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Executive summary
Problem: The chosen hotel of this consultancy is in Cheval Blanc Paris which is a luxurious hotel in Paris, France. The Hotel has 72 rooms with lots of amenities and facilities that enable visitors to visit this destination year after year. However, the hotel is currently facing challenges with management and maintenance of the hotel operations. The past customers of the hotel have complained that the concierge and employees lack in communication and they also lack in providing appropriate services to the customers which has resulted in unpleasant stay for the customers. This issue has drastically impacted the image and reputation of the organisation. To resolve this issue, the hotel needs another set of eyes that can help them mitigate and improve the lost image and reputation. 
Findings: The findings of the report suggests that the hotel staff lacks in communication and they have also been nonchalant about interacting with customers on a regular basis. The facilities within the room have malfunctioned creating an inconvenience to the customers. Some people have complained about unhygienic food which has caused food poisoning. Due to this, the number of visitors of this hotel has been reduced from 10,000 to 95,000. The current revenue of the hotel is £480.8M which has also been decreased from previous years. High customer attrition rate, lack of employee communication and maintenance of the facilities have decreased the competitive edge of the hotel. Therefore, these issues need to be resolved so that Cheval Blanc Paris can have a surge in their profitability. 
Analysis: As per the analysis it can be said that the hotel has been unable to update the facilities due to the shortage of employees and annual revenue. The government of France is stable however, due to the implementation of rules and regulations concerning Covid-19 pandemic, the hotel had to cut corners in some places to reduce operational costs. Due to the currency exchange, the hotel was forced to highlight the prices of the rooms which were not affordable to some of the customers. Therefore, they chose another hotel for their accommodation which could provide them with the same facilities at a comparatively low price. This is the reason why the hotel lost a bit of a competitive edge in the market. 
Recommendation to the client: To mitigate the above issues, the hotel should implement workshops and training so that employees can learn about communication, empathy, problem-solving and so on. It will help them to deal with the guests in an empathetic manner. The employees should be quick in mitigating the problems that the visitor is facing. There can be difficulties in utilising technology or other things. Therefore, it is important for the employees to always use them in resolving the complaints. Furthermore, the hotel should integrate personalised guest experiences for the customers to ensure they visit again. New technologies should be implemented for the smooth running of business operations. A housekeeping strategy needs to be incorporated to maintain cleanliness and hygiene in the organisation. 
Conclusion: In conclusion, it can be said that the consultancy reports consist of several elements which aid Cheval Blanc Paris Hotel in its decision-making practices. The report has identified the issues and suggested mitigating factors which can help them in future as well. The hotel should implement a change management model and practices for the smooth implementation of the recommended strategies. The successful execution of the strategies will help the organisation to be on its feet within a short period. 
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Introduction
Businesses around the world make many minor and significant operational changes which can be a product of turbulent periods like a pandemic or other common business problems. It can include demographic shifts, competitive pressure and technological advancements that can serve their customers and remain profitable in the long run. This is the reason why every organisation needs a business consultant who can help businesses identify the changes that can improve the overall effectiveness (Kim et al., 2019). 
