Name of report – Strategic Response and Recovery Plan for Hotel Wailea Amidst the Covid-19 Pandemic 
The name of the hotel (Hotel Wailea) and the department (Operation Management) I am consulting on
Module: Organisational Consultancy 
Module code: BMIH6005
Module Lead: Jaliya de Silva 
Student name and number: Iuliana Adriana Hurmuzache  - 2129809 
Name of the consulting company – Huron Consulting Group
[image: Huron Consulting Group Inc (HURN) Reports 25.5% Increase in Q3 2023  Revenues, Raises 2023 Guidance]
[image: Derrin Abac – Hotel-Online]











Date of Submission: 30 May 2024


Table of Contents
1. Executive Summary	3
2. Introduction	8
3. Analysis	11
3.1 Causes of the Issues	11
3.2 Analysis of the Issues	12
3.3 Research Methodology	18
3.4 PESTEL Analysis	18
3.5 SWOT Analysis	20
3.6 TOWS Analysis	21
3.7 Areas of Positive Performance	22
4. Recommendation	24
4.1 Recommendation 1: Improving Health and Safety Policies	24
4.2 Recommendation 2: Best use of Digital Technologies	26
4.3 Recommendation 3: Develop Staycation as well as Holiday Packages	29
4.4 Recommendation 4: Implementation of Staff health support programs	32
5. Action Plan	35
6. Conclusion	37
7. References	39



