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Consultancy Report
Executive Summary
The Marquee Hotel, a luxury hotel situated in Sydney, Australia has been facing challenges that are impacting its performance negatively. In the couple of years there has been a decrease in guest satisfaction levels and occupancy rates. This report, requested by the hotels management and created by Apex Consulting, aims to pinpoint the causes of these issues, and offer recommendations to enhance the hotels reputation and boost its operational effectiveness.
 
Key Discoveries 
Our thorough investigation uncovered issues affecting the Marquee Hotel: 
Decreasing Service Quality; Guest feedback has pointed out a decline in service quality in departments, like housekeeping and front desk operations. This drop is linked to staff training and high turnover rates. 
Insufficient Staff Training: Many employees lack the training and expertise required for maintaining luxury hotel standards. This has led to service provision and dissatisfactory guest experiences. 
Outdated Online Presence; The hotels website and social media platforms are. Not user friendly, resulting in direct bookings. The current digital marketing strategy falls short of engaging guests or leveraging online booking trends. 
Operational Inefficiencies: Some of the hotel's procedures are inefficient. The inefficiencies have led to expenses and service delays impacting guest satisfaction negatively.
 
Analysis 
To understand the hotels situation better we used several frameworks: 
PESTEL Analysis; This review pointed out the macro environmental factors affecting the hotel, including economic downturns affecting travel and tourism technological advancements, in hotel management and changing consumer preferences towards sustainable travel experiences. 
SWOT Analysis: This evaluation showed that while the Marquee Hotel benefits from its prime location and strong brand reputation it also faces notable internal weaknesses like declining service quality and inadequate staff training. External threats such as increased competition and economic instability pose challenges. There are opportunities like advancements and growing tourism that offer room for improvement.
 
TOWS Analysis: Expanding on the SWOT analysis the TOWS framework helped in devising actions to turn identified weaknesses and threats into opportunities. Key strategies include utilizing the hotels location, for targeted marketing efforts investing in staff training initiatives and integrating technologies to modernize operations.
 
Recommendations 
Based on our analysis findings we suggest these recommendations: 
Enhance Staff Training Programs 
Implementation; Develop a training program focusing on customer service excellence, operational procedures enhancement and improving skills.
Utilizing Kotter’s 8 Step Change Model is key to guiding the change process focusing on communication and involving staff at every step. 
To measure success, it is essential to track improvements through guest satisfaction surveys, employee performance evaluations and service delivery metrics. 
 
In terms of enhancing the marketing strategy. 
1. Implementation involves a website redesign for user experience boosting social media presence and launching targeted ad campaigns.
2. Engaging a marketing expert to spearhead the effort and providing training for internal team members is crucial for maintaining and optimizing the new digital platforms.
3. Success can be measured by monitoring website traffic, social media interactions, online booking rates and customer feedback to evaluate the effectiveness of the updated strategy.
 
For improving efficiency. 
1. Investing in hotel management software is vital for streamlining operations and cutting costs.
2. Comprehensive training sessions should be conducted to ensure a transition to the system for staff integration into daily operations.
3. Success metrics include evaluating turnaround times, cost savings achieved and service delivery efficiency.
 
When considering costs versus benefits.
The estimated expenses associated with implementing these suggestions are: 
Staff Training; $50,000
Digital Marketing; $30,000
Improving Efficiency; $40,000
These investments are projected to bring advantages, such as better guest satisfaction, higher occupancy rates, improved operational efficiency and a more robust online presence. By tackling the identified issues and putting into action the suggested strategies the Marquee Hotel can strengthen its stance. Achieve sustainable growth.
 
Conclusion 
The Marquee Hotel is currently facing some challenges that demand attention. By implementing the recommendations provided in this report the hotel can effectively deal with its existing issues. Set a path towards a more prosperous future. Apex Consulting is dedicated to supporting the Marquee Hotel through this transformation journey. Eagerly anticipates assisting the hotel in reaching its goals.
 
This executive summary offers an outline of the report by summarizing the problem at hand key discoveries made, analysis conducted suggestions put forth and expected results.

