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[bookmark: _Toc136162196][bookmark: _Toc136162274]Executive Summary
The Plaza New York, an iconic luxury hotel in Manhattan, has built itself as an image of elegance and magnificence since its beginning in 1907. Boasting a prime area near Central Park, the hotel offers breathtaking views and simple access to New York City's famous landmarks. With its excellent French Renaissance design, lavish detailing, and unmistakable mansard roof, The Plaza captivates guests with its immortal charm. Though the hotel has a good history and reputation, still there are still many problems that need to be addressed.
The Plaza New York has been appointed Valor Hotelier, who is really good at helping hotels with problems with how it runs and guests like staying there. Although the hotel is famous and impressive, it has faced problems with things like how good the servise is, how clean it is, how much things cost, how good the food is, and how well they bring things to your room. The Valor Hotelier is determined to give special attention to the problems so that they can find a feasible solution to the problems.
Valor Hotelier is going to look at problems The Plaza New York has by using different tools to figure out what's wrong and how they can fix it. The PESTEL analysis looks at things outside of the hotel that can affect it, such as politics, money, people, technology, the environment, and laws. By knowing these things, The Plaza New York can change to fit new trends, follow the rules, and make smart choices to follow the rules in the future. 
The SWOT analysis looks at what the hotel is good at and where it needs improvement, as well as any chances to do well or problems it might face from the outside. This study helps The Plaza find out what it's doing well, what it needs to work on, and where it could grow or face problems. The Plaza Hotel can bring in more customers. A Hotel their stay even better because it's in a great spot, well-known, fancy, and has a good reputation. To be successful, a hotel needs to work on improving its customer servise, cleanliness, and room servise. 
By doing thorough research, Valor Hoteliers found activities that needs to be done:
· Finding the rooms that are needed fixing and putting in new things like pipes and decorations. 
· Identify and fix all the broken utilities
· Identify which elevators are busier
· Two layers of glass and all rooms well insulated
· Train employees to quickly sweep and make the rooms
· Hire bilingual employees at the front desk to overcome the language barrier
· They add more food choices to their menu
· process faster and deliver food on time
· Hire employees, pay them well, give them good benefits, and make work a nice place where they'll feel appreciated
Each of the solution activities is based on problems that are based on customer reviews from different websites as well as internal and external audits.
The summary of the action plan is shown below to have a quick look at the issues, solution, benefits, and required time for a solution and estimated cost needed:
	No.
	Problem
	Solution
	Desired Outcome
	Estimated Time Frame
	Date of Completion
	Est.
Budget

	01
	Renovation of Hotel
	Finding the rooms that need fixing and putting in new things like pipes and decorations. 
	The positive impression of guests
	3 months
	01/06/2023
		£100,000 




	0Three
	Broken Utilities
	Identify and fix all the broken utilities
	Positive consumer reviews
	10 Days
	01/06/2023
	£25,000 


	03
	Elevators
	Identify which elevators are busier
	This helps guests in their smooth passage within the hotel
	1 month
	01/06/2023
	£10,000 


	04.
	Noise from Outside
	Two layers of glass and all rooms well insulated
	Ensures peace inside the hotel
	4 months
	01/06/2023
	£450,000 


	05
	Longer waiting time in front of the desk
	Train employees to quickly sweep and make the rooms
	Guests don't have to wait for check-in or checkout
	1 month
	01/06/2023
	£10,000 


	06. 
	Communication with guests
	Hire bilingual employees at the front desk to over the language barrier
	Guests can get their needed information without any hassle
	1 month
	01/06/2023
	£20,000 


	07.
	Little options on Restaurant Menu 
	add more food choices to their menu
	Satisfies guest's choice and options
	1 month
	01/06/2023
	£55,000 


	08.
	Slow Servise time
	process faster and deliver food on time
	Increases guest experience
	1 time 
	01/06/2023
	£60,000 


	09.
	Staff shortage
	Hire employees
	Guests can get better servise
	1 month
	01/06/2023
	£25,000 


	10.
	Employee turnover
	paying them well, giving them good benefits, and making work a nice place where they'll feel appreciated
	Increase in employee productivity which eventually increases guest satisfaction
	1 month 
	01/06/2023
	£50,000 




Valor Hotelier feels sure that they can help The Plaza New York bounce back and become successful again by using three frameworks: PESTEL, and SWOT. By fixing important problems and taking advantage of chances, The Plaza can make Guelly happy, make people trust them, and stay successful for a long time even when many other hotels are trying the same thing. 

