanitary conditions, excessive workloads, and lack of breaks contribute to health risks and declining service quality. These ongoing issues negatively impact employee morale, service consistency, and the hotel’s overall reputation.
A more detailed analysis can be found in Appendix A.
Recognising that 36 employee reviews may not provide a fully comprehensive view due to the influence of emotions and individual experiences, this analysis also incorporates guest reviews from TripAdvisor. A total of 1,981 reviews (TripAdvisor, 2025) were examined, with a focus on those that directly relate to employee issues, with the most recent update in October 2024. The analysis aimed to recognise trends in management practices, staff conduct, and service quality while also assessing any progress or improvements over time. The findings highlight key areas for improvement at Wyndham Indianapolis Airport Hotel, showing a direct correlation between guest feedback and employee experiences. Cleanliness and maintenance concerns raised by guests are likely influenced by inadequate staffing and insufficient training, as mentioned by employees. Similarly, customer service issues, including unprofessional behaviour and lack of responsiveness, can be attributed to poor management practices, low morale, and lack of training. Long-time guests have observed a decline in service quality, aligning with employee reports of feeling undervalued and unsupported. These findings suggest that addressing workforce challenges is essential to improving overall guest satisfaction.
See Appendix B for a detailed overview of issues found in guest reviews and how they might relate to the concerns raised by employees.
Conclusion: Ongoing Issues and Lack of Improvement.
· Reviews from 2019 to 2024 consistently highlight poor management, high turnover, low pay, and unhealthy work conditions that have persisted for years.
· There is no evidence of significant improvements in leadership, wages, or workplace conditions.
· Many employees strongly discourage working at this location, reinforcing the presence of a toxic workplace culture.
· Service Quality: Guest reviews reflect inconsistent service quality, with some noting unprofessional staff behaviour.
· Cleanliness and Maintenance: Complaints about cleanliness and outdated facilities persist, indicating ongoing maintenance issues.

Despite some positive remarks, the overarching trend in both employee and guest reviews suggests that significant issues related to management practices, staff turnover, and service quality have remained largely unaddressed over the years. 
Employee satisfaction reflects how happy and fulfilled employees are in their jobs, influenced by factors like fair pay, a positive work environment, and career growth. Research shows a strong link between employee satisfaction and customer experience—when employees are happy, they provide better service, leading to higher customer satisfaction. This creates a cycle where satisfied customers contribute to business success, allowing further investment in employee well-being (Carter, 2024).


2.2 STEEPLED Analysis
STEEPLED analysis is a planning tool that helps businesses identify, assess, organise, and monitor external risks that may impact their operations (Chartered Institute of Procurement & Supply, 2025).
The STEEPLE analysis of Wyndham Indianapolis Airport Hotel highlights several external factors impacting workforce management, service quality, and operational stability:
· Rising Cost of Living: Employees are actively seeking better job opportunities with improved wages and benefits.
· Changing Workforce Priorities: Younger generations prioritise job satisfaction, work-life balance, and environmental consciousness, making these factors increasingly important.
· Price Sensitivity: As living costs rise, customers demand greater value for their money, linking service quality directly to workforce stability and performance.
· Political Influence on the Labour Market: Legislative changes are expected to shrink the available workforce, particularly in hospitality, which relies heavily on immigrant labour.
· Ethical and Corporate Social Responsibility (CSR): Businesses must prioritise ethical practices and transparency to remain competitive. Wyndham Indianapolis Airport Hotel aligns with Wyndham’s core values of integrity, responsibility, inclusivity, caring, and creating a positive guest and employee experience (Wyndham Hotels, 2025).
· Aging Workforce: As older employees retire, companies may face difficulties replacing them with less experienced workers, exacerbating labour shortages in hospitality.
· The Role of Technology: The increasing integration of digital solutions is crucial for business efficiency and competitive positioning.
· Workforce as a Key Factor in Hospitality: Given the dynamic and highly competitive nature of the hospitality industry, employees play a vital role in maintaining service excellence and sustaining market competitiveness.
This analysis confirms that investing in workforce development, ethical business practices, and technological advancements is essential to enhancing service quality and ensuring long-term success.
For a comprehensive breakdown and in-depth insights, refer to Appendix C. 


2.3. SOAR Analysis 
The SOAR framework is a modern and innovative approach to strategic thinking and planning. It focuses on identifying strengths, exploring opportunities, defining aspirations, and achieving measurable results. Unlike traditional models, SOAR emphasises a positive strategy, fostering creativity, collaboration, and goal-oriented decision-making for both individuals and teams (Stavros and Cole, 2014).
The SOAR analysis highlights Wyndham Indianapolis Airport Hotel's strengths, including brand recognition, airport proximity, and affordability, making it an attractive choice for business and budget-conscious travellers. Opportunities exist in expanding business-friendly amenities, leveraging Wyndham Rewards, forming airline partnerships, and improving operational efficiency to enhance guest satisfaction and competitiveness.
Looking ahead, the hotel aspires to align with Wyndham’s core values, fostering service excellence, inclusivity, and ethical practices to drive long-term growth and sustainability. Success will be measured through guest satisfaction, employee retention, and operational efficiency, with goals to increase TripAdvisor ratings, reduce turnover, and improve sustainability initiatives. A detailed analysis can be found in Appendix D.
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2.4 TOWS Analysis
The TOWS analysis expands on the well-established SWOT framework, enabling businesses to develop strategic approaches by considering both internal factors (strengths and weaknesses) and external influences (opportunities and threats). This method helps organisations create actionable strategies to address challenges, maximise strengths, and leverage market opportunities effectively (University of Hertfordshire, 2025).
A SWOT analysis is a straightforward method for assessing a company's current position by identifying its key strengths and weaknesses while also examining potential opportunities and external threats that may impact its future (Fisher, Wisneski & Bakker, 2020, ch. 11).
Since the hotel’s strengths and opportunities have already been identified in the SOAR analysis, the next step in the TOWS analysis is to examine its threats and weaknesses to develop a comprehensive strategic approach.
The Wyndham Indianapolis Airport Hotel faces significant internal weaknesses and external threats, impacting service quality, workforce stability, and competitiveness. Key weaknesses include poor service efficiency, outdated facilities, high employee turnover, weak leadership, and limited dining options,  contributing to low guest satisfaction and operational inefficiencies. Externally, strong market competition, economic uncertainty, labour shortages, and negative guest reviews pose serious threats to the hotel's reputation and revenue.
A lack of technological integration in training, operational management, and guest feedback handling further weakens efficiency and service consistency. Addressing these challenges through leadership improvements, workforce stability, service enhancements, and digital transformation is crucial to restoring guest confidence, improving competitiveness, and ensuring long-term sustainability. 
Further details and in-depth analysis can be found in Appendix E.






