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Executive Summary
Overview
The report has aimed identify the issue for Clarion Hotel considering the decline in housekeeping standards. This was observed in numerous platforms where customers have repeatedly complained of how untidy the rooms were. To underscore the ways these inefficiencies have resulted in degrading their guest satisfaction. It included an analysis which has helped in assessing the factors shaping their negative performance.
Key data and findings
The findings have shown the strategic location of this hotel, named Clarion Hotel New Orleans, which is located quite near the airport, named Louis Armstrong New Orleans International Airport. This has been quite a beneficial point for this hotel as they saw huge occupancy levels initially due to its accessibility and convenience for the leisure or business travellers. Besides this, the SWOT analysis has also stated their spacious conference and event facilities that can be turned into better opportunities if they partner with airline companies or any event organisers. However, their weaknesses lie in their housekeeping services, which were inconsistent, along with outdated rooms and public areas, due to which their reputation has declined. They could also capitalise on their opportunities by using the Choice Hotels loyalty initiative and attract their repeat customers, and even promote eco-conscious accommodation for meeting changing traveller preferences. Moreover, the analysis has also examined threats like rising competition from other airport hotels and legal or safety battles that they might have to face due to such severe cleanliness issues.
On the other hand, the STEEPLED analysis has highlighted the slow recovery of the industry after the pandemic, along with the rising staff shortage issue. It was found that over 65% of the hotels were short-staffed, and this illustrates the fact that without enough manpower, no firm can work effectively. Besides this, the social factor has showcased the fact that 85% of global travellers look for cleanliness and sanitation facilities while booking hotels. This acts as a lesson for this chosen hotel to enhance their cleanliness levels or watch their reputation go down. Besides this, another data point identified was that over 35% of the guests over 60 years old travel a lot of times in a year. This has raised huge expectations among these segments to book those hotels which are not just hygienic but are accessible and maintained properly. Economic trends like rising operational costs have also had a negative impact on the hotel as it has strained hotel budgets, and that is the reason many of them are unable to maintain their hotels effectively. These TOWS analyses have offered strategic actions for the hotel by stating how their location and huge event space can be utilised to attract business travellers even more by partnering with any event organisers. Besides this, the hotel can implement relevant digital housekeeping management tools along with having a phased renovation plan to improve the conditions of the outdated rooms and install HVAC systems. They might also bring up employee well-being practices like flexible working schedules and training programmes, so as to reduce staffing shortages and employee turnover issues.
Recommendations
The report has also provided some potential recommendations that might help this company solve their operational challenges. The first recommendation that was suggested for the Clarion Hotel was to introduce workforce development and retention practices. This was aimed at resolving staffing shortages so that structured recruitment partnerships can be done. A three-day training would also be given to the employees so that they have adequate knowledge of the cleaning processes, and they would also be given incentive schemes quarterly. This would cost around $35,000 and has been predicted to reduce staff turnover by around 40%. The second strategy that was suggested was to implement a digital housekeeping management system and mobile checklists for enhancing their management practices, along with enhancing accountability of tasks. The costing would be around $20,000 in the first year and would be quite beneficial in not just reducing cleaning time but also lowering guest complaints by around 50%. The third strategy proposed was to implement predictive maintenance and facility refurbishment. This can be another potential strategy that would enable the hotel to address all cleanliness issues via upgrading bathrooms, HVAC servicing and quarterly deep cleaning contracts. This would require $87,000 in phase one. Another strategy suggested was to have strict quality assurance and continuous improvement. The last and final strategy was to implement a targeted marketing and communication strategy that would help the hotel to convey its brand values and commitment to cleanliness and quality levels to worldwide clients, so that it helps them to rebuild their image via the Clarion Clean Promise campaign. Therefore, these strategies were suggested by the team of Fortis Hotel Consulting to help them enhance their brand positioning and improve their sales figure and profitability. The long-lost image and reputation can be brought back with the help of these collective measures.