This particular assignment is also formulated to help a hotel in France which is facing issues with maintenance and employee management. Due to these problems, many travellers are opting out from visiting France which is impacting the revenue and profitability of the hotel industry in France. The chosen hotel for this assignment is Cheval Blanc Paris which is one of the well-known hotels in France. This hotel has a total of 72 rooms and it is kind of a confidential haven for lovers, families and friends. It was first established in 2006 and is located in Paris. The hotel is a delicate alchemy between tradition and innovation, local architecture and timeless elegance (Statista Research Department, 2024). This hotel aims to provide an unforgettable stay with all the amenities of a luxury hotel. Even with advanced amenities, the hotel is facing several issues which have attracted attention. As per the information from the visitors, the hotel does not have any good sound insulation which has created inconvenience for the visitors. Furthermore, the employees of the hotel are not responsive enough. Many visitors have complained about the fact that the concierge does not respond to the emails of the guests due to which many guests find it difficult to stay at the hotel. Cheval Blanc Paris is also known for not having to maintain cleanliness as guests have complained about lack of hygiene and maintenance which has impacted the number of hotel visits. Therefore, this problem needs to be resolved so that the hotel can regain its competitive edge in the hospitality industry and be profitable (Ushakov et al., 2019). 
Hence, the assignment will be in the form of a consultancy report which will help the hotel in analysing the issues and providing appropriate change management recommendations. The consultancy report will be presented by a consultant, working in Alix Partners. This is one of the well-known consulting firms in the UK that helps businesses around the world respond quickly and decisively to tackle their most critical challenges. This consulting firm will help Cheval Blanc Paris in dealing with diverse circumstances be it urgent performance improvement, accelerated transformation, and risk mitigation. The success of the report will help the hotel in implementing change which will mitigate the issues and create a positive brand image for the hotel (Kirkpatrick et al., 2019). 
Furthermore, the report will analyze the issue that the hotel is facing through the usage of theories such as PESTLE, SWOT and TOWS. This framework will help to understand the external and internal environment of Cheval Blanc Paris which is impacting both its revenue and profitability. In addition to this, Axil  Partners will help the hotel with some change management practices and procedures. Lastly, the consulting firm will help the hotel in making action plans to avoid management and maintenance issues in future. 
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Analysis
As mentioned before, Cheval Blanc Paris is one of the most luxurious hotels in France with all the best-in-class amenities. However, the hotel is facing some management and maintenance issues which have dissatisfied the customers at large. Due to this, the hotel has seen a recession in the number of visits from the guests which has also decreased the profitability of the hotel. The hotel Cheval Blanc Paris has identified that the hotel is facing issues with maintenance as the employees are not doing their work properly to provide a satisfactory guest experience to the visitors (Bruere-Dawson, 2022). The staff in this hotel have become nonchalant about service delivery as most of the employees including the concierge lack communication which makes it difficult for the visitors to enjoy a hassle-free trip. Instead of helping, the concierge of the hotel made it stressful for the guests. The hotel also did not maintain hygiene as some visitors complained about having food poisoning from the breakfast they served. Most of the appliances in the hotel room also did not work which created inconvenience for the visitors (Law, 2019). Due to this, the number of average visitors at this hotel has reduced from 10,000 to 95,000. The feedback and reputation are an issue within the hotel. Most of the visitors at Cheval Blanc Paris have provided negative feedback on many hotel booking sites which has created chaos among the travellers. The negative reviews have impacted the reputation of the hotel which indirectly has decreased its annual revenue. The annual revenue of the hotel is  £480.8M per year which has decreased from the previous year due to less number of visits (Rutherford, 2021). There is an extreme surge in the price of energy and raw materials within the hospitality industry of France which has forced hotel managers to increase the cost of food and accommodation. Visitors whose budgets are limited are unable to stay at luxurious hotels which again is the major cause of economic recession. This is also the case with Cheval Blanc Paris which had to cut corners in some areas for smooth running of the operations. To understand more about the issues, some theoretical frameworks have been discussed further;