Introduction
The Marquee Hotel, a luxury hotel nestled in the heart of Sydney, Australia has built a formidable reputation, over the years for its top-notch service, central location, and rich historical background. Boasting 250 appointed rooms and an array of offerings such as a luxurious spa, fine dining restaurants and versatile conference spaces, the hotel has been a sought-after choice for both corporate travelers and vacationers alike. Nevertheless, recent times have brought about challenges for the hotel resulting in a dip in guest satisfaction levels and occupancy rates. This detailed report from Apex Consulting aims to delve into these issues and provide recommendations for improvement. 
Established back in 1985 The Marquee Hotel is strategically positioned within Sydney’s bustling business district providing guests with access to iconic landmarks like the Sydney Opera House, Harbor Bridge and Darling Harbor. Its blend of charm with amenities has solidified its status as a key feature on the city’s landscape. Despite its standing The Marquee Hotel has grappled with setbacks and service-related hurdles that have impacted its performance metrics negatively.
Issues currently faced by the Hotel.
1. Decreasing Service Quality; Guest feedback and reviews have highlighted a decline in service quality in areas like housekeeping and front desk operations. This decline has had an impact on the hotels reputation and guest loyalty. 
2. Insufficient Staff Training; A significant portion of the staff lacks training leading to inconsistencies in service delivery and dissatisfaction among guests. 
3. Outdated Online Presence; The hotels website and social media profiles are. Failure to engage resulting in reduced direct bookings and online visibility. 
4. Inefficiencies; Several operational processes within the hotel are inefficient, causing delays and increased costs.
 
About Apex Consulting 
Apex Consulting is a consultancy firm specializing in hospitality management and organizational efficiency. With over ten years of experience in the industry Apex Consulting has a history of helping hotels improve their performance guest satisfaction levels and financial results. Our team of experts blends industry practices, with strategies customized to address each clients specific challenges. We have successfully partnered with hotels providing tailored solutions that promote sustainable growth.
Analyzing Frameworks 
To examine the challenges faced by the Marquee Hotel we will be using the analysis frameworks: 
1. PESTEL Analysis; This method will help us grasp the factors impacting the hotel, including Political, Economic, Social, Technological, Environmental and Legal elements.
2. SWOT Analysis; By utilizing this framework we can evaluate both the strengths and weaknesses of the hotel well as external opportunities and threats. This approach will offer a view of where the hotel stands and areas where enhancements are needed.
3. TOWS Analysis; Expanding on the SWOT analysis this framework will aid in developing actions that capitalize on the hotels strengths and opportunities while mitigating its weaknesses and threats. This strategy aims to suggest solutions to address issues faced by the hotel.
 
Importance of this Report
 
This consultancy report holds importance for the Marquee Hotel as it strives to reclaim its advantage in the hospitality sector. By identifying and tackling issues leading to challenges improvements can be made in service quality, operational efficiency, and online presence of the hotel. The recommendations outlined in this report are crafted to be realistic and executable so that tangible enhancements can be achieved in performance metrics for the hotel.
The report is organized in the following structure: 
Executive Summary; An overview of the entire report, including main discoveries, analysis, and suggestions.
Introduction; Background details about the Marquee Hotel, the issues and information about the consulting firm.
Analysis; An examination of the identified problems using frameworks like PESTEL, SWOT and TOWS.
Recommendations and Change Management; Strategic advice to tackle the issues along with plans for execution and strategies for managing change.
Action Plan: Detailed steps laid out to put the recommendations into action.
Conclusion; Recap of findings and a final thought.
 
The goal of this approach in the report is to guide Marquee Hotel towards overcoming its challenges and achieving long-term success. Apex Consulting is committed to assisting Marquee Hotel in this journey and ensuring execution of the strategies proposed.

Analysis
The training programs, at The Marquee Hotel are not up to par resulting in service and unsatisfactory experiences for guests. This lack of training has a domino effect as staff members who are not professionally trained tend to be less confident and more prone to making mistakes. 
Reasons; The hotels training initiatives have fallen behind industry standards. The changing needs of guests. Limitations in budget and a lack of focus on growth contribute to this deficiency.
 