[bookmark: _Toc136162197][bookmark: _Toc136162275]Introduction
The Plaza New York is a famous fancy hotel in Manhattan. Since 1907, this place has been famous for its fancy and beautiful style (Helmreich., 2023). Great spot with a Central Park view, and excellent servise. The hotel offers fancy rooms, excellent cuisine, and stunning event spaces. This is a fancy spot in NYC for a unique travel experience. This place is a fancy and nice spot in New York City that's great for people who want a unique travel experience. Overall the hotel has a rating of 8.5 out of 10 (agoda.com). Though being a luxurious, historic hotel, it has encountered issues with servise, cleanliness, pricing, food quality, and room servise. The Plaza New York hires Valor Hotelier, a renowned hospitality consultant, to improve operations and guest experiences. Valor Hotelier is determined to work with The Plaza New York to fix issues by training staff, improving cleaning, reviewing pricing, and creating a new marketing strategy. Valor Hotelier is confident it can help The Plaza New York regain its former glory by working to ensure a positive guest experience and restoring its reputation as a top NYC hotel. Valor Hotelier will be using PESTEL, SWOT, and SOAR analysis to address issues. PESTEL identifies factors affecting organisations (Matović, 2020). Valor Hotelier will use PESTEL to identify Plaza NY's issues (Popova, 2022). SWOT analyses strengths, weaknesses, opportunities, and threats. SWOT analysis will be used for The Plaza New York, to identify strengths, weaknesses, opportunities, and threats (Yusuf et al., 2022). SOAR analysis identifies strengths, opportunities, aspirations, and results (Cole et al., 2019). Valor Hotelier will use SOAR analysis to plan for The Plaza New York to maximize strengths, exploit opportunities, and attain aspirations and results.


[bookmark: _Toc136162198][bookmark: _Toc136162276]Scope and Analysis
[bookmark: _Toc136162199][bookmark: _Toc136162277]Brief Background of the Hotel
The Plaza NY is a historic luxury hotel in Manhattan, constructed in 1907 and known for its grandeur (Vess., 2022). The Hotel by Central Park offers stunning views and convenient access to city landmarks. The Plaza New York boasts a beautiful French Renaissance design with ornate detailing and a unique mansard roof (Zhang., 2019). The Plaza boasts lavish decor, such as marble floors, crystal chandeliers, and ornate moldings, exuding timeless elegance (Knowlton., 2021). It has hosted many notable guests throughout its history. The Plaza is a famous location featured in media and historical events and offers luxury accommodations (Taylor., 2020). The hotel is famous for dining, including the Palm Court for afternoon tea. The Plaza NY has been renovated to stay luxurious (Chapman and Dilmperi., 2022). The Plaza New York strives for exceptional servise, lavish amenities, and a memorable stay (Banyeva et al., 2023). As a prestigious landmark, it embodies the glamour and luxury of NYC.
Amenities
· A really good gym with new equipment for exercising. 
· The Plaza has a fancy place where you can relax and take care of yourself. You can get massages and treatments that make you feel better. 
· The hotel has fancy shops where guests can buy expensive things. 
· The Plaza provides everything a business needs like rooms to meet in, spaces to have conferences, and fast internet access. 
· A special team called the concierge can help guests with things like getting a ride, buying tickets, and figuring out what to do in the city. 
Room Features
· The Plaza Hotel’s rooms are fancy and have nice furniture that makes guests feel comfortable and special (Putri et al., 2019). 
· Visitors can have comfortable beds with good mattresses, great sheets, and a variety of pillows to sleep well. 
· Room is equipped with fancy TVs, systems for music and movies, and super-fast internet. 
· The Plaza Hotel has nice bathrooms with fancy marble things, nice soap, and big showers or bathtubs. 
Security measurements
· The Plaza has security guards all the time to keep everyone a safe and happy time
· The hotel has cameras to watch public places and make sure everyone is safe. 
Customer Servise
· The staff at The Plaza Hotel is well-known for providing excellent servise that is tailored to meet the individual needs and preferences of every guest (Kim et al., 2023). 
· The hotel staff is very focused on making sure guests have a great stay. 
· Hotel staff can speak many different languages so that The Plaza can communicate well with guests from different countries and cultures.
The Plaza New York is a fancy hotel, but it also has problems sometimes and gets suggestions from customers on how to make things better. People have talked about a few problems or issues in customer reviews. 
· Customers have complained that sometimes the employees don't do a good job helping them, don't pay enough attention to their requests, and don't fix problems properly. 
· Some customers are worried that the rooms aren't getting cleaned properly, the maintenance isn't good, and the housekeeping servises aren't good. 
· Some customers at The Plaza's restaurants think the food is too expensive and not worth the money. 
· Some people have complained that it takes a long time to get food delivered to their room, they get the wrong things, or there aren't enough options to choose from when ordering. 
[bookmark: _Toc136162200][bookmark: _Toc136162278]Pestel Analysis
PESTEL analysis is a useful way for The Plaza New York to figure out and deal with things outside the company that might make it harder for them to do well (O'Connor and Weatherall., 2019). To make good choices, The Plaza looks at things like politics, money, society, tech, nature, and laws. 
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It can tell you what people like to buy, change itself to what people want, and keep learning about new technology. PESTEL analysis helps The Plaza look at all the different things that could be a problem, follow the rules, and get ready for anything that might go wrong (Naoshin., 2022). In general, it helps The Plaza New York to keep up with the competition, fulfill what guests want, and make smart decisions for the hotel's future success. 
	Environmental Factors