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· Political factors: In France, especially in Paris, the government is somewhat stable and provides support which is extremely significant in the development of the hospitality and hotel industry. The French government creates stable political conditions which encourage tourism and investment. The government also provides incentives, grants or tax relief for tourism-related activities which helps to boost the hotel industry (Serdyuk, 2023). Cheval Blanc has benefited from the government grants which allowed the hotel to incorporate many activities to make the stay pleasant for the visitors; however, the hotel faced a lot of economic downturn when the government put travel bans due to the COVID-19 pandemic. There are many regulations and compliance which need to be adhered to by the hotel industry including health and safety standards, labour laws etc. Cheval Blanc Paris has been unable to maintain the health and safety standards as some guests have complained about the lack of hygiene in the hotel. The housekeeping staff at Cheval Blanc Paris has been unable to provide clean towels or retain dead flowers in a room for a week (George, 2021). 
· Economic factors: Economic conditions play a crucial role in consumer spending power and travel habits. If the economy of a particular country is thriving then it benefits the hotels. In France, the inflation rate is slightly high which increases the operational costs for hotels including Cheval Blanc Paris. Due to the high inflation rate, the hotel has increased its utilities, supplies, and wages which has the potential to reduce profitability unless the prices are adjusted. Furthermore, due to the fluctuations in currency exchange, the affordability of travelling has been affected which has reduced the number of international tourists in this hotel (Khan et al., 2020). 
· Social factors: The Cheval Blanc Paris hotel has seen changes in travel preferences. E.g. visitors prefer solo travel, eco-tourism or boutique over chain hotels which is one of the reasons why the number of visitors tothese hotels has been reduced. The hotel is more suitable for younger travellers which makes it difficult for the ageing population to make themselves welcome in the hotel suite (Line and Hanks, 2019). Cheval Blanc has recently failed to live up to consumer expectations for not following health and hygiene standards which had dissatisfied the visitors to a huge extent. The guests have also complained about not getting any authentic and personalised experiences which has affected the image and reputation of the hotel. 
· Technological factors: The market reach of this hotel has increased as Cheval Blanc has incorporated many new technologies within its business operations. This hotel has been able to provide smooth services withthe best amenities by the utilisation of the best technology. The visitors of this hotel use their website and hotel booking app before coming to this hotel. Cheval Blanc Paris has further used AI-based customer support systems as well as secured applications that have provided customers with a smooth and satisfactory experience. Cheval Blanc Paris mostly uses cloud technology and the Internet of Things (IoT) which automates manual tasks and increases the speed. It has helped the hotel in optimising many operations. However, it should be noted that Cheval Blanc Paris has often been accused of not updating their technologies from time to time which is why it malfunctions and creates inconvenience for the guests. Sometimes the heaters or coolers do not work at the proper time which is a major drawback to the hotel's operation (Ezzaouia and Bulchand-Gidumal, 2020). 
· Legal factors: The legal factors are considered to be a decisive factor behind the expansion of the hotel industry in France. The laws and taxation of the France government have a direct impact on the operations of Cheval Blanc Paris. It can be said that the location of the hotel works as a significant contributor to influencing customer’s choices. Visitors tend to choose hotels where crime rates are low and whichare safe for family vacations (Sakshi et al., 2020). Cheval Blanc Paris has innkeeper laws which ensure the safety of the guests and their belongings. If somehow the belongings are lost then these laws decide who should be held accountable for. Cheval Blanc Paris adheres to the Data Protection Act which allows them to protect the data of the guests as accurately as possible. Due to the general data protection regulations, the hotel has been prohibited from leaking the personal data of the guests. 
· Environmental factors: Cheval Blanc is environmentally-friendly and it maintains sustainable practices so that the guest chooses this hotel repeatedly for a holiday stay. Initially, the hotel implemented measures to decrease food, water and energy wastage however, they were unable to maintain it. Since Cheval Blanc Paris is a huge hotel, many visitors come every year which results in the usage of water and food (Leyva, and Parra, 2021). Most of the time, the food does not even get consumed due to low quality. The hotel does not use renewable sources of energy which increases pollution however, they do tend to increase the use of recyclable products to prevent plastic pollution. The guests of this hotel have also complained about the fact that Cheval Blanc Paris uses chemical agents to clean bathrooms and floors which hurts the environment. This chemical is quite harmful to nature (Ouyanet al., 2019). 