Outdated Online Presence
 
Impact: In today’s era a hotels online image plays a role in its visibility and appeal to potential guests (Law et al., 2014). The Marquee Hotels outdated website and lackluster social media presence have resulted in bookings and interactions online. This setback puts the hotel at a disadvantage compared to rivals with digital strategies.
 
Reasons; The hotels digital marketing approach has not kept pace with trends and technologies. There is investment in marketing expertise and tools leading to an ineffective online image.
 
Operational Inefficiencies 
Impact: Efficiency in operations is vital for controlling costs and delivering services in hotels (Slack et al., 2010). The Marquee Hotel faces challenges due to outdated processes that cause delays and higher expenses. These inefficiencies affect guest satisfaction levels as the overall financial performance of the hotel.
Factors Leading to Inefficiencies; The challenges of resistance to change slow technology adoption and inefficient processes are contributing to the hotels inefficiencies. The managements lack of focus on enhancing processes has resulted in bottlenecks affecting day-to-day operations.
 
Analyzing External Influences with PESTEL.
Utilizing the PESTEL framework allows for an examination of the factors impacting the Marquee Hotel. This tool delves into Economic, Social, Technological, Environmental and Legal aspects to provide insights into how these elements shape the hotels strategies and operations.
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Exploring Political Influences.
The stability of the environment and governmental policies have an impact on the hospitality sector. In Australia regulations related to tourism directly influence how hotels like Marquee operate. 
Government Initiatives in Tourism; The Australian government actively promotes tourism efforts that benefit establishments like Marquee by attracting guests (Tourism Australia, 2022). However, changes in visa requirements or travel advisories can affect visitor numbers.
Labor Regulations; Australia’s strict labor laws concerning wages and employee rights impact staffing expenses and operational flexibility (Fair Work Ombudsman, 2023). Adhering to these regulations is crucial. May lead to increased costs.
Economic Considerations.
The economic climate plays a role in shaping the hospitality industry. Factors such as growth rates, currency exchange fluctuations and inflation levels influence travelers disposable income and their spending behaviors on luxury accommodations. When the economy takes a hit people tend to cut travel expenses, impacting hotels business, with occupancy rates and revenue. Changes in currency values can affect Australia’s appeal as a tourist spot. A weaker Aussie dollar may attract visitors but might discourage locals from traveling abroad. As prices rise due to inflation hotels face costs for essentials like utilities and food which could eat into profits unless they raise room rates. 

Social trends and consumer behavior play a role in shaping the hospitality industry. Hotels need to stay by adapting to guests changing preferences. 
Travelers are increasingly looking for authentic experiences favoring eco accommodations and personalized stays. The growing number of millennial and Gen Z tourists, who value experiences more than material possessions is reshaping the demand for types of lodging options and services. Since the pandemic there has been a focus on health and wellness among travelers.
Guests nowadays have expectations when it comes to cleanliness and health measures, in hotels including the availability of fitness facilities and healthy dining choices (Gössling et al., 2021).
 
In terms of technology.
 
The hospitality sector is being significantly impacted by advancements influencing both guest services and operational efficiency. 
Embracing digital transformation is crucial for hotels to remain competitive. Utilizing hotel management software and digital marketing tools like booking systems, mobile check in options and personalized marketing campaigns can elevate the overall guest experience (Law et al., 2014).
 
Artificial intelligence (AI) and automation play a role in streamlining operations, enhancing customer service, and cutting costs. For instance, chatbots are efficient in handling guest queries while automation can optimize housekeeping schedules (Ivanov & Webster 2019). 
Data security has become a priority, with the increasing use of platforms. Hotels need to invest in cybersecurity measures to safeguard guest information (Ponemon Institute, 2022).
 
Regarding environmental factors.
 
Environmental sustainability is gaining importance within the hospitality industry as guests are environmentally conscious. They prefer staying at eco hotels that prioritize practices.
Implementing practices like using energy systems implementing waste reduction initiatives and prioritizing local and organic food sourcing can attract travelers who care about the environment (Sloan et al., 2013). 
When it comes to climate change there are challenges and opportunities to consider. Extreme weather events can disrupt travel plans. Cause damage. Focusing on sustainability can boost a hotels reputation (IPCC, 2022). 
Obtaining certifications such as LEED or Green Key can be a marketing strategy that showcases a hotels dedication to sustainability (Green Key, 2023).
 