[bookmark: _Toc167837572]1. Executive Summary
This consultancy report by Huron Consulting Group presents key issues that Covid-19 has presented Hotel Wailea with. COVID-19 has tremendously affected the hospitality industry globally ranging from operations, guests’ behavior, and organizational viability. This paper focuses on the hotel business of Hotel Wailea, a standard accommodation solution based in Maui, USA, has been significantly affected by the Covid-19 pandemic and therefore, it is crucial to manage this organization by formulating the right strategies to achieve excellence in the new normal environment.
With regard to address the issues or problems, the first concern here is that the catastrophic effects of Covid-19 pandemic are manifold on the company’s – Hotel Wailea. The hotel is subjected to the following intense issues like health and safety concerns, financial strain, declining occupancy rates, staff well-being issues, inadequate digital infrastructure, and the need for enhanced customer interaction. Each of these issues disrupts operations, threatens profitability and diminishes the hotel’s market standing.
Regarding the aspect of the findings of this study, COVID-19 has affected health consciousness of the guests and the consumption of tourism services has and thus the level of guests’ confidence is low. There are higher expectations in terms of health and safety measure to be put in place which warrants capital intensive affairs such as procurement of innovative cleaning equipment and construction of special training for cleaners.Some of the factors like restricted movements both inter and intra-country and reduced sales of business and leisure travels became relevant. From Bureau of Economic Analysis (BEA)it was noted that the hotel’s occupancy rate fell by 55% in the first quarter of year 2020 in comparison with first quarter of year 2019. According to the survey of Society for Human Resource Management (SHRM) in 2021, there was the Travelers' top as like top preference of 67% voted for Cleanliness and Hygiene due to their health and safety concerns priority when choosing accommodation during the pandemic among the tourists. According to another survey of Society for Human Resource Management (SHRM) in 2021, the direct costs associated with cleaning and sanitation went up by 20% in an average among hotel businesses during the COVID-19 outbreak. According to the article of Forbes in 2021 as highlighted that companies saw a 30% rise in negative reviews about certain policy changes due to Covid-19 from online review platforms including TripAdvisor and Google Reviews. According to Bureau of Economic Analysis (BEA) in 2021, 15% of employees in the hotel industry were either furloughed or had been let go during initial phase of Covid -19 during 2020 but it increased with the passage of time and therefore reached to 45% during the worst of the pandemic at 2021. All these things necessarily affect revenues, and turns operational fixed costs into a problem to solve, rather than a distraction to ignore.
Even when the number of guests is low the hotel and its staffs will still have to pay other expenses such as electricity, water, repairs, and wages. These expenses have resulted in overall operating revenue loss besides fixed constant running costs which has greatly affected the hotel financially.The pandemic led to adapting to remote contact and communication even more rigidly. This generation of travelers does not differentiate between online and offline experiences and expects integrated solutions for every touchpoint throughout the entire journey starting from the booking, to check-out process. Currently, Hotel Wailea barely effective to address these demands since its digital activities lack the capability of winning the customers and generate good sales.
The disruption due to the pandemic will likely have had impacts on staff morale and work output levels. Evidently, these aspects remain compelling due to health implications and uncertainties in employment, which ultimately hinder the formation of a dedicated and productive workforce.Due to pandemic the travelling restriction to any international country is very tight, so there is a more concentration on domestic travelers. Therefore, it may be necessary for the current Hotel Wailea in Maui to come up with staycation packages that would enable it capture business from the local markets. Nevertheless, competition is stiff, and it becomes very important to find other ways to set your product apart from the rest.In as much as guests’ choice is important, it is equally important that they are well informed or updated on what we as service providers have planned for them. At the current time, the communication with the guests to ensure that they do not encounter certain issues is very weak, hence negatively affecting guests’ satisfaction and their patronage to the hotel.
Regarding the analysis of this study, to capture and understand these findings, various tools and models including PESTEL, SWOT, and TOWS have been employed. In the PESTEL analysis, the potential external influences the hotel must address as part of its business environment were recognized, namely the political, economic, social, technological, environmental, and legal factors affecting the hotel’s operations. For example, a regulatory that restrict movement (political); organic changes that lowers income for the consumers (economic); and customs that raised standards for health or security (social) have affected the hotel. Environmentalism issues have also played an important role in making alterations in the traditional working habits because of new technologies. The analysis of SWOT within the hotel environment helped in analyzing the internal strength and weaknesses and external opportunities and threats in the business environment. A major opportunity is that there have increasing demand for domestic and staycation travel and the major threat is like potential negative reviews and reputational damage due to lack of health safety protocol. Based on TOWS, possible strategies for transforming threats into opportunities and weak signals into strong has been outlined. For instance, the digital technological incompetence of the hotel in terms of guest engagement can be transformed into strength with the help of technologically advanced methods of engaging guests, while the decline in international tourist visits due to the pandemic crisis can be changed into opportunity via developing staycation packages.
Regarding the aspect of giving recommendations from findings and analysis, it is recommended to adopt higher hygiene protocols like using electrostatic spraying machines and UV light contactless sanitization, provide constant staff training on updated health and safety measures and policies to have the best and safest working standards and make sure health and safety details are relayed adequately to guests by using many means to increase their confidence in the safety protocols adopted and adhered to.
In addition to, it is also recommended for the hotel to improve its digital media, CRM, and other forms of technology aimed at interacting with the customers, to ensure that guests’ experience and satisfaction levels are enhanced through the use of customer databases and other automated methods of messaging and to immediately and directly target customers through e-mail, text messaging, or even social media in the event of any updating or new offers are to be availed to the clients. Moreover, it is recommended that valuable staycation packages that entail cooperation with hotels, local tourist attractions, and restaurants must be developed to attract guests from the immediate area, extensive advertisements within and without the region should be initiated to generate awareness and interest in the hospitality industry, more flexible booking policies and spectacular offers should be provided to enhance the local tourism industry and hotel occupancy ratios.Even, it is recommended to incorporate health promotion measures and initiatives that will target workers’ physical and psychological well-being, for example, bringing on-board trainers and experts, providing the employees with an opportunity to work from home and with adjustable work schedules, to reward the employees for their efforts and boost their morale in regard to job satisfaction and lowered turnover.
So, the Covid-19 has brought a set of issues to Hotel Wailea as like health and safety concerns, financial strain, declining occupancy rates, staff well-being issues, inadequate digital infrastructure, and the need for enhanced customer interaction. Resolving these issues has to be adjusted tactically, in order for the hotel to regain the lost business and develop further successfully. Among the stated recommendations, it is possible to consider all these things that would fit well in the current context of Hotel Wailea to respond to the challenges of the current crisis and pave its further way. The improvement of health and safety regulation, digitalization of the system, the provision of staycation packages, and the encouragement of staff’s well-being are advisable for the company.