The following comparative analysis examines the Wyndham Indianapolis Airport Hotel in relation to its nearby competitors, with a focus on location (as a key competitive factor) and TripAdvisor ratings. 
	Hotel Name
	Location (Distance from Airport)
	Overall TripAdvisor Rating
	Location Rating
	Rooms Rating
	Value Rating
	Cleanliness Rating
	Service Rating
	Sleep Quality Rating

	Wyndham Indianapolis Airport Hotel
	2.2 miles
	3.5/5
	3.8/5
	3.5/5
	3.5/5
	3.8/5
	3.7/5
	3.7/5

	Country Inn & Suites by Radisson, Indianapolis Airport South, IN
	2.4 miles
	4.0/5
	4.0/5
	4.5/5
	4.0/5
	4.5/5
	4.5/5
	4.5/5

	Hyatt Place Indianapolis Airport
	2.5 miles
	4.0/5
	4.0/5
	4.5/5
	4.5/5
	4.5/5
	4.5/5
	4.5/5

	Delta Hotels Indianapolis Airport
	1.9 miles
	4.0/5
	4.0/5
	4.0/5
	4.0/5
	5/5
	4.0/5
	4.0/5

	Crowne Plaza Indianapolis Airport, An Ihg Hotel
	2.1 miles
	3.5/5
	4.0/5
	4.0/5
	4.0/5
	4.0/5
	4.0/5
	4.0/5

	Wingate by Wyndham Indianapolis Airport-Rockville Rd.
	3.7 miles
	3.5/5
	4.2/5
	3.9/5
	4.0/5
	4.0/5
	4.1/5
	4.0/5
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The Wyndham Indianapolis Airport Hotel ranks last among its competitors in all six key categories: Location, Rooms, Value, Cleanliness, Service, and Sleep Quality. It holds the lowest scores across these disciplines, indicating significant gaps in guest satisfaction compared to competing hotels. While its overall TripAdvisor rating (3.5/5) matches some competitors, it still falls behind in every individual category, highlighting the need for improvements in service quality, cleanliness, and value perception to remain competitive.
The SOAR analysis highlights several key strengths of the Wyndham Indianapolis Airport Hotel, including brand recognition, proximity to the airport, and a long-standing market presence. However, these advantages are not exclusive to the hotel, as competing properties also belong to major hotel chains, enjoy airport-adjacent locations, and have established market positions. Setting the hotel apart through expanded amenities, additional services, or strategic affiliations would require significant time and resources. Given these challenges, service quality emerges as the most critical competitive factor, which is directly influenced by workforce performance. This further underscores the urgent need to address employee-related issues, as improving staff engagement, training, and working conditions is essential for enhancing guest satisfaction, streamlining operations, and maintaining competitiveness.

The table below outlines strategic approaches for Wyndham Indianapolis Airport Hotel to enhance competitiveness and service quality using a TOWS analysis. 
	S-O Strategies
(Using Strengths to Leverage Opportunities)

	· Enhance Service & Training Programs: Leverage brand recognition to attract skilled employees, provide better training, and improve service delivery to align with Wyndham’s global standards.
· Capitalise on Business Travel Needs: Upgrade meeting spaces, WiFi, and work-friendly areas to attract remote workers and business travellers.
· Expand the Wyndham Rewards Program: Encourage repeat stays and guest loyalty by offering enhanced perks and exclusive discounts for members.

	W-O Strategies
(Addressing Weaknesses by Utilising Opportunities)
	· Improve Guest Experience: Raise cleanliness, service, and value ratings by implementing better housekeeping procedures, staff training, and customer engagement initiatives.
· Modernise Facilities: Invest in room upgrades, digital check-in systems, and improved maintenance to match competitor standards.
· Secure Airline & Corporate Partnerships: Establish agreements with airlines and corporate clients to ensure steady bookings and revenue streams.

	S-T Strategies
(Using Strengths to Mitigate Threats)
	· Differentiate Through Unique Offerings: Develop specialised promotions, such as airport shuttle perks, flexible check-in/check-out options, and business traveller discounts, to compete with higher-rated hotels.
· Leverage Brand Power to Maintain Market Share: Use Wyndham’s global marketing channels to increase visibility and attract guests who trust the brand.

	W-T Strategies (Reducing Weaknesses and Avoiding Threats)
	· Address Workforce Issues: Improve employee retention, training, and workplace culture to reduce high turnover rates and enhance service quality.
· Enhance Reputation Management Efforts: Implement proactive guest feedback strategies to address negative reviews and improve TripAdvisor ratings.
· Competitive Pricing Adjustments: Reevaluate pricing strategies to align with guest expectations, ensuring that value perception improves.






2.5. The Importance of Leadership Education.
Leadership in the hospitality industry is a critical factor in shaping service quality, employee engagement, and overall business success. As Simon Sinek (2024) emphasises, leadership is not merely about authority but also about taking care of employees and fostering a supportive work environment. 
Management serves as the backbone of an organisation, integrating various functions and directly influencing employee motivation, productivity, and overall company performance (Mullins & Dossor, 2013, p.188). 
At Wyndham Indianapolis Airport Hotel, leadership deficiencies have been identified as one of the key challenges affecting employee morale, retention, and service quality. A lack of strong managerial guidance and ineffective communication have contributed to an unengaged workforce and inconsistent guest experiences. The analysis of leadership styles shows that managers who fail to inspire, support, and effectively lead their teams risk creating a disengaged and inefficient work environment.
With changing workforce expectations and increasing competition in the hospitality sector, leadership styles must evolve to prioritise employee well-being, create a positive workplace culture, and enhance operational efficiency. The hospitality industry faces ongoing workforce challenges, including high turnover rates and shifting employee expectations toward work-life balance and job satisfaction. To remain competitive and align with industry trends, Wyndham Indianapolis Airport Hotel must invest in leadership education. Training programs, mentorship initiatives, and structured leadership development plans will equip managers with the necessary skills to motivate employees and drive long-term success. Educating leaders is not just a strategy for improving workplace culture—it is a necessity for sustaining service excellence and enhancing the hotel’s overall reputation.









3. Recommendations and Change Management. 
3.1. Theory vs. Reality: The Root Cause.
The Balanced Scorecard, developed by Kaplan and Norton, is a strategic planning and performance management framework that enables managers to assess business performance. It helps determine whether company objectives are being achieved by tracking employee performance and evaluating the effectiveness of planned activities (Professional Academy, 2025).
According to the Balanced Scorecard strategy, factors such as job satisfaction, employee turnover, specialist knowledge and skills, and training opportunities play a crucial role in driving financial performance. Ensuring a skilled and satisfied workforce leads to higher productivity, better service quality, and improved operational efficiency, ultimately contributing to stronger financial outcomes (see image below).