[bookmark: _we8oh0dcwrej][bookmark: _Toc212842479]Introduction
[bookmark: _7styomwbygjc]The main aim of this consultancy report is to showcase the main operational challenge faced by this mid-scale hotel, named the Clarion Hotel New Orleans – Airport & Conference Center. This is an individual property of the internationally acclaimed brand named Clarion Hotels. The main issue that would be analysed here is untidy rooms and the failure of their housekeeping staff to maintain the cleanliness of the public spaces, like hallways and elevators, and even keep the guest rooms clean. There have been consistent negative reviews of this hotel regarding delayed housekeeping service, which was at times denied, too. All of these led to huge negative reviews of the company that somewhat reduced its reputation among customers. Almost all guests check hotel reviews online before booking (Salameh et al. 2022). Seeing negative reviews would automatically shape a negative perception in their minds (Luan et al. 2022). This problem is highly important for the hotel to check as it not just undermines guest satisfaction but service quality too, leading to huge financial degradation of the hotel. This hotel is situated in Kenner, Louisiana and can be easily accessed from the Louis Armstrong New Orleans International Airport. The Clarion Hotel New Orleans is a full-service property that has meeting and conference facilities, along with a banquet space with a huge guest room. As per the recent news of acquisition, it is a 292-room hotel under the main brand of Clarion and is set near the airport, having around 7,000 sq ft of meeting space (Choice Hotel, 2025). The previous history of the property highlights that it was originally built and operated under other brands like Holidome by Holiday Inn and Crowne Plaza later on (HotelBusiness, 2025). Even though specific data of its original construction is not available on the Internet, it has undergone various rebrandings and was also renovated by the new owner back in 2023. As said earlier, its strategic setting, like closeness to the airport, having meeting facilities and being located in the New Orleans metropolitan market, presents various strengths and weaknesses. On one hand, leisure or business travellers tend to seek hotels that are close to the airport and find it attractive (Lahtinen, 2021). On the other hand, the New Orleans area is a very competitive hospitality market, having many full-service and boutique hotels (HD, 2025). This means that the properties must uphold high-quality standards and have facilities in order to be attractive to clients (Kango et al. 2021).
[bookmark: _gixah6nvajtg]Set against this backdrop, our consultancy, named Fortis Hotel Consulting, was introduced in 2020 and since then has been quite responsible for helping hotels solve their issues. In this same way, this operational issue of inconsistent housekeeping and cleanliness issues would be solved by us with actionable recommendations. It is known from their reviews online that guests have faced dirty carpets, mouldy bathrooms and unvacuumed floors, and that has made them face hygiene issues. Their hallways and elevators are also overly neglected and thus have degraded their reputation as a good hotel. It is reported that over 70% of the global travellers check online reviews of hotels via TripAdvisor (TripAdvisor, 2018). Thus, such negative feedback received online not just damages the hotel's reputation but lowers bookings and increases the cost of recovering service (Wei, 2021). Based on this, to analyse the issue in detail and the strategic actions that can help the hotel to enhance its position, Fortis Hotel Consulting would use models like the STEEPLED model (Social, Technological, Economic, Environmental, Political, Legal, Ethical, Demographic) that would analyse the broader external factors to examine the factors that impact the hotel. The SWOT (Strengths, Weaknesses, Opportunities, Threats) framework would be used to examine their issues and strengths in detail and understand the areas in which the hotel lags, thus finding actionable strategies later on. A TOWS matrix would be employed later on to develop various strategies that align with their strengths and opportunities and help the property mitigate weaknesses.
[bookmark: _xd1rp1c4aecg][bookmark: _Toc212842480]Analysis
[bookmark: _4e1l4uq47vi][bookmark: _Toc212842481]Issues
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Figure 1: Customer Review
(Source: Trip Advisor, 2025)
[bookmark: _qgghsk4o9az]The Clarion Hotel New Orleans has various ongoing complaints from guests regarding cleanliness. Online reviews by TripAdvisor have clearly shown how the hotel is left in poor condition, with bathroom mould and vacuumed floors. It is reported that around 97% of the guests want a clean hotel while checking in (The Caterer, 2025). This shows how fast this issue needs to be resolved. One of the most common complaints was the absence of adequate housekeeping service on time, and even the neglected spaces like elevators and hallways were left littered, along with dirty carpeting. This has led the hotel to get a 3.9 stars out of 5 due to its cleanliness issues.
[bookmark: _7r070fi8k31s][bookmark: _Toc212842482]Impact on the hotel
During the upsurge of the COVID-19 pandemic, the criteria to seek clean and hygienic hotels have been the topmost priority of most clients (Kim and Han, 2022). This shows how badly they would have fewer clients, as the top-most priority for which clients look for hotels (cleanliness) is absolutely missing. It was also observed that 78% of the clients also agree to pay higher and overlook the location of hotels, if they are clean and tidy (LinkedIn, 2020). Similarly, low sanitation levels are also leading to so many negative word-of-mouth online. It was also reported by Singgalen (2024) that 85% of guests tend to consider cleanliness as the top-most criterion that influences their entire experience, and based on this, they also recommend it to their known people. The bad experience that the clients staying at Clarion have faced has led them to not just recommend others but also not visit the hotel in their future trips. This shows how critical this issue has been, as their profitability has dropped and has led to a huge negative brand perception among customers. If the hotel improves its service, it might improve its rating by even one star. It is reported that even a one-star improvement in online rating can increase revenue by 5-9% (Sayfuddin and Chen, 2021). Thus, to stand out from other rivals, they should improve their quality standards at the earliest.
[bookmark: _ue9275lqi9g3][bookmark: _Toc212842483]Causes
This has been caused by multiple factors, and the first one is a lack of efficient staff, poor training and huge inefficient management controls. 87% of the hotels said that they were understaffed (SHRM, 2022). When there are no adequate and well-trained staff, it would definitely lead to hurried cleaning practices when there is maximum occupancy. However, due to poor training initiatives, the number of staff who are actually working are not aware of the cleaning standards and are failing continually to live up to the industry expectations (Okpala and Korzeniowska, 2023).
[bookmark: _bcd9f31z6cme][bookmark: _Toc212842484]STEEPLED
	Factor
	Influences
	Impact