Legal factors involve the regulations and laws that hotels need to adhere to covering areas from health and safety standards to employment laws.
Compliance with health and safety regulations is critical post COVID 19 pandemics. Stringent protocols are necessary to ensure the wellbeing of guests and staff (WHO, 2023). 
Protecting the hotels brand and digital assets through intellectual property laws is vital for preventing use and upholding brand integrity (WIPO, 2023). 
Following employment laws is essential for hiring practices, anti-discrimination policies and maintaining safety standards. 
Not adhering to the rules could lead to facing consequences and harming the hotels image as mentioned by the Fair Work Ombudsman in 2023.

 
Assessment of Strengths, Weaknesses, Opportunities and Threats (SWOT Analysis)
To offer an overview of the Marquee Hotels strengths and weaknesses alongside external opportunities and threats we undertook a SWOT analysis.
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Strengths
Prime Location, in Sydney
Evaluation: The Marquee Hotels exceptional location in Sydney’s core near iconic landmarks like the Sydney Opera House and Harbor Bridge provides a substantial competitive edge. This central placement enhances the hotels appeal to both leisure and business travelers leading to increased foot traffic and occupancy rates according to Tourism Australia in 2022.
Strong Brand Reputation
Evaluation: Throughout the years the Marquee Hotel has cultivated a brand reputation with luxury and top-notch service. This positive image attracts repeat visitors and prestigious clients contributing to a revenue flow and favorable word of mouth referrals based on Kapferer’s research from 2012.
Extensive Amenities
Evaluation: The hotel offers an array of amenities such as a spa, upscale dining options, conference spaces and a rooftop pool. These offerings elevate guests’ experiences while generating revenue streams for differentiation from competitors as per Ottenbacher’s study in 2007.
 
Weaknesses
Deteriorating Service Quality 
Based on feedback from guests there has been a drop in the quality of service at the hotel, especially in the areas of housekeeping and front desk operations. This decline has had an impact on guest satisfaction and the hotels overall reputation. The main reasons for this issue are high staff turnover and inadequate training programs. 
Insufficient Staff Training.
The Marquee Hotels training programs for its staff are outdated and ineffective resulting in service and decreased staff morale. Ongoing professional development is crucial in the hospitality industry to uphold service standards. 
Outdated Online Presence.
The hotels online presence, including its website and social media platforms, is outdated and lacks engagement. This deficiency diminishes the hotels visibility. Limits direct booking opportunities. A robust digital presence is vital for reaching an audience. 
 
Opportunities.
Tourism Growth.
Sydney continues to be a travel destination experiencing growth, in both domestic and international tourism. The hotel can capitalize on this trend by enhancing marketing strategies and offering packages to attract bookings.
Advancements, in Technology
Insight: The progress in hotel management systems and digital marketing tools offers ways to boost efficiency and enhance guest experiences. By integrating AI driven customer service and online booking platforms hotels can streamline operations. Elevate guest satisfaction levels (Ivanov & Webster 2019).
Growing Popularity of Travel Choices
Insight: An increasing number of travelers are seeking eco sustainable travel options. Hotels can appeal to guests by embracing sustainable practices and earning green certifications. This shift can also elevate the hotels reputation and attractiveness (Sloan et al., 2013).
Potential Challenges
Economic Instability
Insight: Economic downturns or recessions lead to spending on travel and luxury accommodations directly impacting hotels occupancy rates and revenue. Being prepared for fluctuations is vital for ensuring financial stability (WTTC, 2023).
Rising Competition
Insight: The luxury hotel sector in Sydney is fiercely competitive with entrants and established players competing for market share. Setting the Marquee Hotel apart with offerings and exceptional service is essential for maintaining competitiveness (Ritchie & Crouch 2003). Changes, in Local Regulations
When local rules change, for instance regarding health and safety standards, labor laws and environmental policies, they can impact how the hotel operates and lead to compliance costs. It is crucial for the hotel to keep up with these changes and adapt quickly to avoid trouble and fines (Fair Work Ombudsman, 2023).
 