From the above supporting statements, it can be said that the external environmental factors influence the hotel operations negatively, however, the hotel still has some positive sides as well which indicates why a large number of guests arrive at the hotel frequently. It can be analysed via SWOT analysis. 
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	Strengths 
	Weaknesses 

	· The hotel provides all the best-in-class amenities that attract customers year after year. 
· The location is within the walking and striking distance. 
· It provides safe accommodation away from home.
· The hotel staff are given training on how to handle distressing situations which makes them competent for any emergencies.
· Cheval Blanc Paris implements the latest technologies that make it convenient for guests to search and book suites online (Faraj et al., 2021). 
	· The service delivery of this hotel is not up to the mark as the concierge is not so well trained in communication. 
· The room service breakfast is not hygienic as some customers have gotten terrible food poisoning only by consuming the food (Gupta et al.,2021). 
· The facilities and offerings are not improved which is a big concern for the hotel.The hotel is behind the curve. 
· The hotel does not use renewable sources of energy which increases pollution. This has dissatisfied the socially conscious customers. 
· The technology in this hotel does not work. The hotel has provided a tabloid for the guests to order room service but it does not work which creates an inconvenience for the visitors (Gupta et al., 2021). 

	Opportunities
	Threats

	· Cheval Blanc Paris has the opportunity to meet the needs of the customers by interacting with them every day during their stay. 
· The hotel can create a personalised service for the visitors to allow them to enjoy their holiday without any disruption (Folinaset al., 2020). 
· The hotel should update its technology which will provide seamless booking opportunities, and check-in and check-out activities. It should also enhance the in-room facilities. 
	· There are other hotels in France which offer similar services to Cheval Blanc Paris therefore, this hotel can easily lose its competitive edge. 
· The employees are the greatest asset of any hotel including Cheval Blanc Paris. If this hotel fails to improve the training of the employees, then the customers will be dissatisfied which will increase the customer turnover rate (Car et al., 2019). 


As a consultant, Cheval Blanc must be aware of all the future directions which would help them to improve their service to a large margin. This can be highlighted with the application of TOWS analysis which is highlighted  below;
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	External Opportunities (O)
	External Threat (T)

	Internal Strengths (S)
	SO
	ST

	
	· The hotel can see what amenities have been incorporated by the competitors. This competitor analysis will help Cheval Blanc Paris to improve its existing amenities (Serrano-Baena et al., 2021). 
· The hotel can use the latest technologies to promote the hotel to a large audience. This will provide them with the opportunity to target a large market. 
	· The industry rivalry can be eliminated by Cheval Blanc Paris if it executes the competitive analysis accurately. 
· The hotel must give proper training to the employees to improve their service delivery to the customers (Donate et al., 2022).   

	Internal Weaknesses (W) 
	WO 
	WT 

	
	· The hotel can communicate effectively with the customers to understand their needs and requirements. This will help to deliver excellent customer service and guests will satisfied. 
· The utilisation of new and improved technologies can help to enhance the hotel facilities. Cheval Blanc must also appoint a 24/7 technician so that the technologies can be up to date (Eid and Agag, 2020).   