	Social
	· Increased guest expectations for cleanliness & hygiene (Yang et al. 2024).
· After the pandemic, over 85% of the travellers emphasise cleanliness and sanitation standards while selecting hotels (WTTC, 2020).

	Higher guest sensitivity to housekeeping failures

	Technological
	Adoption of cleaning/monitoring technologies, automation in operations (Tebrizcik et al. 2025).
The deep-cleaning services market of the hotel industry of the USA is expected to rise at a CAGR of 7-9% in the recent five years (LinkedIn, 2025).

	Opportunity (and cost) to upgrade housekeeping tools

	Economic
	Post-pandemic labour shortage + wage inflation in U.S. hotels 
It is reported that over 65% of hotels are still short‐staffed (HD, 2025).
Leisure travel has increased to a great extent since pre-pandemic levels; however, corporate travel was below 20% in 2019 (Deloitte, 2024). Leisure travellers tend to prefer cleanliness, and thus hotels have to prioritise this.
	Staffing issues hamper housekeeping and public space upkeep (Lloyd, 2023).

	Environmental
	Regulatory and guest demand pressure for sustainable cleaning practices & indoor environmental quality (Prakash et al. 2023).
Sustainability is another top-most criterion that is demanded among customers, for 76% of travellers prefer hotels which introduce environmentally-friendly hotel practices (We Forum, 2023).
Many U.S. hotels are implementing green cleaning practices to uphold sustainability values and offer high-quality services for clients (Khalil et al. 2024).
	Mould and dirty carpets indicate failures in environmental control

	Political
	Immigration & visa restrictions affecting hospitality workforce
There are several labour-related policies, like that of minimum wage increases across 25 states, that have impacted hotel staffing budgets to another level (American Progress, 2023).
	Reduced the labour pool for housekeeping roles.

	Legal
	Health & safety regulations, ADA compliance for public spaces and elevators
There have been huge cases of discrimination noted within the U.S. hotels related to clients and employees, which directed them to implement stricter policies (Lashley, 2022).
Workers in the hospitality sector are quitting jobs at 6.8% rate more than twice the average level of 2.9%, probably due to low wages and being forced to overwork (Business Insider, 2021).
	Neglected hallways/elevators raise liability risks.

	Ethical
	Duty of care to guests and staff, reputational risk of dirty facilities
	Poor operational performance undermines brand promise

	Demographic
	Changing guest mix (e.g., millennials, business vs leisure), demanding higher service levels
Over 35% of the travellers aged 60 years or older stay in hotels several times a year (The Economic Times, 2024).
	Younger guests are likely to leave negative reviews quickly (Kapeš et al. 2022).
The hotel should enhance its cleanliness standards.