[image: ]
(Professional Academy, 2025).
Learning and Growth. This approach focuses on employee learning and development to enhance organisational knowledge and skills. Managers should determine key areas for investment in workforce growth, not only through training programs but also by implementing mentorship initiatives and fostering better communication among staff (Professional Academy, 2025).
The theoretical framework behind workforce motivation, training, and retention strategies has already been incorporated into Wyndham’s corporate approach: a strong commitment to employee motivation, career growth, and workplace well-being through comprehensive benefits, structured training programs, and diversity initiatives.
· Wyndham’s distinctive “Count on Me” service culture reinforces its dedication to fostering a supportive and engaged workforce. This initiative encourages employees to be attentive, courteous and committed to providing outstanding experiences for guests, business partners, and the wider community. By prioritising responsiveness and respect, Wyndham aims to cultivate a strong, unified, and positive organisational environment(Wyndham Hotels & Resorts, 2025). 
· Wyndham Hotels & Resorts prioritises career development and training through comprehensive programs designed to enhance employee skills and leadership capabilities. Wyndham University, a digital learning platform, provides online courses, interactive webinars, videos, and job aids, along with leadership training and access to industry certifications. Employees also benefit from mentorship programs, structured goal-setting, and executive training to support career growth. Additionally, cross-training and internal mobility initiatives allow staff to gain experience in multiple departments, fostering career advancement and promoting internal promotions(Wyndham Hotels & Resorts, 2025)..
· Wyndham Hotels & Resorts emphasises Diversity, Equity, and Inclusion (DEI) through various initiatives aimed at fostering a fair and inclusive workplace. Employees and leadership participate in unconscious bias training and inclusive leadership programs to ensure equitable management practices. Enterprise Resource Groups (ERGs) provide networking opportunities and support underrepresented communities within the organisation. Additionally, Wyndham is committed to inclusive hiring practices, ensuring equal opportunities for individuals from diverse backgrounds, fair pay policies, and career growth opportunities for all employees(Wyndham Hotels & Resorts, 2025).
· Wyndham Hotels & Resorts offers a comprehensive employee benefits and well-being program designed to support health, financial security, and work-life balance. Employees receive medical, dental, and vision insurance, as well as disability and life insurance coverage. Wellness initiatives include mental health support and fitness incentives. Financial benefits include a 401(k) retirement plan with company matching, financial counselling services, and paid time off, including vacation, holidays, and "Wish Days" for personal fulfilment. Flexible work arrangements, parental leave, and adoption assistance further enhance work-life balance, ensuring employees feel supported both professionally and personally(Wyndham Hotels & Resorts, 2025). 
However, guest and employee feedback for Wyndham Indianapolis Airport Hotel indicates that the corporate strategies are not being effectively applied at the individual hotel level. Despite Wyndham’s well-defined corporate policies and employee-centric initiatives, there are notable discrepancies between corporate expectations and their actual implementation at this specific location.



Where is the Problem? The Root Cause: Lack of Implementation at the Hotel Level.
A solution without a clear link to its cause is ineffective and wastes resources. As a performance consultant, it is essential to avoid rushing to solutions without first identifying the root causes of poor business and performance outcomes. Instead, collaboration with the client should focus on diagnosing the underlying issues or barriers preventing success. By pinpointing these causes, informed and strategic solutions can be developed and implemented, ensuring meaningful improvements and measurable results(Robinson et al., 2015, pp. 139-140).
The key issues identified, including poor management practices, high staff turnover, and inconsistent service quality, are the consequences that have resulted in low employee and customer ratings. The root cause of the problem is that Wyndham Indianapolis Airport Hotel is not effectively implementing the brand’s corporate policies and values. Possible reasons :
· Lack of Awareness: Employees and management may not fully understand or engage with Wyndham’s corporate standards.
· Weak Enforcement: Corporate oversight may be insufficient, allowing the hotel to operate below Wyndham’s service expectations.
· Operational Challenges: Staff shortages, lack of training, and high workloads make it difficult to maintain corporate standards.
· Disconnect Between Leadership and Employees: Management may fail to communicate or enforce corporate values, leading to a poor workplace culture.
By bridging the gap between corporate expectations and real-world execution, the hotel can resolve workforce issues, elevate service quality, and achieve sustainable financial growth.










3.2 Proposed Solutions
The Need Hierarchy framework (Robinson et al., 2015) offers a structured approach to identifying and addressing challenges. Applying this model can aid in diagnosing the root causes of identified issues and developing targeted solutions.
[image: ]
(Robinson et al., 2015, p. 23)
The image below illustrates an analysis of the key challenges faced by Wyndham Indianapolis Airport Hotel through the Needs Hierarchy Framework. Enhancing guest satisfaction and operational efficiency requires structured training programs and stronger corporate oversight. Addressing performance gaps involves implementing audits, tracking guest feedback, and conducting regular evaluations. Organisational challenges arise from poor leadership communication and insufficient technological support, highlighting the need for improved internal communication and leadership development initiatives. Additionally, gaps in staff capabilities emphasise the necessity of Wyndham University training programs, mentorship opportunities, and e-learning solutions to elevate service quality and overall efficiency.


The following solutions aim to bridge the gap between Wyndham’s corporate policies and values and their actual implementation at Wyndham Indianapolis Airport Hotel. These solutions directly tackle issues related to management practices, employee engagement, service quality, and operational efficiency.


Expected Benefits of Implementation:
· Higher Employee Satisfaction & Retention: A well-trained, engaged workforce will improve service quality and reduce turnover.
· Enhanced Guest Experience: Faster response times, improved housekeeping, and better-trained employees will lead to higher guest satisfaction scores.
· Stronger Leadership & Accountability: Improved managerial oversight and training will foster a positive workplace culture.
· Improved Hotel Reputation & Competitiveness: Higher TripAdvisor ratings and consistent service will increase repeat bookings and revenue growth.


3.3.Change Management Framework.
Successful change management requires strong leadership, clear communication, and well-defined strategies to align employees with organisational goals. Organisations must use innovative approaches, such as digital transformation and enhanced training programs, to remain competitive (Sawagvudcharee & Limpabandhu, 2019).
John Kotter (1996), a Harvard Business School professor, developed an 8-Step Change Model in his book Leading Change, based on his analysis of 100 organisations undergoing transformation. The model provides a structured approach to change management, emphasising the importance of creating urgency, building leadership coalitions, defining and communicating a clear vision, eliminating barriers, empowering employees, achieving quick wins, sustaining progress, and embedding change within organisational culture (Management Study Guide, 2025).
The image below visually represents Kotter’s 8-Step Change Model applied to Wyndham Indianapolis Airport Hotel to address workforce and operational challenges. The strategy is divided into eight structured steps, each with clear actions aimed at improving employee satisfaction, service quality, and business performance. The structured change management approach addresses the root causes of poor employee engagement, service quality, and operational inefficiencies. If implemented effectively, it will align Wyndham Indianapolis Airport Hotel with corporate expectations, enhance guest satisfaction, and boost overall performance.