	· Every staff member of this hotel should be well-trained to communicate effectively with the guests. Proper interaction with the customers will help foster a positive relationship which can improve the service delivery. 
· The hotel can stop using non-renewable sources of energy as it pollutes the environment to a large extent. Thus, it can use renewable sources of energy to retain customers who are concerned about the well-being of the environment (Alzoubi, and Jaaffar, 2020). 
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· Management and Maintenance: As per the above analysis, it has been brought to the attention that Cheval Blanc Paris has been facing management and maintenance issues as the staff of this hotel does not communicate effectively with the customers. Therefore, it would be recommended for the manager and owner of this hotel to ensure all the employees are politely greeting the guests who are visiting the hotel (Özdemir et al., 2019). The concierge is the first point of contact for the visitors therefore, it becomes necessary for the concierge to provide them all the necessary services that may or may not be needed by the customers. If the guest is having an issue with the room facilities then the concierge along with other employees should be ready to resolve the issue as soon as possible.  Some customers have complained about getting zero response in the mail whenever they are facing issues. Hence, the concierge should always send emails and provide excellent customer service to the customers (Awara et al., 2022). 
· Improving training of the employees: As mentioned before, the employees of this hotel have become nonchalant about their service delivery. Therefore, the managers need to give proper training to the employees so that they know how to take care of the customers. The manager of Cheval Blanc Paris should reiterate the customer service training to the employees (Park et al., 2022). This customer service training will help the employees learn more about communication, active listening, problem-solving, conflict resolution and empathy. It will help to foster a positive relationship between the employees and the customers. The manager of this hotel can implement this strategy by showing them videos of customer servicing or they can take the employees to a well-renowned hotel in France which is famous for delivering excellent customer service to the customers. This practice experience will help them to learn better. 
· Maintaining health and safety standards: The hotel should maintain hygiene by providing organically sourced food and keeping the rooms clean at all times. The employees must regularly clean and disinfect high-touch surfaces such as light switches, elevator buttons, door handles etc. As people visit this hotel from across the world, it can increase the chances of infection (Shapoval et al., 2022). Therefore, maintaining regular cleanliness is of utmost importance. The health and safety standards can be maintained if the owners develop and implement a housekeeping strategy. This will allow the housekeeping team to optimise the housekeeping tasks as efficiently as possible. The manager can outline the headcount of housekeeping staff that the hotel requires per shift. Furthermore, they should also create a cleaning checklist for the hotel to ensure all the health and safety standards have been met. Moreover, the housekeeping team must schedule a regular deep cleaning. This will not only boost customer satisfaction but will also reduce the risk of exposure to bacteria and viruses. This can also be implemented if the hotel invests in equipment such as steam carpet cleaners and pressure washing machines (Rosemberg, 2020). 
· Exclusive travel experience: It should be noted that Cheval Blanc Paris is designed and developed keeping the youth travellers in mind which makes it difficult for the ageing population to make them feel welcome in the hotel suite as they are not well familiar with the high-tech technologies used by the hotel. Therefore, Cheval Blanc Paris Hotel can implement certain strategies which can make it senior-citizen friendly (Ineson et al., 2019). For starters, the hotel should make the check-in and check-out process easier. It can be done by providing a separate employee to the ageing population who can always be at their service whenever they need any form of help. Employees should always interact with them in case there is an emergency. The hotel can provide a single-button remote to the senior citizens which they can press in case they need help with hotel amenities. The single-buttle remote will be free from any complexities which will allow them to be handled easily (Bharwani and Mathews,  2021). 
· Improving technology: The hotel does not regularly update the technologies which is why it malfunctions at the time of need which creates inconvenience for the customers. The manager of the hotel should check the technical functionalities of each room before the guest appears. The hotel can implement a 24/7 technician who will monitor the technologies and update them as the situation demands. In addition to this, the hotel can implement new technologies to improve efficiency, save energy, get a competitive edge and gain data-driven insights (Kansakaret al., 2019). Cheval Blanc Paris Hotel can integrate mobile check-in and check out which transforms the guest experience with integrated reservations and mobile apps. Through this mobile app, guests can also avoid long queues at the front desk. Furthermore, the hotel can provide keyless entry for the customers. Guests can use their smartphones as room keys to enter their hotel rooms. This keyless entry system will provide convenience and increased security to the customers (Nam et al., 2021). 
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The hotel will manage the changes suggested by the consulting company by implementing Lewin’s Change Management Model. This change management model has three stages which have been discussed even further. 
Lewin’s Change Management Model
· Unfreeze: The first stage in this model deals with perception management and intends to prepare the stakeholders for the upcoming organisational change. In this stage, the manager or Cheval Blanc Paris will implement effective change communication to get the desired outcome from the employees (Burnes, 2020). The manager will create a strategic change vision and change strategy to improve the training of the employees. The manager will further communicate the importance of this change compellingly so that employees can understand why the change is required. If employees have any concerns with receiving training again, they can highlight their points and the managers would address the concerns with honesty and transparency. Furthermore, the hotel will also design a new infrastructure to accommodate the older population effectively in the hotel. This will be done by communicating with business consultants who can further help in running smooth business operations (Tang and Tang, 2019).  
· Change: The managers of this hotel will ensure a continuous flow of information to obtain the utmost support from the team members. The managers will further organise change management workshops and sessions so that employees are aware of what is going to change and how one may integrate it within the organisation. If any employee is coping with the new implementations or regulations then the manager of this company will give them time and hear their feedback. If the staff has some suggestions, it can also be taken into consideration. To implement the above changes, the managers will provide them bonuses and other rewards for working extra shifts. They would also provide them discounts on holiday packages in the Cheval Blanc Paris hotel. This approach will motivate the employees and get them familiarised with the new changes (Roşca, 2020). 
· Refreeze: In this stage, the managers must reinforce the change quickly so that employees do not revert to previous behaviours. In doing so, the hotel will reward the early adopters and change champions who will embrace the change quickly in the hotel. The hotel will collect employee feedback regularly so that employees also feel they are valued in the organisation (Benhadda, and Chibili,  2019). 