TOWS Analysis
Expanding on the SWOT analysis we devised plans using the TOWS framework.
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The TOWS analysis, also referred to as the Threats Opportunities Weaknesses Strengths analysis offers a framework, for identifying strategies that utilize internal strengths to take advantage of external opportunities while also addressing internal weaknesses and external threats. This approach enables the Marquee Hotel to create plans that align with its goals and abilities while managing obstacles and risks in the outside environment.
 
Strategies for leveraging Strengths Opportunities (SO).
Improving Service Quality and Setting Apart; By making use of the hotels strengths in customer service and brand reputation the Marquee Hotel can seize opportunities in the luxury hospitality sector. Through investments in staff training and innovative service offerings like personalized experiences and concierge services the hotel can distinguish itself from competitors. Attract guests.
 
Expanding Market Reach through Digital Marketing; Leveraging its brand recognition and loyal customer base the hotel can employ marketing platforms to reach new market segments and expand its presence geographically. By focusing on niche markets such as wellness travelers or conscious tourists the Marquee Hotel can capitalize on emerging trends. Grow its market influence.
Strengths and Threats Strategies.
Enhancing Brand Resilience and Managing Reputation; In the competitive hospitality industry landscape Marquee Hotel needs to address threats to its brand image, such as negative feedback or PR challenges. By leveraging its customer service and guest satisfaction strengths the hotel can adopt reputation management tactics like monitoring online reviews swiftly addressing guest input and providing crisis communication training for staff members (Armenakis & Harris 2009).
 
Expanding Revenue Streams and Offerings; To counteract fluctuations or industry changes Marquee Hotel can use its brand value and customer loyalty strengths to diversify its revenue sources. By broadening services beyond room reservations to include offerings like event hosting, dining options and recreational activities the hotel can decrease dependence on room revenues while tapping into new income channels (Sloan et al., 2013).
 
Weaknesses Opportunities Strategies.
Focusing on Employee Development and Talent Management; Acknowledging shortcomings, in staff retention and training Marquee Hotel has an opportunity to invest in enhancing staff skills and implementing talent management programs. 
By offering pay opportunities, for career growth and thorough training programs the hotel can. Retain top notch employees, which in turn improves service quality and guest satisfaction (Salas et al., 2012).
 
Embracing Practices and Corporate Social Responsibility; Despite some shortcomings in sustainability efforts the hotel can take steps to improve its stewardship and corporate social responsibility. By investing in energy technologies, waste reduction initiatives and community involvement projects the Marquee Hotel can align its practices with the growing consumer preference for socially responsible businesses. This will enhance its brand reputation and competitive edge (Cameron & Green 2019).
 
Strategies for Weaknesses Threats (WT). 
Implementing strategies to mitigate risks and establish contingency plans is crucial for addressing vulnerabilities to threats like downturns or natural disasters. Through risk assessments, diversification of suppliers and setting up emergency response protocols the hotel can minimize the impact of threats on its operations and overall reputation (Heathfield, 2020).
 
Enhancing Crisis Management and Business Continuity Planning; To address weaknesses, in crisis management planning investing in training programs and resources is essential to prepare for events. By creating crisis response plans setting up ways to communicate with parties and practicing emergency drills frequently the Marquee Hotel can react well to unexpected situations and protect its visitors, employees, and property (Kotler et al., 2017).

 
In summary, Marquee Hotel faces challenges such as declining service quality, insufficient staff training, outdated digital presence and operational inefficiencies that require attention. By analyzing internal factors through PESTEL, SWOT and TOWS analyses we can devise recommendations to help the hotel tackle these issues effectively and enhance its overall performance.

Recommendations and Managing Changes
To tackle the challenges encountered by the Marquee Hotel and make the most of the opportunities identified a detailed set of suggestions has been put together. Implementing these suggestions will call for planning. A methodical approach, to managing change to ensure smooth adoption and minimal pushback.
 