3.4 What to do. SMART Objectives.
After identifying the problem, suggesting appropriate solutions, and selecting a suitable change management strategy, the next step is to establish clear objectives, develop a structured action plan, and implement methods to evaluate success.
The SMART framework is a practical tool that helps organisations and individuals set clear and effective goals. Defining specific and measurable objectives ensures a clear understanding of what success looks like. Setting achievable and realistic targets enhances motivation and engagement. Establishing time-bound goals ensures that all stakeholders align on deadlines and progress expectations(Chartered Management Institute, 2025).
The primary objective is to ensure that Wyndham Indianapolis Airport Hotel successfully implements Wyndham’s corporate values, policies, and service standards. This goal is divided into the following SMART objectives:
· Ensure employees and managers understand and follow Wyndham’s corporate standards.
· Ensure employees are well-informed about their responsibilities, benefits, and career opportunities.
· Ensure strong communication between leadership and employees to uphold and promote corporate values.
· Improve Employee Satisfaction and Reduce Turnover: Reduce employee turnover by 20% within 12 months.
· Strengthen Leadership and Management Accountability.
· Optimise Workforce Scheduling and Reduce Staff Shortages: Reduce staff shortages by 15% and improve work-life balance ratings within 8 months.
· Enhance Guest Satisfaction and Service Quality: Increase guest satisfaction ratings by 15% within 9 months.
· Improve Hotel Cleanliness and Maintenance Standards: Increase cleanliness rating from 3.8/5 to 4.5/5 within 6 months.
· Boost Employee Morale and Enhance Service Quality.
· Maintain Consistency in Service & Workforce Engagement.
· Fostering a Positive Workplace Culture.
· Introduce Digital Solutions for Housekeeping, Maintenance, and Staff Training
· Deploy digital tools for real-time service tracking and guest feedback management to enhance response efficiency and service quality.
The table outlining goals, solutions, and actions based on SMART objectives is provided in Appendix F.







3.5. How to do. Action Plan and Measuring Success
Action planning is a structured process that guides the daily operations of an organisation or project by defining what needs to be done, when, by whom, and with what resources. Also known as operational planning, it translates strategic objectives into actionable steps. A well-structured action plan includes clear goals, the necessary steps to achieve them, timelines, assigned responsibilities, and required resources. This process ensures effective execution and can serve as the foundation for funding proposals or business plans. By following a detailed action planning process, organisations create a practical roadmap to allocate resources efficiently and achieve long-term objectives (NHS England, 2018).
A comprehensive action plan is developed, ensuring alignment with established theoretical frameworks such as the Need Hierarchy framework and Kotter’s 8-Step Change Model. It is structured around clearly defined SMART objectives and adheres to Wyndham’s brand standards.
	Objective
	Action Steps
	Timeline/Completion Date

	Create a Sense of Urgency/Notify all stakeholders
	Schedule a meeting or send official communication (email, presentation, report) to all stakeholders, including hotel management, employees, and Wyndham corporate representatives.
Compile and present key findings from guest reviews, employee feedback, and internal performance reports. Highlight problem areas such as poor service quality, staff dissatisfaction, and operational inefficiencies.
Communicate how the identified issues impact guest experience, employee morale, revenue, and Wyndham’s brand reputation. Use data-driven examples to illustrate key concerns.
Hold team briefings, one-on-one discussions, and department-wide meetings to stress the immediate need for improvements and set clear expectations.
Provide a clear action plan outlining necessary changes and immediate steps. Establish accountability and define roles.
	Within 2 months
June 4, 2025

	Ensure all employees and managers understand and follow Wyndham’s corporate standards.
	Implement a structured onboarding program covering Wyndham’s corporate values, service standards, and operational policies.
Organise mandatory training sessions for current employees to reinforce corporate standards and expectations.
Provide a detailed document outlining Wyndham’s corporate policies, service expectations, and operational procedures.
	Short-Term (3-6 Months)

Mid-Term (6-12 Months)
Long-Term (12+ Months)
All employees receive training on corporate standards, leading to improved understanding and compliance with Wyndham’s policies.
December 31, 2025

	Ensure employees are well-informed about their responsibilities, benefits, and career opportunities.
	Implement a structured communication plan, including a digital employee portal with accessible resources.
Conduct mandatory onboarding and refresher training sessions.
Provide ongoing support through HR and leadership teams.
	Within 6 months
July 31, 2025

	Ensure strong communication between leadership and employees to uphold and promote corporate values.
	Hold regular management-employee meetings.
Introduce internal communication tools such as newsletters, digital message boards, and anonymous feedback channels.
Implement structured performance reviews and employee check-ins.
	Ongoing, with first phase within 3 months
June 30, 2025

	Improve Employee Satisfaction and Reduce Turnover (Reduce employee turnover by 20% within 12 months)
	Conduct comprehensive onboarding and orientation sessions for new hires.
Implement an employee recognition and reward program.
Introduce quarterly employee feedback surveys.
Offer leadership coaching and professional development programs.
Establish competitive benefits and incentives for long-term employees.
	0-12 months
February 28, 2026	

	Strengthen Leadership and Management Accountability (100% of managers complete leadership training within 6 months)
	Require all managers to complete corporate leadership training.
Implement 360-degree feedback reviews.
Conduct quarterly performance audits.
Introduce structured mentorship programs for managers.
	0-6 months
August 31, 2025

	Optimise Workforce Scheduling and Reduce Staff Shortages (Reduce staff shortages by 15% and improve work-life balance ratings within 8 months)
	Conduct workforce needs assessment to identify gaps.
Introduce flexible scheduling options.
Recruit additional staff to balance workloads.
Improve internal promotions and career growth opportunities.
	0-8 months
October 31, 2025	

	Enhance Guest Satisfaction and Service Quality (Increase guest satisfaction ratings by 15% within 9 months)
	Implement monthly staff training on service excellence.
Introduce guest feedback analysis to address complaints.
Establish a rewards program for outstanding customer service.
Use secret shopper evaluations to monitor service consistency.
	0-9 months
November 30, 2025