[bookmark: _Toc165472116]Measuring the impact/success rate in the company
The success strategies will be measured by implementing the key performance indicators. The hotel should implement certain parameters such as complaints, service delivery, Average Daily rate (ADR), Revenue per available room (RevPAR), Average Length of Stay (ALOS), and Online reviews to measure the performance. E.g. the hotel should focus on the following factors such as;
· Complaints: The complaint rate for the employees should be less than 1. If the employees are rated more than one, it would mean that the customers are not satisfied. Therefore, the employees should always ensure that they are fostering positive relationships with the guests (Reem et al., 2022). 
· Service delivery: Every guest upon check out will be asked to rate their stay in the hotel. The visitors should get above 90% in the service delivery parameter. If the total percentage is below 90% then the hotel might need to improve their service delivery to a large extent. 
· ADR: This is one of the important metrics which are used to measure the average rate per occupied. It means the hotel can calculate the average amount of revenue collected daily for all of the rooms that are occupied by the visitors. The hotel can calculate this by dividing the room revenue by the number of rooms sold or occupied. For example, if each hotel room costs £2,000 and it manages to sell 50 rooms a day then the ADR will be £400. Thus, the hotel must ensure that it gets over £400 each day to be profitable in the business. However, this value can be changed when it is a lean season as the number of visitors might vary during the off-season (Ribeiro et al., 2019). 
· RevPAR: This is the measure to analyse the average revenue for a certain period based on the income across all the bookings. This can be measured by multiplying the average daily rate by the occupancy rate. This will allow the hotel owners to know how much revenue is being generated per room. If the RevPAR is high then the hotel will have a good occupancy rate. E.g. Cheval Blanc has 72 rooms of which the average occupancy rate is 90%. The average cost of a room for a night is £2,000 then the RevPAR of this hotel should be £180,000. The hotel should ensure that the RevPAR is always over £180,000. This will help the owner to make key assessments and decisions regarding the hotel property. 
· Average Length of Stay: If the hotel implements a strategy about technology, health standards and personalised guest experience then the average length of stay should be increased. It will also indicate that guests are satisfied. The hotel owner can use this data to make their pricing decisions for the future. If the hotel faces low ALOS then Cheval Blanc Paris can increase the room rate however this might not be affordable to a lot of customers. The hotel can measure the average length of stay by dividing the total occupied room nights by the number of bookings. E.g. if the hotel has 100 nights and 25 reservations then the average length of stay will be 4 nights (Duric and Potočnik Topler, 2021). 
· Online reviews: The hotel should ensure that customers are giving good reviews on the internet. Toensure the customers are providing good reviews, the hotel staff should deal with the customers politely. The housekeeping team should clean the rooms twice a day. Furthermore, the hotel should ensure all the amenities which are promised on the website are given to the visitors without any compromise. If customers are given false promises then it might dissatisfy them which can result in giving bad reviews on the internet. It can further lead to a customer attrition rate. 
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Staff training holds immense importance in the hospitality industry as it empowers employees with the knowledge, skills and mindset which are required to excel in improving service delivery. Therefore, if the Cheval Blanc Paris hotel implements training workshops for the staff then it can enhance their skills in dealing with customers. The average training cost per employee might be around £1,174.41 (Amos et al., 2020). So, the hotel should ensure that it can free up some money which can be utilised in training the employees. The implementation of technology will benefit the hotel in managing its inventory, booking,  reservations and customer data. High-tech technologies will also help in the smooth running of the business which can provide a seamless guest experience to the customers. It can attract even more visitors around the world which would increase the annual profitability of the business. If Cheval Blanc implements a smart room for each customer then it can cost around £380 to £8000 per room depending on the type of technology used. If the hotel implements all the strategies above then the operating cost will be around £7000 to £20,000 per room annually. The implementation of the recommended strategies can help the hotel to rebuild its brand and regain its lost reputation. Positive reviews will attract customers around the world which would increase the annual revenue of the organisation. 
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	No. 
	Problem
	Solution
	Desired outcome
	Time scale 
	Completion date
	Planned budget 