	Political
	· The Plaza New York follows government policies on labor, safety, security, and sustainability (Bandini et al., 2021). Complying with regulations avoids penalties and reputational damage for hotels.
· Political stability is crucial for the industry. Political stability attracts tourists to 
The Plaza New York, while instability hurts travel patterns and demand.
· The Plaza New York must consider taxation policies at all levels, which can affect profitability and financial planning (Kaplan., 2021). Knowing taxes and optimizing strategies can aid The Plaza's cost management. Get support & incentives from the government for tourism, development & sustainability. Programs may offer incentives for energy efficiency, community development, and cultural tourism. 
· The Plaza New York is affected by global relations and tourism policies (Cooke and Nunes., 2022). Changes in visa rules, travel restrictions, or diplomatic ties can impact tourist arrivals and corporate travel, harming hotel occupancy and revenue.

	Economic
	· Economic Conditions refer to the general state of the economy, including how much money people are spending and how much stuff businesses are making. These things can affect how many people want to travel or go on vacation. 
· Income levels of possible guests can impact their capacity to pay for fancy places to stay.

	Social
	· Understanding and accommodating the different cultures and preferences of guests. 
· Keeping up with changes in the way people live, like choosing healthier options, being environment-friendly, and enjoying new experiences while traveling.

	Technological
	· The Plaza New York must keep up with hospitality tech advancements (Vinod., 2022). Adopting innovative techs such as online booking, mobile apps, and self-check-in/out enhances the guest experience and streamlines operations. 
· The Plaza needs to improve its digital presence with a user-friendly website, social media, and review management (Nuseir and Aljumah., 2020). With technology, the hotel can improve its visibility and reputation while engaging with customers. 
· Plaza can improve operations by integrating technology to automate tasks. Optimise resource allocation by implementing property management, automated billing, and inventory systems to reduce errors. 
· Guests expect reliable and fast Wi-Fi throughout the hotel premises. Plaza needs Wi-Fi in rooms, common areas, and meeting spaces for modern travelers (Memon et al., 2022).
· Data security and privacy are more crucial than ever due to technology growth.

	Environmental
	· Using environmentally-friendly actions, methods that save energy, and managing waste properly. 
· Figuring out and lessening the negative effect that the changing climate could have on the hotel business, such as severe weather and the sea level going up.

	Legal
	· Compliance with labor laws is crucial for The Plaza NY (Kang., 2021). This includes following regulations for wages, working hours, benefits, and safety standards. "Compliance ensures a positive work environment and avoids legal disputes for the hotel." 
· The Plaza New York must manage contracts with care (Waters., 2020). Drafting clear, legally binding agreements to protect both parties involved. 
· The Plaza New York must protect its intellectual property rights (Rocha., 2019). Register and protect logos, designs, and servises to prevent unauthorized use by competitors. 
· The hotel must comply with data protection and privacy laws for guest information security and confidentiality. This means securing data, acquiring consent, and obeying storage and sharing rules. 
· Plaza NY must meet safety rules for patron and staff well-being. Maintain fire safety, inspect regularly, and follow food safety standards in dining (Albrecht., 2023).


The PESTEL analysis found important things that affect how The Plaza New York works (Poria et al., 2020). The hotel must comply with government regulations governing staff treatment, safety and security, and environmental care. Non-compliance equals trouble and possible loss of guests. Stability is key to attracting tourists. Changes in tax policies or foreign relations can impact hotel revenue and occupancy. Money and the economic impact of travel preferences and budget.
The Plaza New York needs to know and accept that its guests are from different cultures and have different likes and dislikes (Sturken., 2020). To make guests happy, businesses need to keep up with changes in society. This includes things like people caring more about staying healthy, protecting the environment, and wanting to have different travel experiences. 
To make the hotel better for guests and save time, they need to use new technology online booking, and mobile apps. This will also help the hotel run more smoothly. Having a good website, strong internet connection, and strong security are important to keep up with competitors and protect guests' information. 
Taking care of the environment is important, and The Plaza needs to do things that are good for it like using eco-friendly practices and dealing with garbage in a good way. 
The hotel has to follow the rules for how they treat their workers, be careful with contracts, protect their ideas, and make sure they keep people's information private. It's important to make sure that everything is safe for guests and staff, like having good fire safety and food safety, because then everyone can feel secure. 
Understanding and addressing PESTEL factors helps The Plaza New York succeed in the hospitality industry by meeting guest needs, following rules, and staying competitive.