	Improve Hotel Cleanliness and Maintenance Standards (Increase cleanliness rating from 3.8/5 to 4.5/5 within 6 months)
	Conduct daily maintenance and housekeeping quality checks.
Increase the number of housekeeping staff.
Implement quality control audits for cleanliness.
Upgrade outdated facilities and ensure proper maintenance.
	0-6 months
August 31, 2025	

	Boost Employee Morale and Enhance Service Quality
	Launch an employee recognition and reward system.
Implement internal career development programs.
Encourage open communication channels for staff feedback.
Organise team-building activities to enhance workplace relationships. Launch an employee recognition and reward system.
	0-12 months
February 28, 2026

	Maintain Consistency in Service & Workforce Engagement
	Standardise service procedures across all departments.
Conduct regular staff performance evaluations.
Ensure that leadership teams reinforce brand values in daily operations.
Monitor guest and employee feedback continuously.
	0-12 months
February 28, 2026	

	Fostering a Positive Workplace Culture
	Implement anonymous feedback mechanisms for employees.
Foster a transparent communication system between management and staff.
Promote mental wellness initiatives and stress management programs.
	0-12 months
February 28, 2026

	Introduce Digital Solutions for Housekeeping, Maintenance, and Staff Training
	Deploy automated housekeeping and maintenance tracking systems.
Implement e-learning platforms for staff training.
Use AI-driven scheduling for housekeeping efficiency.
Monitor real-time service tracking and guest feedback.
	0-6 months
August 31, 2025

	Implement Technology for Service Monitoring & Guest Feedback Handling
	Deploy automated guest feedback tools to track and respond to complaints in real time.
Implement digital platforms for service tracking, including maintenance and housekeeping requests.
Introduce AI-driven analytics to identify common guest concerns and streamline issue resolution.
	August 31, 2025



A measurement plan consists of five key levels, each requiring clearly defined objectives. Establishing these objectives ensures alignment between stakeholders on the intended direction and expected outcomes of the initiative. By setting measurement objectives, all parties create a benchmark that serves as a foundation for tracking progress. This benchmark acts as a reference point, linking the current challenges (the existing state, or "IS") to the desired improvements and outcomes (the "SHOULD")(Robinson et al., 2015, p. 187).
A comprehensive measurement framework has been designed to assess the effectiveness of the proposed solutions at Wyndham Indianapolis Airport Hotel (see table below). This framework consists of five evaluation levels, each specifying the objective (what is being measured), method (how it will be assessed), responsible party (who is in charge), and timeline (when assessments will take place).
	Reaction/Satisfaction.
	· What: Measure employee and guest satisfaction with the implemented improvements.
· How: Conduct employee satisfaction surveys, guest feedback reviews, and focus group discussions.
· Who: HR department, hotel leadership, and corporate oversight team.
· When: Quarterly surveys and feedback analysis at 3, 6, 9, and 12 months.

	Individual and Organisational Capability.
	· What: Assess whether employees understand and implement Wyndham’s corporate values and service standards.
· How: Conduct pre- and post-training assessments, compliance audits, and employee knowledge tests.
· Who: Training & Development team, department managers, and HR.
· When: Assessments after each training session, followed by a formal review at 6 and 12 months.

	Performance Results.
	· What: Evaluate the impact of workforce improvements on service quality and operational efficiency.
· How: Track employee retention rates, staff absenteeism, guest service ratings, and cleanliness audits.
· Who: HR team, hotel managers, and guest relations team.
· When: Monthly tracking, with a comprehensive performance review at 6 and 12 months.

	Business Results.
	· What: Determine the financial and operational impact of implemented solutions.
· How: Analyse revenue growth, repeat guest bookings, cost savings from reduced turnover, and efficiency in service delivery.
· Who: Finance department, hotel management, and corporate oversight team.
· When: Semi-annual financial reports and operational audits at 6 and 12 months.

	Return on Investment (ROI).
	· What: Assess the overall effectiveness of implemented strategies in terms of cost vs. benefits.
· How: Compare pre- and post-implementation financial performance, operational efficiency, and customer satisfaction improvements.
· Who: Finance team, hotel executives, and Wyndham corporate evaluators.
· When: ROI analysis conducted 12 months after full implementation, followed by annual reviews.









3.6 Cost Analysis.
The HR Daily Advisor (Grensing-Pophal, 2024) highlights that midsize companies spend approximately $826 per employee on training. Training budgets are primarily allocated to compliance (13%), management training (12%), onboarding (11%), and Diversity, Equity, and Inclusion (DEI) programs (7%). Technology plays a key role, with 33% of training hours delivered online, 30% through instructor-led sessions, and 32% via blended learning. Investing in training helps enhance employee skills, drive innovation, reduce turnover, and improve workforce motivation, contributing to long-term organisational success.
The case studies illustrate that digital transformation in the hospitality industry can lead to significant improvements in guest satisfaction, operational efficiency, and profitability. By adopting technologies such as integrated PMS, mobile applications, IoT sensors, and AI-driven tools, hotels can meet evolving customer expectations and maintain a competitive edge in a digitally driven market (DigitalDefynd, 2025).
According to SignalHire (2025), Wyndham Indianapolis Airport has a workforce of 100 to 200 employees. To meet industry benchmarks and improve service quality, leadership, and guest satisfaction, it is recommended that the hotel allocate between $82,600 and $241,400 for training expenses. This investment would ensure alignment with standard training budgets and support workforce development. 
The estimated costs based on the employee size of Wyndham Indianapolis Airport Hotel (100-200 employees):
	Training Costs
	$82,600 - $241,400
	Covers employee development programs, including structured onboarding, leadership training, customer service workshops, compliance training, and career growth initiatives. Industry benchmarks suggest spending $826 - $1,207 per employee annually.

	Technology Costs
	$80,000 - $160,000
	This investment includes AI-driven service monitoring tools, automated housekeeping and maintenance tracking systems, digital guest feedback platforms, and e-learning platforms for staff training. These solutions aim to improve operational efficiency, enhance service consistency, and streamline issue resolution, leading to higher guest satisfaction. The estimated costs align with industry spending on hotel technology upgrades and digital transformation initiatives.

	HR & Employee Programs
	 $60,000 - $120,000
	This budget allocation supports employee recognition programs, wellness initiatives, DEI (Diversity, Equity, and Inclusion) training, anonymous feedback mechanisms, mental health support services, and work-life balance programs. Industry reports indicate that hotels investing in comprehensive HR initiatives experience higher retention rates, improved job satisfaction, and better service quality, justifying these expenditures.

	Total Estimated Costs
	$222,600 - $521,400
	This range reflects the overall investment required to address workforce challenges, enhance guest satisfaction, optimise hotel operations, and align the property with Wyndham’s corporate standards. The lower estimate covers baseline improvements, while the higher estimate includes advanced technology adoption and expanded training programs, ensuring long-term sustainability and competitive positioning in the hospitality industry.