Table 1: STEEPLED
Analysis
Table 1 has underscored the various external factors that affect the operations of Clarion Hotel New Orleans. The STEEPLED analysis is a tool which enables one to examine the external environment factors impacting a business and its operations (Richter et al. 2022). Considering the social factors, it is seen that various customer preferences has been there and one of the most effective one is the cleanliness and neatness while booking hotels. Customers of diverse age tends to look for clean hotels that has above the average cleaning standards unlike this one whose bathrooms along with rooms and public spaces all are neglected and dirty. This has led to huge negative online reviews and has taken away huge future bookings. Considering the technological factors, to reduce employee workload and enhance retention so as to avoid employee turnover, they can invest in automated and green cleaning practices. This would enable them to maintain their ethical stewardship while retaining employees who are always resigning due to the heavy workload. The hotel can also use advanced housekeeping tools like IoT sensors for cleaning and having real-time alerts for maintenance. Moreover, this might lead to high operational cost for the hotel along with privacy concerns too. They are unable to keep their public spaces of their property clean and this is due to their inability to invest substantially on these areas. Relating the economic factors, labour shortage is one such issue that is widely seen within this industry. For a hotel like Clarion, they also might face this issue due to which their low number of employees are given have workload that is reducing their engagement and job satisfaction, resulting in high employee turnover and inconsistent service. When an employee feels pressured with workload, the quality of services will diminish (Wisudawati and Pratama, 2021). Environmental factors are also relevant for mould in bathrooms that showcase a huge failure in having HVAC maintenance. This illustrates their under-investment and operational neglect. Legal and political factors are also important as restrictions on immigrant labour usually restrict housekeeping staffing pipelines, and thus these expose huge legal liability. Finally, younger travellers more often post reviews online and share negative experiences rapidly, which further teaches this hotel to solve this issues at the earliest. On the other hand, older travellers book hotels quite frequently in a year which means that they also opt for cleanliness as their first criteria. Clarion should solve their cleanliness issue and attract a larger number of older travellers, thus rebuilding trust.
[image: ]Figure 2: Employee quit rate
(Source: Business Insider, 2021)
[bookmark: _lu8niuzg2l08][bookmark: _Toc212842485]SWOT
	Category
	Factors

	Strengths
	Strategic location due to close proximity to the New Orleans International Airport, which is beneficial for business and transient travellers
Has 292 rooms and a huge 12,000 sq ft conference room for meetings or events
Full amenities like airport shuttle, pool, business amenities and restaurant to enhance guest convenience (Choice Hotel, 2023).

	Weaknesses
	Ageing infrastructure due to prior conversions (formerly Holiday Inn and Crowne Plaza), creating maintenance complexity (HREC, 2025). 
Guest feedback frequently reports poor housekeeping, bathroom mould, and neglected public areas, indicating operational shortcomings (TripAdvisor, 2025). 
Limited breakfast options and dated furnishings reduce service competitiveness.

	Opportunities
	Growing conference tourism in New Orleans and limited new supply near the airport create market potential (TripAdvisor, 2024). 
Renovation and technological upgrades can enhance operational efficiency and mitigate negative reviews. 
Brand affiliation with Choice Hotels International offers marketing, loyalty, and training support.

	Threats
	Intense regional competition from newer airports and downtown hotels with stronger reputations. 
Persistent labour shortages in the U.S. hospitality sector hinder consistent housekeeping performance (HBP, 2024). 
Negative online visibility and reputational decline may reduce occupancy and profitability.