[bookmark: _Toc136162201][bookmark: _Toc136162279]SWOT Analysis
SWOT helps The Plaza Hotel in NY assess strengths, weaknesses, opportunities, and threats. This aids in the hotel's self-evaluation and improvement. It aids in recognizing external factors' impact on their success. The Plaza Hotel can use its good reputation and great location to get more people to stay there (Agouti and Morse., 2023). If a hotel notices things that are not working well, like problems with helping customers or old equipment, they can fix them. This will make the hotel better overall. Also, by examining potential dangers like lots of other businesses trying to sell the same things, or times when the economy is struggling, The Plaza can plan ways to stay strong and succeed despite obstacles. 
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The Plaza New York uses SWOT analysis to make smart choices, do well with its strengths, work on its weaknesses, take advantage of good opportunities, and handle any dangers well.
	Strengths
	Weakness

	· The Plaza New York enjoys a prime location in Manhattan, with views of Central Park (PARVATHY, R., 2022). Nearby attractions, shopping areas, and corporate centers make it attractive to leisure and business travelers. 
· The Plaza has an iconic status and heritage, widely known as a symbol of luxury (Hagan., 2021). Its status attracts guests seeking a memorable experience. 
· The Plaza boasts deluxe amenities such as posh lodging, top-notch dining, pampering spa treatments, and secluded venues (Tran., 2019). These amenities enhance the opulent guest experience. 
· The Plaza New York has a strong brand reputation. It's known for elegance, sophistication, and impeccable servise, drawing discerning clients. 
· Hotel's elegant style is showcased in its architecture and interior. The Plaza's aesthetic adds to its charm. 
· The Plaza offers concierge, valet parking, personalised experiences, and event planning. Servises cater to guests' needs and preferences. 
· The Plaza offers high-quality dining options with diverse culinary experiences. The hotel offers excellent dining choices, from fine dining to cozy cafes.
	· Customer servise complaints at The Plaza include response times, staff attitude, and guest satisfaction. Improving servise is necessary to enhance the guest experience. 
· The Plaza's cleanliness concerns were addressed (Plaza et al., 2021). High levels of hygiene are maintained throughout guest rooms, common areas, and dining establishments to meet guest expectations. 
· The Plaza, NY's pricing strategy faces criticism (Zeng et al., 2021). Careful evaluation and adjustment are necessary for competitiveness and profitability. 
· Efficient room servise is important to guests (Zhong et al., 2020). Improving operations can enhance their experience.

	Opportunity
	Threats

	· The Plaza New York could expand its target market to attract more guests. Target new demographics by tailoring marketing strategies to their preferences and needs, like international travelers or younger generations. 
· Seek partnerships with other local businesses, attractions, or event organisers to enhance guest experiences and attract more customers. Marketing initiatives or exclusive offers create mutual benefits. 
· The Plaza can benefit from emerging travel trends like eco-tourism, wellness travel, or experiential travel. By adopting sustainability, wellness, or unique experiences, hotels can attract like-minded guests. 
· Plaza can utilize technology to improve guest experience and efficiency. Using techs like mobile apps, in-room devices, and personalised servises sets hotels apart and appeals to tech-savvy guests. 
· The Plaza offers spaces for corporate events, conferences, meetings, and conventions (Grazian., 2020). Perfect for targeting businesses. Offering corporate event servises can boost revenue and occupancy. 
· The Plaza New York can benefit from international tourism growth (Tyan et al., 2021). Targeted marketing and tailored servises can increase occupancy and revenue for international guests.
	· The Plaza New York faces intense competition from neighboring luxury hotels, requiring continual differentiation and exceptional experiences to attract and keep guests. 
· Economic downturns affect the hospitality industry, including luxury hotels like The Plaza (Rico et al., 2020). Recessions or financial uncertainty can decrease consumer spending on travel and accommodations, impacting occupancy rates and revenue. 
· Travel pattern changes pose a threat to The Plaza due to the rise of alternative accommodations and the popularity of OTAs that may impact traditional hotel business models (Sun et al., 2020).
· Negative reviews can harm The Plaza New York's image in the age of social media and online reviews (An et al., 2020). 
· Unforeseen events like disasters, attacks, or health crises can disrupt travel and harm The Plaza's operations (Ma et al., 2020). They cause reduced demand, cancellations, or travel restrictions. 
· Complying with regulations is crucial for The Plaza to avoid legal repercussions, damage to reputation, and financial penalties. 5x5