4. Conclusion.
The Wyndham Indianapolis Airport Hotel faces significant workforce and service quality challenges, including high employee turnover, poor leadership, operational inefficiencies, and declining guest satisfaction. Analysis using TOWS, STEEPLED, and SOAR confirms that while the hotel benefits from brand recognition and airport proximity, strong competition, labour shortages, and outdated management practices weaken its market position. The core issue stems from a disconnect between Wyndham’s corporate policies and their implementation, leading to service inconsistencies and low employee engagement.
To address these challenges, a detailed action plan integrating SMART objectives and Kotter’s 8-Step Change Model has been developed. Key strategies include leadership training, workforce development, technology integration, and service enhancements. With an estimated budget of $222,600 to $521,400, these initiatives aim to reduce turnover by 20%, increase guest satisfaction by 15%, and improve cleanliness ratings to 4.5/5 within six months.
By implementing these solutions, the hotel will strengthen workforce engagement, enhance service consistency, and align with Wyndham’s corporate expectations, ensuring long-term competitiveness and financial sustainability.
We sincerely thank Wyndham Indianapolis Airport Hotel for the opportunity to collaborate on this strategic project. We appreciate the trust placed in our expertise and look forward to supporting the hotel in achieving its operational, workforce, and financial goals. We hope to continue this partnership in the future and remain available for any additional support or consultation needs.
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Appendix A.

The table below provides an overview of the data, outlining the identified issues, their descriptions, and the potential impact.

	Identified issues
	Description
	Impact

	· Poor Management & Toxic Work Environment

	· Many employees report favouritism, lack of leadership, and mismanagement, leading to a toxic workplace culture.
· Several reviews describe managers as unprofessional, unsupportive, and playing favourites, making the work environment difficult
(Indeed, 2025).
	· Low morale, high stress levels, and limited career growth opportunities.

	· High Employee Turnover & Job Insecurity

	· The company experiences frequent resignations and layoffs, creating an unstable and chaotic work environment.
· Employees report that many staff members leave due to poor treatment, contributing to constant staff shortages
(Indeed, 2025).
	· Overworked employees, inconsistent service, and operational inefficiencies.


	· Low Wages & Unfair Compensation
	· Many employees express dissatisfaction with their salaries, stating that the pay does not reflect the workload.
· Promotions are not accompanied by salary increases, leading to demotivation and frustration
(Indeed, 2025).
	· High turnover, difficulty in retaining skilled employees, and increased recruitment costs.


	· Poor Working Conditions & Health Risks
	· Reports highlight unsanitary workplace conditions, including bed bugs, mould, and a general lack of cleanliness
(Indeed, 2025).
	· Health concerns for employees, damage to the hotel's reputation, and reduced job satisfaction.

	· Excessive Workload & Lack of Breaks

	· Employees report long hours without proper breaks, particularly night auditors and front desk staff
(Indeed, 2025).
	· Increased burnout, fatigue, and declining service quality.




Appendix B.
[bookmark: _Hlk191920020]The table below gives a summary of issues found in guest reviews and how they might relate to the concerns raised by employees.
	Areas of Focus for Improvement
	Guest Feedback
	Employee Correlation

	Cleanliness and Maintenance
	· Multiple guests reported issues with room cleanliness and overall hotel maintenance
(TripAdvisor, 2025).
	· Employee reviews mentioned insufficient training and inadequate staffing, which could contribute to lapses in cleanliness and upkeep.

	Customer Service
	· Some guests experienced unsatisfactory interactions with staff, citing unprofessional behaviour and lack of responsiveness.
· Guests reported that staff were unresponsive to complaints, showing no concern or effort to resolve issues.
· Long-time guests noted a consistent drop in service quality, leading to decisions not to return
(TripAdvisor, 2025).
	· Employees reported poor management practices and low morale, factors that can adversely affect customer service quality.
· Employee reviews mention inadequate training, which could explain the unresponsive staff and failure to handle complaints properly.
· Employees report feeling undervalued and unsupported, which likely contributes to detached and indifferent service interactions.






Appendix C.
The following table shows the STEEPLED analysis from the perspective of Identified Key Issues.
	Social

	· The high quit rates in the leisure and hospitality industry, consistently around or above 4% since July 2022, indicate a trend of employees seeking better opportunities. This societal shift towards prioritising work-life balance and job satisfaction affects the hotel's ability to retain staff, leading to service inconsistencies (U.S. Chamber of Commerce, 2025).

	Technological

	· Limited Automation in Housekeeping and Maintenance can lead to unclean rooms, delayed maintenance repairs, and negative guest reviews, as seen in the complaint.
· Lack of Digital Training Platforms for Employees:
Staff members lack the necessary skills to provide quality service, leading to guest complaints about unprofessional behaviour and inconsistent service delivery.
· Inefficient Guest Feedback & Reputation Management Tools:
This causes delayed responses to issues, worsening the hotel's reputation and reducing the chances of damage control.

	Economic

	· The second term of President Trump introduces uncertainties in policy, trade, international relations, and travel sentiment. While anticipated tax cuts may provide an initial boost to U.S. outbound travel through increased income and a strong dollar, potential price increases due to tariffs could offset these gains over time.
· Price Sensitivity: With prices remaining significantly higher, consumers have begun prioritising travel, but data suggests that pricing is becoming an increasingly critical factor in travel decision-making (Oxford Economics, 2025).

	Environmental

	· Environmental Consciousness: Over 25% of Gen Z and Millennials research a company's environmental impact before accepting a job, with 20% changing jobs due to environmental concerns (U.S. Chamber of Commerce, 2023).

	Political

	· The decline in legal immigration is worsening workforce shortages in the U.S., limiting businesses' access to skilled talent. Foreign national college students have also decreased, reducing future innovators. U.S. Census Bureau data shows that net international migration added only 247,000 people in 2020–2021, a 76% drop from the 2015–2016 peak of 1,049,000, highlighting immigration’s shrinking role in population and workforce growth (U.S. Chamber of Commerce, 2023).

	Legal

	· Immigration Policy Changes: stricter immigration enforcement and reduced legal immigration can lead to a decrease in the available workforce, especially in sectors heavily reliant on immigrant labour, such as hospitality (Porter, 2024).
· Trade Policies: Proposed tariffs and trade barriers introduce uncertainty in global trade relations, potentially disrupting supply chains and increasing costs for businesses reliant on international imports (Robinson, 2025).