Suggestions
1. Improving Service Quality
Enhancing service quality is crucial for the Marquee Hotel to stay ahead in the competition and guarantee guest satisfaction. The hotel should roll out a staff training and development initiative to achieve this objective. Ongoing training ensures that staff members are equipped with up-to-date skills and knowledge to deliver a service.
 
The training initiative should include workshops that focus on excellence in customer service problem solving and effective communication. These workshops can be tailored to target skills for consistent performance across all service areas. For example, front desk personnel could receive training on streamlining check-in/out procedures while housekeeping staff could undergo training on maintaining top notch standards of cleanliness and hygiene.
 
To support this effort the hotel could create a training schedule. Bring in professional trainers or collaborate with reputable hospitality training institutions. Moreover, incorporating training modules can offer flexibility, for staff members to learn at their convenience.
The potential results of these efforts include guests, motivated staff, and lower employee turnover rates (Tracey & Hinkin 2008).
 
2. Enhance Online Presence
In the era we live in today having a presence on the internet is essential for drawing in and retaining guests. The Marquee Hotel should prioritize updating its website and improving its social media strategy. A modern user-friendly website with an integrated booking system can enhance the guest experience by simplifying the process for guests to access information and make reservations.
 
It would be beneficial for the hotel to consider enlisting the help of a marketing agency to revamp its website, ensuring it is searching for engine optimized (SEO) to boost visibility. Keeping social media platforms up to date with content like behind-the-scenes videos, guest reviews and exclusive offers can elevate the hotels visibility. Law et al. (2014) stress that an effective online presence can result in bookings, a stronger online reputation and reaching a wider audience.
 
3. Embrace Sustainable Practices
Incorporating environmentally friendly practices can appeal to eco travelers and boost the hotels image. The Marquee Hotel should introduce initiatives such as energy lighting, water saving systems and waste management programs.
Obtaining certifications, like LEED or Green Key can show the hotels dedication to sustainability. Attract environmentally conscious guests.
 
To start the hotel can review its energy usage through an energy audit to find areas for enhancement. Upgrading energy appliances and fittings such as LED lights and low flow showerheads can notably cut down on energy and water usage. Introducing a recycling program and minimizing sole use plastics are also steps. Furthermore, the hotel can highlight its initiatives in its marketing campaigns to demonstrate its commitment to responsibility (Sloan et al., 2013).
 
4. Enhance Guest Feedback Systems
Having a guest feedback management system is vital for pinpointing areas that need improvement and boosting guest satisfaction levels. The Marquee Hotel should introduce tools for real time feedback collection and analysis. Encouraging guests to share their feedback and promptly taking action on it showcases the hotels dedication to enhancement.
 
The hotel can make use of feedback mechanisms like kiosks, mobile apps, and online surveys. These tools should be easily accessible for guests so they can conveniently share their experiences. By addressing feedback, the hotel can tackle issues before they escalate and enhance guest satisfaction.
Sharing feedback regularly with employees can serve as a source of motivation to uphold service standards as suggested by Liat et al. In 2014.
 
Enhancing marketing efforts can have an impact on the hotels occupancy rates and revenue. The Marquee Hotel should focus on developing targeted marketing campaigns tailored to guest segments like business travelers, families and eco conscious tourists.
 
Utilizing data analytics to understand guest preferences and customize marketing strategies accordingly is essential. Implementing Customer Relationship Management (CRM) systems can help segment and target marketing campaigns effectively. Providing promotions and loyalty programs can contribute to improved guest retention and brand loyalty. Anticipated results from these targeted marketing initiatives include increased occupancy rates, enhanced guest retention and strengthened brand loyalty as highlighted by Kotler et al. In 2017.
 
Managing change within the Marquee Hotel necessitates an approach to change management for implementation and minimal resistance. The following strategies outline how the hotel can navigate the transition process.
 
1. Forming a change management team comprised of representatives from departments such as operations, marketing, human resources, and finance is crucial to oversee the implementation process.
By involving individuals from departments within the hotel the organization can make sure that all viewpoints are considered and that the changes align with the goals (Cameron & Green 2019).
 
It is also essential to identify supporters of change within the company. These individuals can serve as champions for change, inspiring their peers and propelling the implementation process. Assigning tasks and duties to team members establishes responsibility and promotes efficient coordination during the change initiative (Kotter, 1996).
 