The Plaza New York is a famous fancy hotel because it has many good qualities Henderson., 2021). The hotel is located in a really good spot in Manhattan and you can see Central Park from it. It's also close to things that people like to visit, so both people on vacation and people on business trips like to stay there. The hotel is very famous and has a long history which makes it a symbol of fancy and expensive living. People who want to have a special vacation like to stay there. Fancy things like nice hotel rooms, delicious food, and relaxing spa treatments make guests feel very luxurious. The Plaza is famous for being a fancy and classy place where people are treated very well. The hotel looks nice because of its fancy design and decoration. The Plaza gives guests extra help with things like parking, planning events, and making their stay special. 
Some problems need to be fixed. The Plaza needs to improve customer servise to make sure guests are happy (Lee et al., 2020). This includes making sure staff are friendly, responding to complaints quickly, and making sure guests are satisfied. The Plaza needs to make sure the place is very clean so that guests are happy. The Plaza New York's way of setting prices has gotten some negative feedback (Zhao et al., 2021). So, The Plazaneedsd to look at it closely and make changes to make sure we're as good as other places and making enough money. Making room servise better is very important to make guests happy. 
The Plaza New York has many chances to make money (Rees, N., 2021). Attracting more customers by making marketing strategies that appeal to new groups like young people or tourists from other countries, can help increase the number of guests. Working together with nearby businesses, things to do, or event planners can make guests' visits better and bring in more people. The hotel can do better by paying attention to new travel styles such as eco-friendly trips, healthy trips, and trips with interesting experiences. They can do this by trying to be more sustainable, promoting healthy activities, and offering unique things to do. By using tools like phone apps and tailored servises, businesses can make customers happier and get things done faster. The Plaza has areas available for business occasions that can help attract companies and make more money (Febriyantoro., 2020). Also, The Plaza can make more people come for tourism from other countries by advertising well and making customized servises. 
The Plaza New York needs to be careful because there are dangers that it might face. The fancy hotels around us are competing a lot, so The Plaza needs to keep offering unique and amazing experiences to people that make them want to stay with us (Campbell., 2020). Financial tension reduces travel and lodging spending. This can hamper hotels' profitability and occupancy. Travel is changing, and people are choosing different places to stay and using websites to book them. This might affect the way hotels usually work. If people say bad things about The Plaza on social media and websites, it can make The Plaza look bad (Lokot., 2021). It's really important to make sure people have a good opinion of The Plaza (Ahmad et al., 2020). Unexpected things like disasters, attacks, or health problems can mess up travel plans and damage how well a hotel works. Following rules is important so you don't get into trouble with the law, hurt your reputation, or have to pay money. 
The Plaza New York is a really good luxury hotel that can be made even better (Jay., 2023). To stay competitive and successful in the hotel industry, it's important to focus on fixing problems, taking advantage of good chances, and handling challenges well. 
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[bookmark: _Toc136162203][bookmark: _Toc136162281]Studying  Problem 
Guests have reported poor customer servise at the hotel, including slow response times, unhelpful staff attitudes, and dissatisfaction. Maintenance and cleanliness have been complained about. Facilities are outdated or malfunctioning, and cleanliness standards are not met in guest rooms or common areas. The Plaza New York is a luxury hotel with high prices, but some guests feel the value doesn't match (Lovat., 2023). They mention things like small rooms and limited amenities. Noise may be a concern for guests in rooms facing the street due to the hotel's central location near busy areas of Manhattan. Noise complaints are mentioned occasionally. Crowded public areas at The Plaza can make it feel busy and less intimate for guests due to its popularity and iconic status.
[bookmark: _Toc136162204][bookmark: _Toc136162282]Issues about Infrastructure
· Guests mentioned the hotel needs updates for better luxury and comfort. 
· The Plaza New York may have issues like other buildings. Visitors have told that things in their rooms sometimes don't work properly, like the air conditioning or heating, the pipes, or the things they use in the room. 
· The hotel has many floors and big elevators. Sometimes, many people use the elevators at the same time and this makes them slow. Sometimes have noticed this happening. It could be difficult for guests to reach their rooms or other areas in the hotel. 
· Some people who stayed at the hotel in Manhattan complained that they could hear a lot of noise from the busy area outside. They are concerned the hotel wasn't blocking enough noise. You might sometimes hear noise from the street, nearby rooms, or hotel events.
Remedy options
· The hotel can improve its facilities by upgrading and renovating them from time to time so that they are up to date. Time means improving the rooms, shared spaces, and things available to guests to make their stay fancier and cozier. 
· Preventive maintenance means fixing things before they become a big problem. Doing this will help avoid bigger issues down the road. Checking and fixing problems with infrastructure regularly is important to make sure everything works right. 
· To reduce the long wait and overcrowding on elevators, The Plaza New York can use plans to manage the elevators faster and better. This means making elevators work better by planning their schedules, making signs that are easy to understand, and maybe adding more or better elevators. 
· To make the hotel quieter, we can add things to stop outside noises. This means using things that absorb sound, putting in windows that have two layers of glass, and making sure all rooms are well-insulated to make a quiet and calm place for guests. 