	1. 
	Poor management and maintenance of the hotel facilities 
	Implementing changes in the old model of the hotel structure. Old and outdated technology will be replaced with new ones. 
	Feedback about improper management will be improved and it will reassure the customers that their views have been taken into consideration. 
	3 months 
	01/07/2024
	£1,500 per room 

	2. 
	Outdated technology 
	Hiring technician who can resolve the technological malfunction in every room. New and smart technologies need to be incorporated for smooth running of the business. 
	The new technologies can ease the booking, reservation, check in and our services. Customers can avoid long queues which would save time. Having a technician 24/7 can help quickly resolve the defects without disrupting the stay of the customers. 
	5 months 
	01/09/2024
	£380 to £8000 per room

	3. 
	Lack of personalised experience 
	Leveraging past guest data to understand what they like and what they don’t. Asking a returning guest if they would like to make reservations just like last time. Providing complimentary in-room surprises to the customers. 
	When the hotel remembers the customer data it will make them feel that Cheval Blanc has paid attention to the needs and requirements of the customers. The personalised travel experience will force them to come visit the hotels. 
	2 months 
	10/07/2024 
	£3,000 per customer 

	4. 
	Lack of training
	Arranging workshops or sessions to provide accurate training to the employees. 
	Employees will gain communication, problem-solving skills. Customers will be encouraged to interact with the employees. Happy customers will be motivated to visit again in the hotel. 
	7 months
	24/12/2024
	£1,174.41 per employee
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Conclusion
Cheval Blanc hotel has held their position as a reputed hotel owner for a very long time and it is indeed true that the business has done some remarkable things which makes it a proper tourist stay across the year. The hotel is located two hours from Geneva which is an absolutely perfect spot for skiing or enjoying the mountain view. The style of this hotel is also warm and welcoming with a true sense of place. It includes serious art and designs which attracts visitors and makes it a perfect place for spending quality time with the family. However, the hotel has been accused of serious issues that have dissatisfied the customers over the years. Some visitors have complained about the lack of management and maintenance problems which has created inconvenience for the guests. The concierge along with other employees lack communication and the hotel staff has also been non attentive towards the customers. After Covid-19 pandemic, the hotel faced a lot of economic downturn which forced the hotel to take some measures that will again put the business on the map. In doing so, the hotel had to cut corners and implement strategies which might have decreased the cost of every room per night. This again has created problems for the guests who have limited budgets and cannot go beyond that. Cheval Blanc Paris have also been accused of not maintaining hygiene as the housekeeping staff did not clean the rooms and the bathrooms regularly. There were also dead flowers in the room which were not replaced by the housekeeping staff. These were some of the problems that created a negative image of the hotel and it resulted in customers giving negative reviews on the internet. This is the reason why the hotel needed to consult a professional in helping them identify the issues and creating mitigating strategies for them so that they can improve their operations and create more opportunities for further expansion of the hotels.
 Hence, as a professional consultant, it would be advisable for Cheval Blanc Paris to improve their management and maintenance operations so that it does not create any inconvenience for the guests. Furthermore, the hotel should give proper training to the employees to help them understand the importance of satisfying the customers which would result in them making repeated reservations in the hotel.  In addition to this, the hotels need to implement change management models and practices so that the stakeholders are aware about the change and make them familiar with it. In this process, it is also important that the hotel takes any advice and suggestions from the employees as they can also provide some new direction in improving hotel operations. If the employees have any concerns towards the change practices then those concerns will also be addressed to make them feel valued in the hotel. 
In conclusion, the report would like to thank Cheval Blanc Paris for giving Alix Partners the opportunity to collaborate on this project. The consulting company highly appreciates the time which has been spent by the hotel in understanding their business operations and providing them suggestions which can improve the operations of the hotel. Alix Partners is confident that Cheval Blanc Paris implements the strategies as suggested then it will reduce their operational cost and increase profitability within a short period of time. 
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B Bit Disappointing
Review of Cheval Blanc Paris