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The issue that will be discussed in this report are the effect of the lockdown ever since the Covid-19 pandemic hit the world. This global crisis has posed unprecedented challenges on the hospitality industry, alterative hotel operation modes, and guests’ behavioral changes, amongst others which has impacted business sustainability. One of the biggest issues is the increased health risks for the tourists that have negatively impacted the trust of the guests and require significant investment to implement modern sanitation equipment and procedures based on current sanitary standards (Pantelidis, 2021). Moreover, the limitation of movement and the worldwide hit of the COVID-19 virus that resulted in a decrease in the number of business trips as well as tourism in general led to a significant decrease in the occupancy rate, which directly affects the hotel’s income. Although the occupancy levels are relatively low, the hotel has to pay the utility bills, maintain the infrastructure, and pay its workers’ wages, thus being in the red. Moreover, the COVID-19 has revealed the lack of the digital support in the hotel industry. These digital shortcomings pose limitations to the growth of the hotel in fulfilling changing customers’ needs and expectations in their online experiences and engagement. Staff welfare and staff retention have also become areas of concern (Sucheran, 2021).
The hotel called Hotel Wailea was established in 2014, as a company that belongs to the category of luxury, clothing optional travel destination, and it is an adult only resort, located on the island of Maui. An accommodation facility in the hotel industry is comprised of 72 mammoth suites that are set in 15 acres of attractive tropical gardens. These lavish facilities comprise expansive ocean view terrace, elegant furnishings and extras, besides opulent balconies, making it quite secluded for the guests(Hotel Wailea, 2024). It is a type of luxury hotel focused on hospitality and food and beverage service; through such a hotel, one gets useful services, delicious food, and individual lessons, which is why people like it and the hotel receives only positive comments.It is in this context that Hotel Wailea targets to hold a unique selling proposition to its guests, which seeks to allow them to enjoy their holidays without the bustle of other great hotels. Like other hotels anywhere in the world the location is a plus; this hotel is situated on the hill side of south shore Maui with direct view of the Pacific Ocean and the surrounding island; this is the best place for tourists who want to cut work from their tight schedules as well as those adventure lovers(Hotel Wailea, 2024).
The name of the consulting firm is Huron Consulting Group that have been approached by Hotel Wailea to consult on a specific issue the hotel is experiencing. Huron is one of the leading professional consulting service providers which was established in the Chicago, Illinois. It offers a consultancy service to clients in the healthcare industry, education, life sciences, hospitality, as well as commerce(Huron Consulting Group, 2024). It was founded in 2002. Current key management personnel include the Chief Executive Officer and the President, James H. Roth who has held the positions since 2009. This firm offers professional advice on corporate compliance, business performance optimization, technology, and legal consultancy, including financial and operational consulting about various types of businesses. It provides consulting services to the universities and academic healthcare systems in various segments, such as research, student journey, and strategy. It also offers management consultancy solutions to different categories of hospitality industry and other commercial organizations and business’ specialization in compliance, restructuring & commercial litigation & business solutions. The organization has over 4,000 employees in offices in the United States, Canada, India, and other locations. Though it has been established and mainly operates in the United States, Huron has a limited international operation through its Huron Eurasia India and Huron Saudi Limited branches (Huron Consulting Group, 2023).
The aim of this consultancy report is to provide Hotel Wailea with a detailed assessment of the issues caused by Covid-19 pandemic and renders strategic recommendations towards addressing various challenges. By utilizing the understanding gained from PESTEL, SWOT, and TOWS matrix assessment, this consultancy report aims at helping the hotel improve guest satisfaction, enhance overall operational efficiency, and achieve long-term sustainable growth (Newton, 2022). 
For the purpose of coming up with concrete recommendations that would help Hotel Wailea solve the given problems, it would be pertinent to use various theoretical tools such as the PESTEL Analysis tool that would help assess the organization’s external environment, including Political, Economic, Social, Technological, Environmental and Legal factors.The operations of the hotel industry can be effectively analyzed using a SWOT Analysis that will provide an insight into the internal strengths and weakness of the hotel as well as the opportunities and threats that are available in the outside world. and TOWS Analysis which will aid in identifying the strategic management of linking the internal capabilities and threats of the hotel to the external opportunities and threats with proposing the imminent strategic strategies that turn the threats into opportunities for development and enhancement (Marsh, 2021).
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The Covid-19 crisis has affected the world and has inevitably impacted several sectors including the hospitality industry. Indeed, Hotel Wailea has been on the receiving end of these impacts, encountering a number of challenges which have impacted on operation, profitability and reputation. The emergence of Covid 19 posed various risks for Hotel Wailea on its health and safety of its customers and employees, decline in customer occupancy, financial impacts, lack of online capacity, employee burnout, shift in competition, and ineffective communication with its customers. The COVID 19 pandemic has brought its own set of risks to this luxury, small, adults only, all-inclusive resort that is situated in the secluded area which offers maximum privacy. The following part of the report offers an extensive overview of these problems, their genesis, and, in more detail, the effects they have on Hotel Wailea (Dugienko, 2020).
[bookmark: _Toc167837575]3.1 Causes of the Issues
Government-Imposed Travel Restrictions and Lockdowns
Government interventions that were mainly used to prevent the further spread of Covid intended included restrictions on movements through-lockdowns and bans on travelling through restrictions on non-essential travel (Biradar, 2020). These measures significantly limited the mobility of people within and between countries across the globe. These restrictions caused drastic reductions in occupancy, leading to a reduction in booking by approximately 55% to the hotel (BEA, 2020). 
Health and Safety Concerns
The pandemic created a focus on the need for cleanliness and safety and brought forward the need for proper sanitation and sanitation protocols especially for spaces such as hotels. From a health and safety perspective COVID-19 is highly infectious, which has become a major concern to the guests and employees (Korinth, 2022). It is noted that guests may be afraid to get infected while being in hotels and staff members can also become infected during their shift. In response to these issues, Hotel Wailea has had to devote a lot of effort to maintaining hygiene standards and safety measures. The specific challenges that Hotel Wailea faced include the necessity of improving cleaning protocols, providing the staff with personal protective equipment, and rearranging the areas that are accessible to the public to meet social distancing standards. These measures acted as restraint of operations because they raised the operating costs massively (Guleria, 2020).
Economic Downturn
The economic consequences of the pandemic caused a decrease in discretionary income for the people and instability in business. This resulted in decreased bookings because many consumers cut back on spending on travel and accommodation. Business travel was also affected because most businesses reduced their expenses with the help of teleconferencing (Chhabadia, 2021).
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Reduction in the occupancy levels and revenues
Due to the outbreak of Covid-19 in the world, several industries including Hotel Wailea have experienced a decrease in occupancy levels and revenues. Measures such as closed borders, quarantined measures and just people’s hesitance to travelling due to health purposes have led to a lowering of hotel reservations. The decrease in occupancy automatically means that there are fewer people in hotel rooms and other booked areas, which greatly affects the financial returns of the hotel(Lumpkin, 2020). 