Table 2: SWOT
Analysis
Table 2 was a SWOT analysis that was applied to this hotel to understand its strengths and weaknesses. SWOT (Strengths, Weaknesses, Opportunities, Threats) is a model that enables a business or an individual to identify their strengths and weaknesses to improve them later to stay competitive (Mardiyana et al. 2022). Its location is one of its added benefits that helps travellers to easily access it over other hotels. Their 292 rooms and 12,000 sq ft of meeting room are another strength, for it is quite significant for the event and conference market. However, the continuous guest complaint regarding cleanliness issues has been a weakness, showcasing their poor management and quality assurance. These not only diminish guest satisfaction but also risk their equity under the brand name of Clarion and Choice Hotels, which is reputed for its strong quality services. While it can capitalise on the rising growth of airport and conference tourism, it can invest heavily in refurbishing its hotel property and also in technologies for monitoring its housekeeping activities and training staff. Due to cleanliness issues, intense competition, clients would shift to other hotels, thus not choosing Clarions. So, this would be a threat to them. Their operations are strained due to the ongoing labour shortage, and thus, they should think of other employee wellbeing strategies so that staff do not quit but feel engaged to work here, thus delivering positive customer service.
[image: ]
Figure 3: Staff shortage
(Source: CNBC, 2021)
[bookmark: _odfn2bzejbwt][bookmark: _Toc212842486]TOWS
	TOWS factors
	Strategies

	Strengths–Opportunities (SO)
	Leverage their location and event space to attract conferences and airline employees via an attractive package.
Use a loyalty program to rebuild brand trust
Promote clean stay practices

	Strengths–Threats (ST)
	Use their existing catering and meeting facilities to diversify revenue streams.
Enhance their operational standards through their audits and cross-property benchmarking.

	Weaknesses–Opportunities (WO)
	Have a renovation by addressing all outdated rooms and implementing HVAC systems and maintenance in the public area to enhance cleanliness levels.
Implement predictive maintenance technologies to enhance effectiveness

	Weaknesses–Threats (WT)
	Workforce retention plan by offering incentives, training and flexible work.
Have more stringent protocols for quality control. 
Monitor guest feedback to prevent negative reviews or legal issues related to safety and hygiene.


Table 3: TOWS
Analysis
The SO of the table had stated the significance of capitalising their airport location and other event facilities. It can partner with airline companies and other corporate and conference organisers and boost occupancy of their hotels. The ST strategies have stated the use of their full amenities to offset threats like regional competition by diversifying their services. Furthermore, the WO section has illustrated the potential to address their weaknesses of cleanliness, weak technology and infrastructure by renovating their hotel and using digital housekeeping systems to enhance their reliability. Lastly, the WT strategies have highlighted the need to retain employees via targeted wellbeing practices along with retention and professional growth opportunities. They might look forward to investing in employee wellbeing to enhance their consistency levels in housekeeping, thus being vital to solving their operational challenges.
[bookmark: _6wvo4achzxk9][bookmark: _Toc212842487][bookmark: _Hlk212866372]Recommendations and Change Management
Recommendations:
	Category
	Estimated Annual Cost
	Timeframe
	Key Impact

	Workforce Development
	£35,000
	Ongoing (Annual)
	Training and retention initiatives to enhance staff capability, reduce turnover, and ensure consistent cleanliness.

	Technology & Process Improvement
	£20,000
	Year 1
	Introduction of digital housekeeping systems and automated task tracking for greater efficiency and fewer service delays.

	Facility Refurbishment
	£87,000
	Phase 1 (6–9 months)
	Upgrading guest rooms and public spaces to remove hygiene concerns and elevate overall guest satisfaction.

	Quality Assurance Systems
	£6,000
	Ongoing
	Regular cleanliness audits and performance reviews to maintain high service standards.

	Marketing & Communication
	£15,000
	3–6 months
	Brand recovery campaigns and online reputation management to regain customer confidence and boost occupancy.

	Total Estimated Cost
	£163,000
	Strategic investment to restore hotel performance, guest trust, and profitability.