· The Plaza Hotel in New York can tell guests about any problems they might have with the building before they happen (Whitlock., 2021). If we tell guests what to expect and are honest with them, it can make them happier and stop them from being shocked or unhappy.
[bookmark: _Toc136162205][bookmark: _Toc136162283]Issues about servise-related
· Sometimes guests have to wait longer than usual to get servises like checking in, getting room servise, or having their room cleaned. This can make them feel upset and unhappy. 
· Some of the hotel employees might seem like they don't care or aren't paying attention, and they might not give the kind of top-notch servise that's expected in fancy hotels. 
· When staff and guests don't understand each other, it can lead to problems like not getting the right information or things not being how people expected. 
· Guests may tell the staff if something is broken, the pipes are clogged, or if the room is not clean enough. 
· Sometimes, the quality of servise guests receive may not be the same as others. This can happen when different workers or departments give different levels of servise. This can make the experience as a guest nonconsistent.
Remedy options
· Teach workers how to serve customers better by training them to listen, communicate well, and solve problems effectively. 
· The hotel should regularly check and fix any problems with its building or equipment to keep them working well and clean. 
· Make a system where The Plaza can check how well its workers are doing and give them advice. This will help keep things running smoothly and solve any problems quickly. 
· Make guests feel special by giving them personalised servise and predicting what they might need to create a great experience they will remember.
[bookmark: _Toc136162206][bookmark: _Toc136162284]Issues about restaurant menu and servises
· Some people say that the restaurant menu at The Plaza New York doesn't have a lot of different options to choose from. They want to offer more types of food on the menu that can suit different tastes and diets. 
· Some people said the menu items at The Plaza New York restaurant cost a lot of money. They find the food overpriced for its quality and quantity. They feel shortchanged.
· Some people have said that the restaurant is slow and they have to wait a long time to be seated, get menus, and order their food. Long restaurant waiting times were reported.
· Some people who went to the restaurant are worried that the food and servise are sometimes good and sometimes not so good. The meal was either inadequately or excessively cooked, was not appealing, and the servise provided was unsatisfactory.
Remedy options
· To give customers more options, The Plaza New York could add more food choices to their menu (Camilleri., 2021). Add more options for non-meat, non-animal products, and gluten-free diets to accommodate everyone's needs.
· The Plaza New York might look at how much they charge for the food they serve in the restaurant (Guth., 2021). To ensure good food and a pleasant restaurant, check out similar places which can help the hotel set food prices. 
· It is important to make servises faster so that people do not have to wait very long. Making the ordering process faster and delivering food on time can make the dining experience better. 
· Making sure the food always tastes good and looks nice is super important, so The Plaza needs to have strict quality control measures in place (Xu et al., 2020). The Plaza New York can make rules for making food and teach their workers how to do it right so the food is really good. The Plaza can use feedback methods like surveys or feedback cards from customers to find things we need to improve. 
· Customer engagement means talking to customers and asking for their opinions. This can help find problems and fix them quickly. The Plaza Hotel in New York wants customers to give their thoughts. They give options like using the internet, suggestion boxes, or special email addresses to share feedback. This advice can help the hotel make changes and improvements to its food and servise. 
· Giving training to restaurant workers in new skills can make them better at serving customers and make customer dining experiences better. It is important to focus on how staff members behave and act professionally to solve any problems that may come up.
[bookmark: _Toc136162207][bookmark: _Toc136162285]Issues about Employee Numbers and Engagement
· There aren't enough employees in the hotel, according to customers. Shortage of staff at the front desk, concierge, and restaurants causes delays and decreased efficiency. 
· Customers dissatisfied with uninterested hotel staff who don't engage or assist with sufficient knowledge.
· Some employees haven't been trained very well or supervised closely enough. Lack of knowledge of hotel rules affects guest problem-solving and overall performance. 
· Customers notice when staff doesn’t communicate, causing confusion and hindering guest assistance. 
· Many workers have left their jobs at The Plaza New York. This can cause problems because new workers may not know how to serve guests or understand their preferences.
Remedy options
· Checking if there are enough employees in each department to serve the guests. Check regularly to see if any employees are missing and hire more or reduce the number of employees as needed. 
· Make training programs that help employees learn more and become better at customer servise. This could mean learning how to talk well, fix issues, and give special help. 
· Make programs to encourage employees to feel involved, excited, and happy with their work and job. Hotels may have meetings to seek employee opinions, reward good performance, and provide growth opportunities. 
· Observe and teach workers how to perform their job duties effectively, so they can improve their performance. Remember to often assess your job performance and promptly improve areas you need to work on. 
· Make it simple for staff to talk to each other by making clear rules and finding good ways to communicate. The Plaza can connect with its team through various ways, such as meetings or online tools, to simplify information sharing. 
· Paying them well, offering good benefits, and creating a pleasant work environment where they feel valued and want to work on their own. 
