Fig: Occupancy rate for Hotels in USA from 2019 to 2020
According to (Statista, 2020), hotel occupancy rates in USA fell from 78% in 2019 to 30% in 2020 during peak time of pandemic.
Indeed, Hotel Wailea recorded a decrease in its revenues as well, with a 56% decline in its overall revenues as compared to the first quarter of 2020. This decline led to the financial challenges where the hotel was stretched to pay fixed costs for things such as wages, power, and maintenance costs. The decrease in operating cash flows also restricted the hotel’s capacity to make required operational modifications regarding health and safety compliance (Jiang and Wen, 2020).
Health and Safety Concerns
The safety of guests and staff became a concern and thereby, increased cleanliness measures and PPE were bought (Xiao, 2020). 

Fig: Travelers' top priority when choosing accommodation during the pandemic
According to the survey of (SHRM, 2021a), there was the Travelers' top as like top preference of 67% voted for Cleanliness and Hygiene due to their health and safety concerns priority when choosing accommodation during the pandemic among the tourists.

Fig: Costs for cleaning and sanitation in USA Hotel Businesses from 2019 to 2020
According to another survey of (SHRM, 2021b), the direct costs associated with cleaning and sanitation went up by 20% in an average among hotel businesses during the COVID-19 outbreak. 
Indeed,Hotel Wailea incurred more expenditure on health and safety measures, there was more pressure on operating costs. These measures proved helpful in ensuring guest safety, yet they affected high operating costs significantly. Due to the outbreak of coronavirus, the hotel was faced with so much pressure when it came to meeting its health standards as well as managing its costs (Dogru et al., 2023).
Reputation Management
Covid-19 measures that were put in place also received several complains from the guests hence leading to a bad reputation of the hotel. Lack of cleaning, lack of facilities and what appeared to be a lack of safety measures were some of the issues that were reported most often (Chen, 2021). 

Fig: Rise of Negative Reviews in Online Media from 2019 to 2021
According to the article of (Forbes, 2021)as highlighted that companies saw a 30% rise in negative reviews about certain policy changes due to Covid-19 from online review platforms including TripAdvisor and Google Reviews. These kinds of negative reviews affected the overall star ratings of the hotel and possibly discouraged guest bookings. Implementing these changes meant not only making modifications at the operational level but also ensuring that several communication initiatives were encoded to inform guests the relevant information for their safety (Chen, 2021).
Operational Challenges
Employee accessibility was disrupted due to sickness, quarantine, and social distancing measures, which led to limited staff, reduced labor capacity, and low organizational productivity (Duda and Bernat, 2022). 

Fig: Staff either furloughed or laid off in Hospitality Industry from 2020 to 2021
According to (BEA, 2021), 15% of employees in the hotel industry were either furloughed or had been let go during initial phase of Covid -19 during 2020 but it increased with the passage of time and therefore reached to 45% during the worst of the pandemic at 2021. Similar to other businesses, Hotel Wailea experienced staff management issues as many workers could be off for weeks consecutively. This affected the quality of services resulting to longer waiting times, fewer available rooms, low customer satisfaction. This indeed raised operational challenges on how a limited human resource can deliver consistent service quality (Gustafsson, 2020).
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To avoid any bias in the analysis of the issues caused by the Covid-19 pandemic outbreak, appropriate research method like secondary research method will be used to collect data and information from various sources such as industry, government, academic, and news sources (Mitchell, 2022). These include the UK Hospitality Industry Report, SHRM survey, Newspaper articles and reports from the Bureau of Economic Analysis (BEA) to gain an understanding of the broader trends within the industry as well as the social and economic effects of COVID-19.
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The PESTEL framework is a dynamic model for making the assessment of external factors that affect the operation and performances of Hotel Wailea in the hospitality industry (Feys, 2022). 
	Factor
	Description

	Political
	Changes in government policies related to tourism, travel restrictions due to Covid-19, and international relations affecting travel patterns. The U.S. travel advisories and regulations have a significant impact on tourism inflow(Asmoro, 2021).

	Economic
	Economic downturns and recessions can reduce disposable income and travel budgets. Exchange rate fluctuations also affect international tourism. The economic impact of the pandemic has led to decreased spending on luxury travel(Asmoro, 2021).

	Social
	Changes in consumer behavior due to health concerns, increased preference for local or staycation options. Social distancing norms have altered the way services are provided. Rising awareness and demand for health and safety measures among travelers(Asmoro, 2021).

	Technological
	Advancements in digital technologies, online booking platforms, and contactless services. Increasing use of social media for marketing and customer engagement. The adoption of technologies to enhance guest safety and convenience(Asmoro, 2021).

	Environmental
	Environmental sustainability trends, guests’ preferences for eco-friendly accommodations. Impact of climate change on travel patterns. The hotel’s location in Maui, an environmentally sensitive area, necessitates adherence to sustainable practices(Asmoro, 2021).

	Legal
	Compliance with health and safety regulations, labor laws, and environmental regulations. Legal implications of Covid-19 related cancellations and refunds. The evolving legal framework around pandemic response measures(Asmoro, 2021).
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The SWOT framework is a dynamic model for rendering a comprehensive overview of internal strengths and weaknesses a company have as well as external opportunities and threats a company faces (Seth, 2022).
	Strengths
	Weaknesses

	- Luxurious and unique property offering a boutique experience.
	- High operational costs, particularly with enhanced health and safety protocols.

	- Strong brand reputation and high customer satisfaction rates.
	- Dependence on international tourism, making it vulnerable to global travel restrictions.

	- Prime location in Maui, a highly desirable tourist destination.
	- Limited digital presence compared to competitors, affecting online bookings and engagement.

	- Commitment to sustainability and environmental practices(Hotel Wailea, 2024).
	- Reduced staff due to cost-cutting measures, impacting service quality(Hotel Wailea, 2024).