Table 4: Costs Associated
On the basis of the overall analysis, five strategic recommendations can be drawn for resolving the issues faced by Clarion Hotel New Orleans. These recommendations would ensure a structured approach to address the challenges of the hotel that are supported by relevant theories of management.
Recommendation 1: The development of the workforce through a retention programme
[image: Herzberg Theory PowerPoint Template]
Figure 4: Herzberg’s Two-Factor Theory
(Source: Rai et al. 2021)
[bookmark: _Hlk212841182]The adherence of Herzberg’s Two-Factor Theory segments the hygiene factors that tend to prevent dissatisfaction within a work environment, consisting of segments such as the working conditions (Bhatt et al. 2022). Considering this for Clarion, the chronic failures in cleanliness are derived significantly from their inadequate staffing. To mitigate this challenge, the management within the hotel is required to focus on the motivator factors. Moreover, the organisation should integrate a structured plan with a targeted drive for recruitment. This ensures that the hotel is staffed adequately during the period of high occupancy (Adanse et al. 2024). The newly recruited workforce is required to undergo a three-day induction process, which will focus on the standards of hygiene and etiquette of guest services. Moreover, the performance-based incentives can act as a prominent motivator by rewarding their staff who exceed the rating of guest feedback (Li et al. 2023). Furthermore, the cross-training prospects among different departments of the hotel would help in improving the process of engagement. For this initiative, the overall annual cost would be £35000, which would include the bonuses and incentives and the training of the staff members. Moreover, the performance measuring rates would include a reduction of staff turnover to 20% and attain compliance with the audits on brand inspection. Through the improvement of the intrinsic factors, the initiative will foster a stable team which is capable of delivering quality services.
Recommendation 2: Enhancement of the technological process
[image: Socio-technical Systems - GeeksforGeeks]
Figure 5: Socio-technical Systems theory
(Source: Yu et al. 2023)
[bookmark: _Hlk212841474]As per the views of Zhang et al. (2023), the Socio-technical Systems theory focuses on the dependence on technology to achieve organisational effectiveness. The application of this theory would help the hotel to integrate technology that supports human performance rather than replacing it. Moreover, the tools for digital housekeeping could help in optimising the workflow by ensuring accountability. Therefore, it could be recommended that Clarion should introduce a platform for digital housekeeping, such as Hotelogix. This tool helps businesses to integrate their operations with the property management systems (Alfina et al. 2024). Moreover, the integration of this tool would help the supervisors to verify the completion of the operational process using evidence. Installing IoT sensors within the HVAC systems of the hotel could further help in preventing the failure of maintenance before it affects their guests. Considering this, the estimated cost of implementation in the first year would be £20,000, which covers the subscriptions and installation processes. Moreover, the KPIs for this process would include the reduced room turnover time and an increase in the productivity of housekeeping by 20%. By maintaining a balance among the technical support, Clarion can enhance the reliability of services by empowering its staff.
Recommendation 3: The refurbishment of the facility
[image: Optimod - Blog: Total Quality Management (TQM): Driving Success with a  Transformative Approach]
Figure 6: Total Quality Management
(Source: Liu et al. 2023)
[bookmark: _Hlk212841645]As per the views of Lim et al. (2022), the principles of Total Quality Management focus on the process of continued improvement of operations that enhance the quality of customer satisfaction. The application of the principles of TQM would help the hotel prioritise the maintenance of facilities proactively rather than having a reactive complaint. Moreover, the process of refurbishment for Clarion should start within the areas that are most affected. Considering this, the hotel is required to allocate an amount of £50000 for upgrading their bathroom spaces within their rooms. This could be conducted through the focus on replacing the fixtures. Moreover, an amount of £15000 should be invested in deep cleaning of the carpet and improving the lighting around the elevators. Moreover, the annual HVAC cleaning would cost around £1000, which should be maintained in a phased segment. Moreover, the performance would be addressed through a hygiene pass rate of 95% by aligning with the improvement in the rating of cleanliness. Moreover, preventive maintenance helps in aligning the quality of services by reducing the waste process within the operations of an organisation (Mendes et al. 2023).
Recommendation 4: Assurance of quality through continued improvement