[bookmark: _Toc136162208][bookmark: _Toc136162286]Findings and Results
Up until now, we have seen different issues and remedies for The Plaza New York. It will be great if we can show the issues and remedies in summary. 
Infrastructural Issues
	Particulars
	Findings

	Design of the hotel
	Needs renovation to be more luxurious.

	Room maintenance
	Needs to check every room if AC or the pipes or other things are working properly or not.

	Elevators
	Making elevators work better by planning their schedules, making signs that are easy to understand, and maybe adding more or better elevators.

	Noise from outside
	Putting in windows that have two layers of glass, and making sure all rooms are well-insulated.


The hotel needs updates to make it seem fancier and more desirable. Enhancements are required in various sections of the structure, such as ensuring cleanliness in chambers and rectifying any issues with elevator functionality. We must explore solutions to minimize noise levels within the structure. It is essential to ensure the proper functioning of room facilities such as air conditioning and pipes to maintain the room's condition. The elevators can work better if we improve their schedule, put up clear signs, and maybe add or make better elevators. To reduce sounds from outside, putting in windows with two layers of glass and making sure all rooms are well-insulated would be helpful. These improvements are meant to make the guests' experience at the hotel even better.


Servise-Related Issues of The Plaza New York
	Particulars
	Findings

	Longer waiting time at the front desk
	Train employees Time quickly sweep and make the rooms.

	Servise from employees
	Make sure employees are doing their work professionally and quickly.

	Communication with guest
	Hire bilingual employees at the front desk to overcome the language barrier. Also, keep patience when communicating with guests.

	Inconsistent quality of servise
	Make a quality check for servises so that servise is consistent.


The hotel is experiencing various challenges such as prolonged waiting periods at the reception, irregular cleaning of certain rooms, subpar employee performance, and communication problems among the staff. To address these issues, we must provide our staff with adequate training on how to quickly and effectively tidy up our accommodations, to minimize wait times for guests checking in at the reception. Having front desk employees who possess more than one language skill is of great significance as they will be able to interact with customers speaking diverse languages. Being patient while conversing with guests is crucial. By implementing a quality checking system, the hotel can ensure consistent servise delivery and address the problem of inconsistent servise quality. The intention behind these measures is to enhance the guests' satisfaction and elevate their overall servise experience. 
Restaurant and Menu Servise Issues
	Particulars
	Findings

	Little Options
	Add more food choices to their menu.

	Costly
	Check out other places that are similar to theirs and see what they're doing. This will help the hotel decide on the right prices for its food.

	Slow Servise time
	Making the ordering process faster and delivering food on time can make the dining experience Timer.

	Inconsistent food quality
	Give special attention when cooking the food and serving


The hotel is facing limited food options, high prices, delayed servise, and preparation issues. Expanding menu options allows for more selection. Studying competitors helps determine optimal food pricing. Improve the order process and timely delivery for a better dining experience. Uniformity in cooking and serving preserves food flavor. Addressing these issues can enhance the dining experience for guests.
Employee Numbers and Engagement issues
	Particulars
	Findings

	Shortage of Staffs
	Hire employees where needed.

	Not enough attention or interaction with guests
	Arrange sessions for employees.

	Staff not trained up
	Arrange training programs.

	Communication within the staff
	Share information with the team, like having meetings, using online tools, and making things easier.

	Employee turnover
	paying them well, giving them good benefits, and making work a nice place where they'll feel appreciated.


The hotel is facing various challenges including inadequate staffing levels, ineffective communication between workers and guests, insufficient training, poor inter-staff communication, and high staff turnover. One solution to address these issues at the hotel would be to increase its workforce, thereby alleviating potential issues with staffing. Organising meetings for workers to improve their communication with customers can make them more attentive and engaging. Providing training programs can make employees better at their job by enhancing their skills and knowledge. There are ways to make staff communication better, such as having meetings often, using online tools, and making it easier to share information. To keep workers from leaving, hotels should pay them well, give them good perks, and create a nice atmosphere where workers will feel like they matter. These actions are meant to make the workers work better, pay better attention and feel happier, which will make the guests have a better time. 
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The Chart below shows the solution to the problems with their estimated budget and timeline for completing the tasks.
	No.
	Problem
	Solution
	Desired Outcome
	Estimated Time Frame
	Date of Completion
	Est.
Budget

	01
	Renovation of Hotel
	Finding the rooms that need fixing and putting in new things like pipes and decorations. 
	The positive impression of guests
	3 months
	01/06/2023
		£100,000 




	02
	Broken Utilities
	Identify and fix all the broken utilities
	Positive consumer reviews
	10 Days
	01/06/2023
	£25,000 


	03
	Elevators
	Identify which elevators are busier
	This helps guests in their smooth passage within the hotel
	1 month
	01/06/2023
	£10,000 


	04.
	Noise from Outside
	Two layers of glass and all rooms well insulated
	Ensures peace inside the hotel
	4 months
	01/06/2023
	£450,000 


	05
	Longer waiting time in front of the desk
	Train employees to quickly sweep and make the rooms
	Guests don't have to wait for check-in or check out
	1 month
	01/06/2023
	£10,000 


	06. 
	Communication with guests
	Hire bilingual employees at the front desk to overcome the language barrier
	Guests can get their needed information without any hassle
	1 month
	01/06/2023
	£20,000 


	07.
	Little options on Restaurant Menu 
	add more food choices to their menu
	Satisfies guest's choice and options
	1 month
	01/06/2023
	£55,000 