	Opportunities
	Threats

	- Increasing demand for domestic and staycation travel.
	- Ongoing travel restrictions and uncertainty due to Covid-19.

	- Leveraging digital technologies for enhanced guest experiences and operational efficiency.
	- Economic downturn affecting discretionary spending on travel and luxury accommodations.

	- Partnerships with local businesses to offer unique experiences.
	- Rising competition from other luxury resorts and vacation rentals.

	- Expanding health and wellness services to attract health-conscious travelers(Hotel Wailea, 2024).
	- Potential negative reviews and reputational damage if health protocols are not perceived as adequate(Hotel Wailea, 2024).
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The TOWS framework is a dynamic model for rendering assessment as peron SWOT analysis, with the focus on strategies towards converting the weaknesses into strengths and also threats into opportunities (Brothers, 2022).
	Strengths (S) / Opportunities (O)
	Strengths (S) / Threats (T)

	- Leverage the hotel’s strong brand and unique offerings to attract domestic and staycation travelers.
	- Utilize the hotel’s reputation and customer satisfaction to differentiate from competitors and maintain market position.

	- Expand digital marketing efforts to highlight sustainability practices and unique experiences to attract eco-conscious travelers(Hotel Wailea, 2024).
	- Ensure rigorous health and safety protocols to mitigate negative reviews and reputational damage(Joshi, 2022).

	Weaknesses (W) / Opportunities (O)
	Weaknesses (W) / Threats (T)

	- Invest in digital technologies to enhance online presence and guest engagement.
	- Develop cost-effective strategies to maintain service quality with reduced staff.

	- Enhance operational efficiency to manage high costs of health and safety measures.
	- Diversify target markets to reduce dependence on international tourism.

	- Focus on health and wellness services to attract a new segment of travelers(Hotel Wailea, 2024).
	- Strengthen communication and transparency regarding health protocols to reassure potential guests(Joshi, 2022).