2. Share the Vision
Clear communication plays a role in fostering comprehension and backing for the proposed transformations. The hotels management should clearly explain why changes are necessary, what outcomes are expected and what vision is set for the future. By communicating the advantages of these changes employees can grasp how they contribute to the triumph of the organization (Armenakis & Harris 2009).
 
Utilizing a variety of communication channels such as town hall gatherings, workshops, newsletters, and internal platforms is vital to reach all stakeholders. Providing updates and addressing concerns openly builds trust. Diminishes resistance to change. Moreover, inviting feedback from employees and integrating their suggestions into the change process highlights a commitment to inclusiveness and teamwork (Heathfield, 2020).3. 
3.Providing Training and Support
It is crucial to offer training and support resources to help employees adjust to processes and technologies. Creating training materials organizing workshops and establishing support systems, like helpdesks and peer groups are steps in easing the transition (Salas et al., 2012).
 
Customizing training programs to suit the needs of employee groups ensures that the training is relevant and effective. Firsthand training and practice opportunities help employees build confidence in their roles. Continuous support and guidance also play a role in addressing any challenges or concerns that may arise during implementation (Cameron & Green 2019).
 
4. Tracking Progress with Monitoring and Evaluation
Monitoring and evaluating the implementation process is crucial for keeping track of progress and adjusting. Setting up performance indicators (KPIs) enables the hotel to measure the success of their changes and pinpoint areas for enhancement (Cameron & Green 2019).
 
Conducting reviews and feedback sessions offers insights into the effectiveness of the changes allowing prompt resolution of any issues that may arise. Involving employees in the evaluation process helps cultivate a culture of improvement and innovation.
In addition, marking milestones and acknowledging accomplishments along the journey plays a role in keeping spirits high and motivation levels up (Heathfield, 2020).
 
5. Acknowledge Achievements
Acknowledging and celebrating achievements at stages of the transformation process is vital for boosting morale and sustaining progress. Hosting gatherings to commemorate milestones and appreciating the efforts of individuals and teams reinforces behaviors and motivates ongoing dedication (Heathfield, 2020).
 
Celebrating achievements also helps instill confidence in the change journey. Inspires employees to welcome transformations with eagerness. By commending the work of staff members and teams the hotel shows gratitude for their dedication. Consequently, this fosters a sense of pride and responsibility among employees leading to increased involvement and allegiance to the organizations objectives (Heathfield, 2020).

Action Plan

	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Enhancing Service Quality
	Develop a comprehensive staff training and development program.
	Improved guest satisfaction and staff morale.
	3 months
	30/09/2024
	$15,000

	2
	Revitalizing Digital Presence
	Redesign the hotel website and enhance social media presence.
	Increased direct bookings and online reputation.
	4 months
	31/10/2024
	$25,000

	3
	Adopting Sustainable Practices
	Implement energy-efficient measures and obtain green certifications.
	Enhanced brand image and appeal to eco-conscious guests.
	6 months
	31/12/2024
	$20,000

	4
	Improving Guest Feedback Systems
	Implement digital feedback tools and train staff in feedback management.
	Timely resolution of guest issues and improved satisfaction.
	2 months
	31/08/2024
	$10,000



To implement the suggested changes, at the Marquee Hotel, a plan outlining the steps, responsibilities, timeline, and budget for each initiative is essential. The following plan offers an approach to managing the implementation process.
 
1. Improving Service Quality
 
It is crucial to create a staff training program to enhance service quality at the Marquee Hotel (Tracey & Hinkin 2008). This program will include workshops focusing on skills like customer service, problem solving and communication effectiveness. Tailored workshops for departments will ensure that all staff members receive training specific to their roles and duties (Salas et al., 2012).
 
The Human Resources department will be responsible for coordinating these training sessions in collaboration with department heads to identify training needs and schedule sessions accordingly. Regular monitoring of staff performance and guest feedback will be conducted to evaluate the effectiveness of the training program and pinpoint areas for enhancement (Liat et al., 2014).
 