It could be recommended that the hotel should institutionalise the process of quality assurance to ensure sustainability in the long run. The planning of this stage would include the introduction of a standard operational procedure that is aligned with the guidelines of the brand (Clegg et al. 2021). Furthermore, the procedures that are implemented would be evaluated by the staffs that are trained to do so. Moreover, including a monthly internal audit using an inspection checklist can help in taking actions when the standards of operations fall below the stated target. The engagement of stakeholders is considered as a part of a quality code for an organisation (Kalsi et al. 2025). The data collected from the guests regarding the feedback of the hotel would help in revieing the areas they lack in. The responses from the guests could be procured by providing QR codes in the room which could be scanned to gain access to the feedback forms This would allow the guests to report on the issues they are facing instantly. Furthermore, the introduction of a recognition scheme can help the staff employed in the hotel to get aligned to the standards of the hotel. To successfully integrate this plan, an annual cost of £6000 could be estimated. This will help in maintaining a rate of audit compliance that accounts to 90%. This process will help the brand to enable a mechanism for continued improvement to help Clarion to provide high quality of services to its guest. 
Recommendation 5: Implementing a reputation recovery strategy
In consideration to the loss of reputation faced by Clarion hotel, the Customer-Based Brand Equity would be prominent for this analysis. This model posits that a strong branding helps an organisation to foster awareness by their leaders (Nuseir and Elrefe, 2022). Therefore, the negative reviews against the hotel could be mitigated through effective communication. The organisation should further introduce a campaign that showcases their guests about the training received by the staffs. The message of a campaign should be delivered across social media. Moreover, the guests sharing positive reviews about the hotel should be provided with loyalty points during their stay in the future. The leaders of the hotel should enhance the visibility of the brand through word-to-mouth promotions. Collaborating with the local suppliers could further help in enhancing the visibility as it is operational within a prime location. To adapt to this process successfully, the initiative could require £15000 every year to operate. Moreover, it could be measured by rising positive mentors to observe cleanliness. 
Change Management Process for the recommendations
[bookmark: _rt6rtod3yi94][bookmark: _Toc212842488]Change management is an important strategy for the Clarion Hotel to address its ongoing problems. A prominent operational improvement would be difficult for an organisation without having a structured planning process. Creely et al. (2024) had stated that Lewin's Change Management provides a structured approach for managing the change. This theory identifies the issues which help the leaders to adapt measures for driving productivity. For the hotel, the challenges of inadequate staff training could be mitigated by conducting workshops to upskill the employees. The purpose of this process is to break down these ingrained practices to improve the way things currently operate (Steele et al. 2022). Considering this, the management team will need to provide a clear explanation of why the change is necessary. Communication should state the reason for the change, which should be implemented throughout the hotel through meetings. This will help the hotel to procure a general understanding of the hotel's occupancy. When employees understand the problem, they are more likely to be engaged in the change process. Involving the employees in the planning stages of change is also important to identify the potential resistance (Erridn and Lofti, 2021). Employees have in-depth knowledge regarding the operations of the hotel and the problems they face. The managers of an organisation are required to introduce measures which would be based on the issues internally. The involvement of employees within the planning process can promote the change within the workplace by fostering a sense of ownership. Furthermore, the leaders of the hotel should take suggestions from their employees during the decision-making process. This can lead to the reduction of fear among the employees as the suggestions would be based on the inputs provided by them. The process of change could be identified by the workforce of an organisation to promote encouragement when the input of the workforce are valued within a work environment (Charles et al. 2021). Considering this, employee training is considered a tool that is aligned with the process of implementing change. This helps businesses to develop skills to recognise the changing customer behaviour towards the brand (Charlery, 2024). These processes should be printed within the employee handbook programs for new hires (Albrecht et al. 2023). With consistent use of updated employee handbooks, employees will understand what is expected of them throughout the organisation. For example, a quality assurance system could include a regular meeting among representatives from the housekeeping department (Tram, 2022). Meetings focused on identifying trends for future improvements are essential to maintaining alignment with the brand standards. Maintaining employee motivation is crucial for ensuring that change remains a priority. Employee recognition programs, including quarterly awards for cleanliness, provide encouragement to maintain effort in work. Employee motivation can be encouraged by sharing positive guest comments that will enable the hotel to remain competitive in the long run.
Action Plan 
	Number
	Problem Description
	Solution to be Implemented
	Desired Outcome
	Time Scale for Completion
	Expected Completion Date
	Planned Budget