[bookmark: _Toc167837581]3.7 Areas of Positive Performance
Despite the effect of the Covid-19 pandemic on Hotel Wailea, the organization has been able to maintain several strengths such as the following. These positive areas of performance can therefore be used to build upon and to form the basis for a recovery and sustained improvement (Dugienko, 2020).
Strong Brand Reputation
The company receives a lot of advantages from being a part of the well-known Hotel Wailea chain that offers good quality at reasonable prices. Thus, the brand reputation informs the customers about a good and dependable experience which is essential in moments of heightened risk. In general, guests consider taking accommodations that are affiliated to widely recognized hotel brands, particularly when cleanliness is paramount (Joshi, 2022). The established brand identity effectively positions Hotel Wailea in the competitive hotel market, thus retaining and gaining customers. Hotel can tap in loyalty programs offered by Hotel Wailea to attract its consumers repeatedly so as to remain loyal to the company (Noordzij, 2022).
Diverse Room Offerings
The hotel has a wide variety of rooms, starting with standard, luxury suites and presidential suites for guests of different tastes and requirements. From the comfortable and beautifully located in-room suites to the luxurious tropical villa, which is more of a private oasis, the Hotel Wailea has different scopes of services aimed at improving guests’ comfort and experience. This diversity is very favorable in trending because the hotel will be able to accommodate as many different people as possible, whether it is couples, families, or individuals who have different interests and desires, but who nevertheless appreciate a high level of comfort and services. Therefore, the opportunity to set up something distinct in different rooms makes the Hotel Wailea advantage compared to the main competitors (Khan and Wang, 2020).
Loyal Customer Base
Loyal customers have been created over the year and this can be seen from the fact that Hotel Wailea has maintained a high number of returning customers. Loyal customers and brand loyalty can be a valuable commodity, particularly in the current climate of the global pandemic (Nayak, 2022). Since loyalty clients are important sources of income, the flow of the latter does not fluctuate sharply even if new clients are scarce. Customer loyalty results into brand champions who recommend the hotel and post positive reviews. The key advantage of having a loyal clientele is the regular inflow of feedback, which may pinpoint problems that the hotel can work on and rectify immediately (Khan and Wang, 2020).
Strategic Location
The hotel is located in the territory of Maui, Hawaii, which makes it effectively placed in one of the most favorable zones. Maui is one of global attractions among tourist, famous for its beautiful sandy beaches, vegetation and culture. Since the Hotel is located in one of the most important and beautiful provinces of Peru, it offers guests a chance to go out on different visits and have fun. This makes the hotel sellable and also puts the hotel in a strategic position to compete with other luxury hotels in the market (Noordzij, 2022).
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The following recommendations might have been obtained from the above findings and analysis of Hotel Wailea during Covid-19 and dynamic to combat the challenges, improve performance, and ensure future recovery (Donthu, 2020). All of them involve a detailed plan of how to implement them, suggestions for managing the change process and how to track the effectiveness of the recommendation.
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Strategic improvements in health and safety policies by Hotel Wailea should be prioritized to meet the customers’ concerns and adapt to new guidelines during the Covid-19 crisis. This recommendation is designed to assure guests, reduce health risks, and protect the asset of the hotel (Dung and Giang, 2020).
Implementation Steps:
Adopting Advanced Cleaning Technology: Purchase advanced cleaning tools like electrostatic sprayers, UV light sterilizers, HEPA air purifiers, and other tools. 
Train the housekeeping staff how to use properly these technologies and integrate them into the operations of the daily cleansing regime (Colfer, 2021).
Maintaining Effective Guest Communication:It is recommended to use website, email, and social media to notify guests about the updated protocols for health and safety.Ensuring that there are signages all over the hotel regarding the safety measures and policies to be taken by the guests (Colfer, 2021).
Providing Regular Training: Establishing extensive training programs elucidating new cleaning measures, hygiene requirements, and safety practices. Scheduling the meetings for all personnel to reinforce the measures and protocols that should be followed without compromise (Colfer, 2021).
Change Management Strategies:
Employee Involvement:Keeping the employees involved in the process of designing and modifying the cleaning plan to make them more involved (Kotter, 2022).
Recognition and Rewards: Developing an award system to reward staff and employees who maintain the Health and Safety guidelines of the firm consistently (Kotter, 2022).
Continuous Feedback: Implementing the ways through which employees can give their feedback regarding the new set protocols and ways through which the issue can be rectified (Kotter, 2022).
Measuring Success:
Internal Audits: Perform periodic assessment and surveillance to check for adherence to the standard practices and potential issues with compliance (Whittington, 2022).
Reduction in Complaints: This means tracking guest feedback and feedback associated with cleanliness and safety in particular, in order to evaluate the change over time (Whittington, 2022).
Guest Satisfaction Surveys: It would be beneficial to collect information from the guests concerning their level of satisfaction with cleanliness and precautions taken during the COVID-19 pandemic (Whittington, 2022).
Potential Benefits:
Improved Guest Confidence: Measures should be taken to improve the provision of health and safety that will help in gaining the confidence of individuals and thus more bookings will be made (Gökalp and Demirörs, 2022).
Risk Mitigation: Adherence to the protocols minimizes the spread of the virus within the hotel environment to the guests as well as the workforce (Gökalp and Demirörs, 2022).
Positive Reputation: Protecting the lives of the hotel guests will just help in advertising the hotel hence pulling in more customers (Gökalp and Demirörs, 2022).
Costs:
Equipment Investment: The expenses for acquiring advanced cleaning technologies and protective clothing for employees are considerable (Nhamo, Dube and Chikodzi, 2020).
Communication Costs: Implementing the major investment in the communication channels and signs to ensure the right messages about safety are delivered to the guests (Nhamo, Dube and Chikodzi, 2020).
Training Expenses: Allocating a budget to the training program in terms of budgetary provision towards the development of the training program and the training of staff for the program (Nhamo, Dube and Chikodzi, 2020).
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Hence, Hotel Wailea needs to invest in digital platforms that enhance guests’ satisfaction, operations performance, and organizational adaptability in the Covid-19/post-Covid-19 environment. By means of incorporating the novel technologies into the hotel services, one is trouble-free to achieve the goal of enhancing the efficiency of the services, attracting more customers and thus differentiating from competitors (Dung and Giang, 2020).
Implementation Steps:
Contactless Solutions:To minimize contact between guests and personnel, therefore passing on the virus, one should consider avoiding direct contact with guests during check in and check out by offering no contact solutions.Adopting smart technology solutions in the mobile key access to enable the guests to open doors of their rooms using their mobile devices (Ioannides, 2020).
Data Analytics:Using statistical metrics to assess the guests’ patterns, frequency and behavior with regard to their booking and satisfaction.Using analytics approach in pricing decisions, decision on the room space, and possible marketing promotions (Ioannides, 2020).
Digital Marketing: Adapting and diversifying spending on connective digital marketing areas like social media, SEO, and paid advertisements. To entice the customers to purchase staycation packages, early bird promo and other important measures implemented for safety concerns (Ioannides, 2020).
Change Management Strategies:
Advancing Support Systems: Implementing advanced contact center services that address technology issues within guests and staff members (Robinson, 2022).
Feedback Mechanisms: Collecting of the guest and staff feedback regarding digital solutions with the aim of finding out what can be changed or enhanced (Robinson, 2022).
Conducting Staff Training: Scheduling the training sessions for other personnel to enhance appreciation of revamped tools and strategies concerning the satisfaction of customers (Robinson, 2022).
Measuring Success:
Digital Engagement Metrics: Monitor web activity measurements such as number of hits to the site, downloads of relevant applications and engagements on various social media platforms to measure the effectiveness of the specific digital advertising drive (Doarn and Frenk, 2021).
Guest Satisfaction Surveys: It is recommended to conduct random polls from time to time to determine the degree of satisfaction with guests by means of digital solutions and identify enhancements (Doarn and Frenk, 2021).
Adoption Rates: Supervise the usage of check-in/check-out without the direct contact and mobile key technology among the guests (Doarn and Frenk, 2021).
Potential Benefits:
Enhanced Guest Experience: These include self-service and mobile access they draw a lot of satisfaction to the guests and at the same time they give a perception of security being enhanced (Adams, 2022).