	Ethical

	· In recent decades, more business leaders have acknowledged that their role extends beyond just increasing profits for shareholders and executives. Instead, they have a social responsibility to prioritise not only their companies' success but also the well-being of people, the environment, and society as a whole(Stobierski, 2021).
· Workplace scandals involving harassment and poor treatment of employees highlight the consequences of neglecting ethics in business operations. Ethics are fundamental to professionalism, helping to foster transparency, trust, and integrity in business practices(CIPD, 2024). 
· Low pay, high turnover, and difficult work environments create an unethical work culture with low morale, leading to decreased employee engagement, reduced productivity, higher absenteeism, and ultimately poor customer service—negatively impacting the hotel's reputation and profitability.

	Demographic

	· Generational Shift in Workforce Priorities: By 2030, Generation Z will comprise 30% of the workforce, driving a stronger emphasis on social issues in the workplace.
· Social and Ethical Workplace Expectations: Millennials and Gen Z professionals seek employers that actively support social, ethical, and environmental causes, influencing recruitment and retention.
· Purpose-Driven Career Decisions: In 2024, 50% of Gen Z and 43% of Millennials declined work assignments conflicting with their ethics, while 44% of Gen Z and 40% of Millennials turned down job offers due to non-inclusive policies, environmental issues, and lack of work-life balance support.
· The U.S. population is ageing, a trend driven by lower birth rates among younger generations.
· Over the past 20 years, the number of workers aged 65+ increased by 117%.
· By projection, the 55+ workforce will grow three times faster than the 25-54 age group.
· As older workers retire, businesses will struggle to fill vacancies with a less experienced, younger workforce. This could worsen existing labour shortages, particularly in industries like hospitality.
(U.S. Chamber of Commerce, 2023).






Appendix D.
SOAR analysis.
	
	Internal
	External

	Current
	Strengths
	Opportunities

	
	· Brand Recognition: As part of the Wyndham Hotels & Resorts group, the hotel benefits from brand credibility and established loyalty programs.
· Proximity to the Airport: The hotel's location near Indianapolis International Airport makes it a convenient choice for business travellers, airline crews, and transit passengers.
· Long-standing presence in the market: The hotel has been operating for years, serving thousands of guests travelling for business and leisure.
· Affordable Pricing (Compared to Competitors): The hotel is generally more budget-friendly than premium airport hotels, making it an option for travellers looking for value over luxury.
	· Travellers are increasingly looking for affordable yet convenient accommodations near airports, especially with rising travel costs. Wyndham Indianapolis Airport can position itself as a budget-friendly yet reliable option.
· With remote work trends, travellers seek hotels with business-friendly amenities. Upgrading WiFi, workspaces, and co-working lounges could attract business travellers.
· Many travellers choose brands that offer loyalty rewards. Leveraging Wyndham Rewards aggressively can drive repeat bookings and increase brand loyalty.
· Securing partnerships with airlines for crew accommodations and layover stays can guarantee steady bookings.
· Faster Check-In & Customer Service Improvements.
· Flexible Late Check-Out & Early Check-In Policies.

	Future
	Aspirations
	Results

	
	· As part of the Wyndham brand, the hotel embraces the same core values and strives to enhance service quality to align with the brand’s mission. Wyndham is committed to making hotel travel accessible for all, ensuring that every guest feels welcome. The Count on Me culture promotes responsiveness, respect, and exceptional guest experiences.  Guiding values include integrity, ensuring transparency and ethical service; accountability, delivering on commitments; inclusivity, fostering a welcoming environment for all; caring, prioritising compassion and guest well-being; and fun, creating an enjoyable atmosphere that enhances both employee and guest experiences. These values shape the Wyndham Indianapolis Airport Hotel’s approach, reinforcing its commitment to quality, guest satisfaction, and a positive workplace culture (Wyndham Hotels, 2025).
	· Performance Tracking: Guest satisfaction scores, employee retention rates, and operational efficiency metrics help measure progress.
· Data-Driven Goals:
· Increase TripAdvisor ratings.
· Reduce employee turnover through better workplace policies.
· Cut check-in wait times.
· Track sustainability initiatives like waste reduction and energy efficiency.
· Defining Success: Success is measured by higher guest retention, increased revenue, and improved employee engagement.
· Right Tools & Systems:
· KPI dashboards and reporting tools for performance tracking.
· Digital training platforms to enhance staff service consistency.
· Automation & guest service enhancements (e.g., self-service kiosks and mobile booking upgrades).
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Appendix E.
	Threats and Weaknesses of Wyndham Indianapolis Airport Hotel (From the perspective of Identified Issues).

	Weaknesses 
(Internal Challenges)
	Poor Service Efficiency & Long Wait Times.
· Guests frequently complain about delays at check-in and check-out, as well as slow response times from the front desk.

	
	Outdated Facilities & Maintenance Issues.
· Multiple reviews mention worn-out rooms, cleanliness problems, and a lack of timely maintenance.
· Aging infrastructure and cleanliness problems affect guest comfort and overall satisfaction.

	
	High Employee Turnover & Workforce Instability.
· Reports of poor management, lack of training, and high stress levels lead to frequent staff resignations.
· Zero-hour contracts and low wages contribute to dissatisfaction and job insecurity.

	
	Limited Dining Options & Food Quality Complaints.
· Guests report low-quality food, a lack of variety, and long service wait times.

	
	Lack of Strong Leadership & Workplace Culture Issues.
· Management is frequently criticised for favouritism, unprofessional behaviour, and lack of support.
· Employees report low morale, minimal career advancement, and a toxic work environment.

	
Threats 
(External Challenges)
	Competitive Market.
· The Wyndham Indianapolis Airport Hotel operates in a highly competitive market, facing strong competition from nearby airport hotels (for a more in-depth breakdown, refer to the detailed comparative analysis in the table below).

	
	Economic Uncertainty & Price Sensitivity Among Travellers.
· Increasing inflation and travel expenses have led to travellers becoming more cost-sensitive (refer to the previous  STEEPLED analyses for specific details).
· Guests expect higher value for money, putting pressure on service quality and operational efficiency.

	
	Labour Market Shortages & Workforce Regulations.
· Stricter immigration policies and a declining labour force in hospitality make recruitment difficult (refer to the previous  STEEPLED analyses for specific details).
· High turnover and difficulty attracting skilled workers impact service consistency.

	
	Reputation Risks Due to Negative Guest Reviews.
· Recurring guest complaints about poor management, cleanliness, and long wait times have resulted in low TripAdvisor ratings.
· Declining online reputation may deter potential guests and corporate partnerships.