	08.
	Slow Servise time
	process faster and deliver food on time
	Increases guest experience
	1 time 
	01/06/2023
	£60,000 


	09.
	Staff shortage
	Hire employees
	Guests can get better servise
	1 month
	01/06/2023
	£25,000 


	10.
	Employee turnover
	paying them well, giving them good benefits, and making work a nice place where they'll feel appreciated
	Increase in employee productivity which eventually increases guest satisfaction
	1 month 
	01/06/2023
	£50,000 
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Based on analysis many issues and their solution have been found. It is important to pay attention to every task. The following are the activities needed to be done by the hotel to achieve customer loyalty by addressing their concerns:
•	Fixing the problems first with air conditioning, heating, pipelines, etc.
•	Teaching workers how to serve customers better by training them to listen, communicate well, and solve problems effectively. 
•	Reducing the long wait and overcrowding on elevators. 
•	Maintaining high levels of hygiene through guest rooms, common areas, and dining areas.
•	Reducing noise is very important for the hotel. They can use two layers of glass and make sure all rooms are well-insulated.
•	Maintaining the price with what they are providing.
•	Improving the rooms, shared spaces, and things available to guests. To make their stay fancier and cozier.
•	Improving room servise is a must thing that needs to do.
•	Adding more food choices to their menu so that guests can have several options.
•	Increasing the number of workers for the room servise. Because sometimes guests have to wait longer than usual to get servises like checking in, getting room servise, or having their room cleaned.
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Renowned for its exquisite French Renaissance architecture, The Plaza features opulent embellishments and a distinctive mansard roof that adds to its enduring allure. The opulent surroundings at the hotel, with its marble floors and richly adorned ceilings, provide guests with a lavish and indulgent atmosphere, complemented by sparkling crystal chandeliers. Throughout its history, it has hosted several exceptional guests and holds a prominent reputation. The Plaza New York offers a range of amenities, including a well-equipped gym, spa facilities, exclusive shops, and trade servises, catering to the desired res of both leisure and trade travelers (Solas., 2023). The hotel's rooms highlight luxurious decorations, comfortable beds, state-of-the-art entertainment systems, and elegant washrooms with marble accents. The Plaza New York's guests’ benefit is highly respected, with a professional and multilingual staff devoted to ensuring a memorable remain for guests (MISSION., 2023). Although highly regarded, the hotel faced obstacles. Staff responsiveness, issue resolution, and facility upkeep concerns were reported. Visitors are unhappy with costly, poor-quality food at the hotel's dining. Also, issues with room servise, such as delays and limited choices, have been reported. These areas of improvement need to be addressed to upgrade the general guest experience. In any case, The Plaza New York's qualities lie in its prime area, iconic status, exclusive comforts, strong brand notoriety, and exceptional dining options (Tawney., 2020). By addressing the weaknesses and capitalizing on opportunities, such as expanding target markets, embracing developing travel trends, and utilizing innovation, the hotel can overcome challenges and further set its position as a top luxury hotel in New York City.
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4 months ago on G Google

This was a family breakfast for 11 people organized with the Plaza a month in advance as a
special farewell for family departing overseas after a wedding with Bride and Groom staying as
guests.

To say the service was diabolical would be too good. They completely spoiled the event. Food
arrived as others had finished. Orders were missing. Left without service for ages. Asking got us
nowhere. Food was average. Eventually called the manager who tried bringing more food after
some guests had left. Complaining further got us a discount and an apology but honestly, I think
they should have accepted the fact they ruined the event and not charged us at all. These are
international family moments that cannot be recreated. The staff really not trained to 5 star
standards.
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G Google

Had the afternoon tea here. My goodness, what a joke. Nothing was delicious. Everything was

barely average in Taste. Would expect the plaza to at least have decent quality. The waiter's

service was decent, up until | tipped on card instead of cash, and from then on it was ignore the
customer til the end. Way better high teas just about everywhere else. Don't go just because it's

the plaza. Its a pretty disappointing afternoon tea. cos
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G Google

Please call ahead to ask which menu they are serving!! We checked the brunch menu and were
excited to go relive Eloise to be greeted with a minimum $75 spend afternoon tea when we

arrived. We were never alerted that only afternoon tea would be served when making our

reservation and the staff was anything but apologetic!! cos
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Definitely Not Up To Par!

We were supposed to have an early check in at 10:00, were told the room was not ready but they
would call us when it was ready. 11:00, 12:00 still no room available. The people staying in our

room checked out at 12:15, we were told housekeeping was working on it at that time. 1:00 no

room, 2:00 no room. By then we simply asked to be put into a regular room so we could change

and clean up, received absolutely no assistance from the front desk. Were told the room would

not be ready until at least 3:00. At that time, we canceled our reservation and went back to the

basic hotel we normally stay at. We expected far better service at a place which was going to

cost us $1,700 a night. Sadly, we receive far better service at a hotel costing $275 a night. vee
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