@O@OO Feviewed Aug6,2022

1would have given a 35 if| could because this time around, things did not go smoothly. We stayed here
in March and loved it so much that we came back to stay here again. Although the location is the same
and the room is just as lovely, there are a number of problems that popped up that we didn't expect
froma

luxury hotel that charges over €1500 per night

1The steam in the shower did not work. It was fixed the same day after we told them.

2. The bidet did not work. After 2 days, and a second inquiry from us, they told us that they couldn't fix it
andleft us a bottle of Champagne in the room.

3.0n the third day, housekeeping did not put out any hand towels,

4.The breakfast is at best average. In fact, we had better breakfast at other hotels and restaurants in
Paris. My husband complained that they did not know how to make French styled omelette.

Iwrote in my last review that their gluten free breakfast pastry was very poor and they replied that they
will try to do better nexttime. It is certainly not better this time around. | gave up asking for gluten free
pastry at breakfast and they probably gave up trying to serve them to me because | did not see any
after the first or second day. | brought pastries from other cafes and bakeries to breakfast.

1would not pay to have breakfast at their restaurant. You could get much better breakfast just about
anywhere else in the city at much more reasonable prices.

They do try to rectify and fix what they can after any complaints. The staff is superb. Everyone we have
encountered has never been anything other than professional, courteous and helpful.

1would suggest that at such an exclusive establishment, s part of their room readiness to receive new
clients, someone should go through and make sure every appliance in the room works. The clientis

paying for a fully functioning room where all the amenities work.
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The cons outweigh the pros

Review of Cheval Blanc Paris

Q@O0 Feviewed 30 Moy 2023

This review is late as | thought | had posted it after my stay. The hotel rooms are some of the finest
designed 5 star hotel rooms that | have ever been in. There was not a thing that you would need that s
notin the room beautifully stored. But the issues encountered wipe out all of these positives.

The concierges do not respond to emails on a timely basis when you want to make dinner reservations
or to ask a question about what day something may be closedThen check your confirmation that the.
date is what you requested. They were even more snooty in person and we ended up just making
decisions on our own.

Security will continuously ask you if you are staying in the hotel if they see you n plain jeans, but do not
ask people all decked outin LV clothes, shoes and carrying LV bags.

Itis known that the noise level on the 6th floor is bad, and | was offered sither the 6th or 5th. | took the.
5th, but FYI, the 5th floor is also noisy.

Dead Flowers were never replaced on a week stay. Housekeeping left cleaning rags in the bathroom.
They spray perfume in the halls which may affect people sensitive to smells.

Breakfast help was not friendly and this was the only place | have had a bad croissant

The location is great, but... Traffic can be bad which makes calling an Uber take  long time, and they
may cancel on you. Additionally,if you put the hotel in Uber for a return to the hotel, they will take you

on @ one way street slightly
behind the bridge road. . It you put in La Samaritaine, Uber can cross the bridge and get you there

for along ride around as they cannot just cross the bridge as the hotel

much faster, but you may have to walk 30 seconds to the hotel front door.

1o to Paris every couple of years and was so looking forward to staying here, but | am one and done.
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