Competitive Advantage: In this approach, Hotel Wailea is described as a technologically geared business concern that sets it apart from the competition by use of technology (Adams, 2022).
Operational Efficiency: It is possible to achieve improved operational productivity through the use of advanced technology solutions which reduces the amount of paperwork as well as the overall effectiveness of the employees in the establishment (Adams, 2022).
Costs:
Technology Investment:Regarding the adoption of increasingly contactless solutions and digital marketing platforms, it is necessary for the business to make investment in software and hardware and infrastructures (Jaiswal, 2020).
Marketing Budget:There might have the costs for publicity as well as marketing purposes for the placements of digital marketing advertisements and other promotional items (Jaiswal, 2020).
Training Expenses: There might have the costs that relate to staff training and any other development program that is likely to assist the employees in the development of familiarity with the new tools and technologies (Jaiswal, 2020).
[bookmark: _Toc167837585]4.3 Recommendation 3: Develop Staycation as well as Holiday Packages
To fully capture the increasing market of domestic tourists, Hotel Wailea needs to offer the local tourists appealing and fulfilling staycation deals that will encourage them to pull out a break but within their neighborhood. In this sense, the hotel has a significant role in encouraging the guests, satisfying their expectations and needs as local customers, the increase in market occupancy rate, additional revenues, and market dominance will be the consequent value (Dung and Giang, 2020).
Implementation Steps:
Partner with Local Attractions: Rendering alliance with other business entities including tourism industries such as; Whipsnade Zoo, Maui Downs, historical sites among others to offer special promotions that entail accommodation and other related activities such as attraction ticket.Providing the guest with promotions that cannot be accessed by anyone besides the guest in order to attract the staycation promotion (Connors, 2020).
Flexible Booking Policies:By providing a flexible policy of check-in and check-out and the timing of cancellations, guests can be assured during the organization of their staycation trips.Making sure that the cancellation, refund policies and changes of date options are well displayed depending on the nature of the business (Connors, 2020).
Promotional Campaigns: Designing promotional appeals to integrate with the general population to buy the staycation packages directly via the website, social media pages, or newsletters, and targeted local media outlets. Emphasizing the benefits of each package underlining the possibility to save time, the opportunity of making a money saving, and the opportunity to relax and reveal more (Connors, 2020).
Change Management Strategies:
Collaboration: It is to consult the staff of different departments to brainstorming for the possible staycation packages and its viability for the guests and for Easy Hotel (Harrison, 2022).
Feedback Mechanisms: Another method is to implement feedback procedures in order for the hotel to gather data from guests who would wish to book staycation packages, with the view to redesign its products and services to cater for the new trends (Harrison, 2022).
Training and Development: Ensuring that the frontline employees make their guests aware of the different options under the staycation during the reservation process and on arrival (Harrison, 2022).
Measuring Success:
Occupancy Rates:Tracking the changes in occupancy levels, or the number of bookings from staycation packages against prior time intervals (Gazi and Bhuiyan, 2021).
Guest Satisfaction: To understand the level of satisfaction of guests who take the staycation packages and also the prospect for the hotel to improve, they should be invited to complete a satisfaction survey (Gazi and Bhuiyan, 2021).
Revenue Metrics: Assess the growth of the overall hotel total income and check the effectiveness and sales of staycation packages (Gazi and Bhuiyan, 2021).
Potential Benefits:
Increased Occupancy:Enticing the local guests who are eager for affordable and convenient accommodation services to boost the occupancy ration and room sale (Cieri and Minbaeva, 2020).
Market Differentiation:Attracting the local guests, offer recognizable and appealing staycation promotions that will set you apart from other establishments (Cieri and Minbaeva, 2020).
Enhanced Guest Experience: Creating added value for the guests by offering combined hotel and attraction as this will improve people’s staycation (Cieri and Minbaeva, 2020).
Costs:
Marketing and Promotion:The costs of any marketing and promotional means, which would help disseminate the information on the details of staycation packages to the larger market (Gazi and Bhuiyan, 2021).
Staff Training: More focus should be placed on training so that front-line employees understand the features of the staycation packages as well as employ willingness when convincing clients to take packages (Gazi and Bhuiyan, 2021).
Partnership Fees: Many local facilities should be persuaded to make contracts agreeing to be paid cash or, probably, a portion of the revenues collected for providing specified services and products (Gazi and Bhuiyan, 2021).
[bookmark: _Toc167837586]4.4 Recommendation 4: Implementation of Staff health support programs
The company should ensure it speaks to the welfare of its employees particularly during emergencies including the current covid-19 outbreak and establish measures that can empower the health of its employees both physically and mentally. Since guests are an essential aspect of any hospitality firm, measures that can promote well-being of the staff are likely to result to high morale and better performance besides creating a healthy organizational culture (Dung and Giang, 2020).
Implementation Steps:
Wellness Programs: This is to conducting Yoga classes, Fitness challenges and eating healthy among others. Providing support for emotional well-being, including by providing access to counselors and organizing stress and focus seminars (Baron and Armstrong, 2022).
Recognition and Rewards:Rendering a recognition and reward system to ensure staff members, who have trained and performed exceptionally well, who have been dedicated, and hardworking are rewarded.Providing them with lots of incentives to do better and to encourage the personnel such as bonuses, gift cards, and more time off (Baron and Armstrong, 2022).
Flexible Work Arrangements: Supporting flexible work schedule for employees to allow them select if they want to work from home, work part-time, work from home or the like. Promoting the flexibility for working on shift/bonded employees’ rotation, job-sharing and rotation so that some of the employees will not get easily burnt out (Baron and Armstrong, 2022).
Change Management Strategies:
Communication:Continually and comprehensively communicate to the staff the components of well-being programs as well as the nuisances for their healthy physical and mental (Whittington and Molloy, 2022).
Feedback Mechanisms: Always ask employees to provide their opinions on particular well-being initiatives they believe would suit them, and it is advisable always to review and enhance the programs (Whittington and Molloy, 2022).
Training and Education: Apart from this, it is necessary to orientations and train managers and supervisors on how to go about things that will benefit their staffs (Whittington and Molloy, 2022).
Measuring Success:
Employee Engagement Surveys: Regular surveys regarding the extent of engagement and the attitudes of the employees towards implemented well-being programs as well as their satisfaction must be conducted periodically (Kipping and Clark, 2022).
Productivity Metrics:Thus, using the outcome measures like truant rates, working time lost through illnesses and overall workplace performance to assess the success of well-being programs (Kipping and Clark, 2022).
Retention Rates: Ascertain the level of staff attrition and attendance rates depending on the extent to which the well-being programs enhance staff satisfaction and loyalty (Kipping and Clark, 2022).
Potential Benefits:
Improved Staff Morale:Indeed, increase staff satisfaction and loyalty by highlighting the organization’s care and interest in people in general and its workers especially: their well-being and well-being (Rogowski, 2021).
Reduced Turnover: Less staff turnover and its related costs mainly due to improved management of the employee hence increased loyalty to duty and work (Rogowski, 2021).
Enhanced Productivity: Improve the quality of works which produced by the staff members who have the sensation that they are being appreciated and promoted to work harder (Rogowski, 2021).
Costs:
Program Development:The costs like spending for funding towards the development and implementation of promotional approaches of wellness, and hire professional advisor or teachers if required (Gullett, 2022).
Incentives and Rewards: Funding support to be provided for motivating staff to participate in well-being activities such as incentive, reward, recognition programs (Gullett, 2022).
Staff Training: Allocating the costs for training and development to increase organizational abilities of managers and supervisors for the operation of the welfares of employees (Gullett, 2022).
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5. Action Plan
It is effective for the company since it provides a broad scheme of action in the organization with references to key issues described in the consultancy report for Hotel Wailea. This will be followed by an identification of the problem, the solution suggested, the intended outcome, time frame for achieving the solution, the targeted completion date, and the proposed budget for the particular problem as illustrated in the following demonstration (Biden, 2021).
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	Lack of enhanced health and safety protocols
	Implement advanced cleaning technologies, regular training, and guest communication
	Enhanced guest confidence and safety
	3 months
	31.08.2024
	$25,000