2. Enhancing Online Presence
 
Enhancing the hotels website design and boosting its social media presence are steps, in revitalizing the presence of Marquee Hotel (Law et al., 2014). 
A user-friendly website, with a built-in booking system will be created to improve the guest experience and boost reservations. Moreover the hotel plans to enlist the services of a marketing agency to enhance the websites visibility on search engines. Effectively manage social media platforms (Armenakis & Harris 2009).
 
The Marketing team will be responsible for overseeing the implementation of these strategies, collaborating closely with the marketing agency to ensure that the website revamp aligns with the hotels brand and marketing goals. Regular monitoring of website traffic and social media engagement metrics will be conducted to assess the impact of these changes and make any adjustments (Kotler et al., 2017).
 
3. Embracing Practices
 
Embracing practices is a core focus for Marquee Hotel in reducing its environmental impact and attracting environmentally conscious guests (Sloan et al., 2013). The hotel will conduct an energy audit to identify areas for improvement and introduce initiatives like energy lighting, water conservation systems and waste reduction programs.
 
The Operations department will be tasked with overseeing the implementation of practices collaborating closely with advisors and suppliers to ensure adherence to green certifications and standards.
Consistent monitoring of how resources are used and how waste is managed will be done to keep track of progress and find areas that can be improved (Cameron & Green 2019).
 
Improving the guest feedback systems is crucial for the Marquee Hotel to spot areas that need enhancement and boost guest satisfaction (Heathfield, 2020). The hotel will introduce feedback tools, like kiosks, mobile apps, and online surveys to gather feedback from guests in time.
 
The Guest Services department will oversee the feedback collection process to ensure that feedback is promptly reviewed and dealt with. Staff training sessions will be held to teach employees about managing feedback. The protocols for responding to guest queries and issues. Regular analysis of feedback data will be conducted to spot patterns and opportunities for improving services (Armenakis & Harris 2009).
 
Enhancing marketing efforts is vital for the Marquee Hotel to attract and retain guests in a market (Kotler et al., 2017). The hotel will create targeted marketing campaigns focusing on guest segments such as business travelers, families, and conscious tourists.
 
The Marketing department will spearhead these campaigns using customer relationship management (CRM) systems to segment and target marketing efforts efficiently.
Regularly assessing the performance of campaigns by tracking metrics such as occupancy rates and guest retention is essential to gauge the effectiveness of our efforts. We will adjust based on these evaluations as suggested by Law et al. In their 2014 study.

Conclusion
In summary the Marquee Hotel is facing a mix of challenges and opportunities as it strives to enhance guest satisfaction, streamline operations, and stay competitive in the hospitality industry. This consultancy report has delved into an in-depth analysis, uncovering findings and recommendations to tackle these issues.
 
The examination highlighted areas where the hotel could make improvements, such as boosting service quality through staff training refreshing its presence embracing sustainability practices, refining guest feedback mechanisms, and ramping up marketing endeavors. These suggestions are in line with industry norms. Are supported by research in hospitality management.
 
By putting these recommendations into action, the Marquee Hotel stands to reap benefits like guests, increased occupancy rates, a better online reputation and stronger brand loyalty. These initiatives highlight the hotels dedication to innovation, sustainability, and ongoing enhancement— elements for long term success in a market landscape.
 
In closing I want to extend my appreciation to the Marquee Hotel for involving me in this project. With confidence in the proposed recommendations grounded in research and expertise I anticipate they will contribute significantly to the hotels prosperity and expansion. 
If the hotel needs help with these plans my consulting company is here to assist. We are ready to offer our guidance and expertise to help them reach their objectives successfully.
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Description

Leverage the hotel's prime location and strong brand to attract more tourists

through enhanced marketing strategies and partnerships with local attractions.

Invest in comprehensive staff training programs to improve service quality and

utilize new technologies to modernize the hotel's digital presence.

Use the hotel's strong brand reputation to maintain market share despite economic
downturns and increase focus on delivering unique guest experiences to

differentiate from competitors.

Address operational inefficiencies to reduce costs and remain competitive.
Implement change management strategies to ensure smooth transitions in

operations and technology adoption.