	1
	Inconsistent housekeeping standards 
	The hotel should introduce a strategic training process that would help in training the housekeeping staffs to provide quality services.
	This will provide the guests with prominent consistency in cleanliness of rooms through reliable housekeeping services.
	6 weeks
	December 2025
	£15,000

	2
	High staff turnover
	The introduction of a structured employee retention plan which will provide a competitive wage plan would help the organisation to retain their staffs.
	This measure would help in improving the employee satisfaction rates within the work environment. This will further lead to providing better service quality.
	3 months
	February 2026
	£20,000

	3
	Limited task tracking
	The implementation of a digital housekeeping management system would help the leaders to task tracking easily
	Increased operational efficiency and enhanced accountability across the housekeeping department
	2 months
	January 2026
	£20,000

	4
	Outdated guest rooms and poorly maintained public spaces
	Use eco-friendly materials to ensure long-term sustainability 
	Refreshed hotel environment and stronger guest impressions leading 
	6–9 months
	August 2026
	£87,000

	5
	Absence of structured quality control or performance monitoring
	Establish a Quality Assurance Committee responsible for monthly audits
	Continuous operational improvement and transparent performance evaluation.
	Continuous
	From December 2025
	£6,000


Table 5: Action Plan
[bookmark: _9fbwwjqwratw][bookmark: _Toc212842489]Conclusion
Thus, this consultancy report has examined the issues faced by Clarion Hotel New Orleans. The main focus was their declining cleanliness and housekeeping standards, and for this reason, various frameworks have been used. The first was the STEEPLED analysis that has showcased how the external factors have influenced their business practices. Later, the SWOT and TOWS frameworks were also used. It was clear from these frameworks that the hotel faced huge negative online reviews that degraded their reputation, and that was mainly driven by staff shortage, inconsistent delivery of services and insufficient maintenance practices. The multiple negative reviews that were found on the platform called TripAdvisor have reported how the hotel faced backlash for its cleanliness issues. It was also revealed that while it benefited highly from their strategic location, which was quite close to the airport, the large event amenities were also another added benefit. Various external factors, like changing expectations of travellers after the Covid-19 pandemic and the rising senior traveller segment, further illustrate how essential it is for this hotel to improve its standards and have strict cleanliness and safety protocols. If seen internally, opportunities exist for they to invest substantially towards digital housekeeping systems and even phase out renovation plans so that their outdated rooms can be maintained. Furthermore, as the hotel industry of the U.S. is seen to experience severe employee turnover, the Clarions can invest heavily in improving their employee well-being plans. They can also think of enhancing their training programs so that employees can be more efficient in handling all cleaning services on their own, without leading to any inefficiencies. This would help the hotel to restore its quality of services provided to their guests. Furthermore, the main aim to restore their brand image is that this might encourage customers to find other hotels nearby and switch to them. This illustrates the strong competition that Clarions can face. The TOWS framework that was analysed later on suggested how essential it is for this hotel to translate its weaknesses into potential opportunities via implementing targeted and compelling marketing partnerships, diversifying its revenue and also introducing sustainability-driven clean stay practices. The STEEPLED analysis has reported how staffing shortages have been a persistent issue, and to prevent it from recurring any further, they can focus especially on employee retention techniques, having quality control practices that are transparent and enhancing their maintenance processes to achieve trust and long-term growth. Therefore, addressing these challenges is the topmost criterion for the Clarion Hotel to rebuild its image and position as a guest-focused property. Finally, Fortis Hotel Consulting wants to extend appreciation to the Clarion Hotel New Orleans team for collaborating with us and giving us the chance to solve their issues. The insights and recommendations offered throughout the report have aimed to enhance their service inefficiencies and help the company to continue with its legacy of offering excellent customer experience. We look forward to engaging more deeply with their future opportunities so that we can assist them in future towards their service goals and strong customer perception.
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Weekend stay

Arrived at the hotel late at night, walking from the parking lot to the entry, we passed a broken fountain full of trash. This was
our first encounter and not a good one. Checking in was easy enough, but the hallways were hot as can be as it appears
they do not air-condition the hallways or elevators. Dirty floors, non working ice machine on our floor. Inside the room you
couldtellitwas old and worn. Shade over exterior window had tears and holes init, curtain hanging and only partially
attached. Safe had no batteries init for locking up belongings. Had to go back out to my vehicle to retrieve something for
the night and what appeared to be guest at the hotel were coming in, one of them was shirtless waking into the hotel, which
was not a good sight to see. Made me question the type of people that used this hotel. The towels in the bathroom were ..
Read more
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“This reviow s the subjective opinion of a Tripadvisor member and not of Tripaduisor LLC. Tripadvisor performs checks on reviews os part of our industry-leading trust &
safety standards. Read our transparency teport to learn more.
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