	Limited digital presence and capabilities
	Upgrade digital communication platforms, personalize guest messaging, proactive communication
	Improved guest engagement and booking conversions
	4 months
	30.09.2024
	$25,000

	Absence of attractive staycation packages
	Develop staycation packages, partner with local attractions, launch promotional campaigns
	Increased occupancy rates and revenue generation
	2 months
	30.07.2024
	$20,000

	Inadequate support for staff well-being
	Implement wellness programs, flexible work arrangements, recognition and rewards
	Improved staff morale, productivity, and retention
	Ongoing
	N/A
	$35,000/year

	Suboptimal customer communication channels
	Upgrade communication software, personalize messaging, proactive communication
	Enhanced guest satisfaction and loyalty
	3 months
	31.08.2024
	$20,000



The above action plan is the plan that will help Hotel Wailea to put into practice some of the recommended solutions to the existing short-term and long-course challenges while making the most of the opportunities that are inherent in these circumstances for the improvement of the hotel’s position on the market, as well as for the satisfaction of the needs and expectations of all stakeholders involved (Biden, 2021).
[bookmark: _Toc167837588]6. Conclusion
So, this consultancy report assisted Hotel Wailea to analyze the negative effects of Covid-19 more carefully and come up with essential strategies that can assist to mitigate the identified challenges. Several analyses have been backed by strategic tools such as PESTEL, SWOT TOWS model that helped to understand both external and internal environment threatening or favorable for the hotel (Yezhou, 2022).
From this analysis, major issues to address were identified as the need to strengthen health and safety measures to reassure guests, the need to embrace technology to engage guests, the potential to offer an appealing staycation option to drive local consumer demand, the desire to maintain staff morale and the opportunities to improve customers’ touchpoints to influence satisfaction and loyalty (Alonso-Almeida, 2020).
The action plan outlined in this report can facilitate the understanding of the measures discussed in this note. All the proposed solutions are well linked to certain goals, timelines and cost implications so that they can be realistic and successful. The above areas should be tackled since the hospitality firm can avoid the negative impacts of the pandemic while preparing for future successes amidst hard market competition(Karwowski and Sonmez, 2020).
Finally, I am grateful that Hotel Wailea provided a chance in this important intervention. As formulated in the effectively strategic plan regarding the Strategic Response and Recovery Plan for Hotel Wailea Amidst the Covid-19 Pandemic throughout the hospitality industry. Eventually, I am glad for the chance to become a part of Huron Consulting Group, which realizes a societally relevant project. Based on the joint contributions that are relevant and appropriate to the achievement of the company’s strategic goals, it is expected from Hotel Wailea to continue further analysis, consultancy, cooperation and initiatives in partnership with Huron Consulting Group.
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