	
	The lack of advanced technology in employee training, operational management (housekeeping and maintenance), and guest feedback handling negatively impact efficiency, service quality and competitiveness.
· Without digital learning platforms or automated training systems, staff may lack consistency in service delivery, leading to guest complaints about unprofessional behaviour and inefficiency.
· The absence of automated housekeeping and maintenance tracking systems results in delays, overlooked cleaning tasks, and unresolved maintenance issues, which contribute to negative guest experiences.
· Without efficient reputation management tools, the hotel struggles to track and respond to guest complaints promptly, further damaging its online reputation and guest satisfaction scores.





Appendix F.
The table outlining goals, solutions, and actions is based on SMART objectives.
	Goal
	Solution
	Action

	· Increasing Awareness & Employee Engagement

	· Implement mandatory corporate training programs
	· Conduct comprehensive orientation sessions for new hires and refresher courses for existing staff on Wyndham’s corporate values, policies, and service standards.
· Introduce interactive learning platforms (e.g., e-learning, role-play scenarios) to ensure employees fully understand brand expectations.
Require managers to reinforce corporate values through daily briefings and performance reviews.

	
	· Strengthen internal communication channels
	· Establish monthly all-staff meetings to ensure that employees receive clear updates on corporate expectations and hotel goals.
· Create an employee handbook summarising Wyndham’s policy, workplace expectations, and guest service protocols.

	· Strengthening Corporate Oversight & Accountability
	· Implement regular performance audits & compliance checks
	· Wyndham corporate should conduct quarterly inspections at the Indianapolis location to ensure that brand standards are upheld.
· Use mystery guest evaluations to assess service quality and pinpoint areas for improvement.

	
	· Establish a Hotel Performance Review Board

	· Create a team of managers and corporate representatives responsible for monitoring service consistency, employee satisfaction, and guest feedback.
· Implement clear accountability measures for hotel leadership—failure to meet corporate standards should trigger targeted action plans.

	· Addressing Workforce & Operational Challenges
	· Improve staffing levels and training
	· Increase recruitment efforts to reduce staff shortages and prevent employee burnout.
· Offer incentives for high-performing employees, including bonuses for top service ratings and performance-based career advancement.
· Introduce cross-training programs to make employees more versatile and reduce workload bottlenecks.

	· Improving Leadership & Workplace Culture
	· Strengthen management training & accountability
	· Require hotel managers to undergo corporate leadership training focused on team motivation, conflict resolution, and performance management.
· Introduce 360-degree feedback reviews where employees can assess management effectiveness, ensuring leadership remains aligned with workforce needs.

	
	· Foster a positive work environment
	· Launch recognition programs where outstanding employees are rewarded publicly.
· Conduct regular employee engagement surveys to identify workplace concerns and implement improvements.
·  Implement anonymous feedback mechanisms, allowing employees to report issues without fear of retaliation.
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Workforce issues and low guest satisfaction rating


Ensure compliance with Wyndham’s corporate policies and operational standards


Higher Employee Satisfaction & more motivated staff


Improved processes


Customer satisfaction


Positive financial results



Business Needs/The highest-order needs focus on improving guest satisfaction, operational efficiency, and financial performance.


Organisational Capability Needs/The hotel's work processes, leadership effectiveness, and operational infrastructure need improvement.


Performance Needs/This layer focuses on the on-the-job behaviours and accomplishments required for success.


Solution: Implement structured training programs, performance tracking systems, and stronger corporate oversight to align hotel operations with Wyndham's brand standards.





Solution: Introduce performance audits, guest feedback tracking tools, and quarterly evaluations to assess and improve employee performance.


Solution: Strengthen internal communication channels, introduce digital housekeeping & maintenance tracking tools, and implement leadership development programs.


Individual Capability Needs/This layer focuses on employee skills, training, and professional development.


Current Issue: Staff lacks proper training in guest service, conflict resolution, and operational efficiency.


Solution: Implement Wyndham University training programs, e-learning platforms, and mentorship initiatives to enhance staff capabilities.





Current Issue: Declining guest satisfaction due to inconsistent service quality, poor cleanliness ratings, and high staff turnover.

Current Issue: Poor communication between leadership and employees, lack of technology-driven operational support.

Current Issue: Employees are not consistently meeting Wyndham’s expected service standards.



Increasing Awareness & Employee Engagement


Strengthening Corporate Oversight & Accountability


Implement regular performance audits & compliance checks


Establish a Hotel Performance Review Board


Implement structured corporate training and engagement programs


Addressing Workforce & Operational Challenges


Strengthen management training & accountability


Foster a positive work environment


Strengthen internal communication channels


Improve recruitment, training, and workload management


Strengthen Leadership Accountability and Engagement


Implementing Technology for Service Monitoring & Guest Feedback


Leverage digital tools to enhance service monitoring and operational efficiency



Step 1: Create a Sense of Urgency


Step 2: Build a Guiding Coalition


Step 3: Develop a Vision and Strategy


Step 4: Communicate the Vision


Step 5: Remove Obstacles


Step 6: Create Short-Term Wins


Form a task force consisting of hotel leadership, HR representatives, and key frontline employees.


Include corporate oversight from Wyndham Hotels & Resorts to ensure alignment with brand values.


Assign accountability roles to ensure leadership is committed to driving change.


Define clear objectives such as reducing employee turnover, improving guest satisfaction scores, and enhancing service consistency.


Align the vision with Wyndham’s corporate policies, emphasising employee engagement, training, and leadership accountability.


Set measurable targets, including raising TripAdvisor ratings, improving employee retention, and optimising customer service response times.


Host monthly town hall meetings where leaders reinforce corporate values and change initiatives.


Develop an internal communications strategy, using newsletters, posters, and digital updates to keep staff informed.


Encourage two-way feedback by allowing employees to voice concerns and suggestions.


Address management inefficiencies by implementing mandatory leadership training programs.


Increase staffing levels to prevent burnout and improve workload distribution.


Set small, measurable goals, such as improving cleanliness scores within 3 months and reducing check-in wait times by 25%.


Recognise and reward employees for meeting service standards.


Monitor progress closely and adjust strategies as needed


Step 7: Consolidate Gains and Drive More Change


Expand successful pilot programs (e.g., staff training, leadership coaching) to other departments.


Use employee performance data and guest satisfaction scores to continuously refine operations.


Ensure management remains engaged in sustaining improvements.


Step 8: Anchor Change in Organisational Culture


Embed Wyndham’s corporate values into daily hotel operations.


Ensure that new hires receive thorough orientation on service expectations and workplace ethics.


Identify key problem areas (high employee turnover, poor service quality, guest dissatisfaction).


Use internal reports and guest reviews to highlight the negative financial impact of poor workforce management.


Communicate urgency to employees and management, stressing that improvements must happen immediately to maintain competitiveness.


Provide anonymous employee feedback channels to identify barriers to improvement
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