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[bookmark: _Toc150894793]Executive Summary 
The contemporary hotel industry has been undergoing several changes to cope with the latest trends and meet the shifts in consumer demands. Continuous change implementation helps in uplifting the innovating capacity of the organisations thus driving positive business outcomes. Effective management of changes helps organisations in adapting to industrial dynamics, enhance operational efficacy and maintain a competitive edge in the market thus improving overall guest experiences. The managers need to pay more attention to identifying their operational issues thereby adopting effective change management tools and implementing strategies to transform their organisational goals, technologies and processes. In this respect, ensuring higher service quality acts as a crucial element in determining the success of the hotel businesses. 
This particular report has emphasised the business practices and change strategies suitable for maximising the organisational efficiency of the Arbella Boutique Hotel. It is a lavish hotel property in Sharjah, UAE that has been facing reduced goodwill and brand reputation in the market due to poor customer service. In the current times, the advancement of digital technologies and social media platforms has paved the way for businesses to obtain feedback from customers regarding the services they are being offered. In this respect, the Arbella Boutique Hotel has attained significant negative reviews from its guests on the online platforms including social media which have been driving the customers’ attention away from the hotel. Therefore, the Arbella Boutique Hotel has witnessed a severe decline in demand and occupancy levels.
This report has conducted a business environmental analysis of the Hotel to determine both the internal and external factors shaping the business operations of the organisation. Through the application of PESTEL, SWOT and TOWS frameworks, a holistic overview of the market environment in which the Hotel operates has been provided thereby understanding the different strengths, weaknesses, opportunities and threats related to its business. The hospitality sector of the UAE is highly opportunistic and poses great scopes for hotels to enhance their competitive positions in the industry. The industry players are offering quality services at a significant value which is making it extensively difficult for the Arbella Boutique Hotel to maintain an influential brand identity in the overall market. 
The report has highlighted how investments made in infrastructural development within Sharjah and the UAE as a whole have enabled the overall tourism and hospitality sector to seek a competitive advantage in the market. Being a diversified economy, Arbella Boutique Hotel has the opportunity to gain beneficial outcomes and huge revenue by encouraging visitors from all backgrounds within the hotel. Besides, the rise of environmentally conscious tourists and the concerns of preserving consumer and employee rights have also driven the hospitality and tourism industry of the UAE to adopt significant change strategies to promote eco-friendly operations and compliance with ethical principles. 
However, the organisational management of Arbella Boutique Hotel has been under the threat of poor guest reviews and feedback from customers on the online platforms. The rating of only 3.6 out of 5 in Google Reviews and a 5.8 rating out of 10 in Booking.com has led to a bad reputation and affected the Hotel's innovation capabilities in the market. Nevertheless, the UAE hospitality sector offers myriad opportunities for Arbella Boutique Hotel to gain more guests in the near future by emphasising improving the quality of its offerings. Through the implication of Kaizen's change strategy, the company can pay attention to the continuous development of its services by making small and incremental changes to its processes and systems. Sharjah being the regional hub for e-commerce and trade growth of the nation, the organisation must take advantage of its location and implement certain relevant strategies related to hiring skilled employees and suitable pricing strategies to attract potential guests in the future. 
Greater emphasis must be laid upon investing significant capital into enhancing marketing, customer relations and occupancy rates. The fundamental purpose is to avoid further losses of the company and foster positive publicity to ensure organisational success. In this respect, effective recommendations have been discussed in this report to demonstrate how Arbella Boutique Hotel can attain goodwill and a good reputation in the market in the upcoming years. Also, the UAE government encourages the use of technological developments in all industries including the hospitality industry for facilitating business operations. The analysis indicated the importance of word-of-mouth promotions for helping the Hotel have a competitive edge in attaining customer loyalty. Social media platforms as well as different advanced smart technology implementations should be encouraged to promote organisational innovation in the market. The inclusion of smart rooms and big data technologies can help the Hotel establish a competitive brand image in the market in terms of improved quality of services and amenities. 
Moreover, the study highlighted the importance of ensuring sustainability and ethical operations in the Emirati hospitality industry. For the benefit and future success of Arbella Boutique Hotel, it is recommended to focus on efficient use of energy, carbon control, effective waste management and minimizing the use of non-biodegradable materials in its operations. With customers today preferring to be associated more with hotels offering eco-friendly services and facilities, the Hotel can promote itself as a sustainable and environment-conscious brand by adopting responsible initiatives towards community welfare. Furthermore, the management must comply with the legal provisions to protect consumer rights, labour rights as well as intellectual property rights. As a matter of fact, the Hotel can avoid any legal complexities thereby contributing to enhancing its market reputation and fostering an ethically responsible brand image. 


[bookmark: _Toc150894794]Introduction
According to Errida and Lotfi (2021), change management is a strategy that is used by organisations to transform their organisational goals, technologies and processes. Every organisation intends to adopt change to overcome its constraints and achieve success in the competitive marketplace (Buick, Blackman & Johnson 2018). However, change management is associated with numerous challenges such as resistance by employees, failed innovation, lack of adequate resources, etc. Therefore, every organisational manager needs to analyse several aspects associated with the business before implementing change. The main aim of this report is to identify the issues faced by a hotel in UAE, Arbella Boutique Hotel and recommend change management strategies to the authorities of the firm.
Arbella Boutique Hotel is a lavish property located in Sharjah, UAE. The hotel is conveniently located opposite the Mega Mall, which is the largest shopping centre in the region (Arbella Boutique Hotel 2023a). Therefore, a large number of tourists visiting Sharjah intend to stay at the Arbella Boutique Hotel. The hotel has a blend of traditional Arabic culture and modern amenities which makes it a perfect stay for tourists. The hotel offers a range of room categories for the customers such as standard rooms, premium suites, deluxe rooms, etc. The rooms are equipped with air conditioners, free Wi-fi services, television and twenty-four-hour service to ensure maximum comfort for the guests. Although Arbella Hotel is a perfect place for accommodation, in the past few years, it has faced criticism and challenges that have led to a decline in the reputation and financial health of the firm. The main issue faced by Arbella Boutique Hotel is its poor service which has led to negative reviews on online platforms and customer complaints. A large number of guests have posted negative reviews regarding the poor service, lack of amenities, dirty rooms, rude staff behaviour, etc. (Google Reviews 2023). Moreover, many guests have posted negative comments regarding the hotel on social media sites. The growth of tourism in UAE and strong competition from other hotels within the region have created significant issues for Arbella Boutique Hotel amidst the present situation. Therefore, Arbella Boutique Hotel is suffering from reduced demand, a decrease in occupancy levels and a failure to attract the loyalty of guests visiting the region. Therefore, the hotel authorities have approached the consultancy firm to resolve the issue. The consultancy firm is one of the renowned consultancies in the UK and has attained significant growth in the past few years. The consultancy firm hires skilled workers to resolve business issues. In this report, a business analysis of Arbella Boutique Hotel would be conducted and adequate recommendations would be provided to the organisation to overcome the problem. The report would utilise several change management theories and frameworks to conduct the analysis. Finally, the recommendations and change management strategies suggested to the hotel would be provided with adequate justification and an action plan that can be implemented by the hotel immediately to overcome its challenges.
[bookmark: _Toc150894795]Analysis
[bookmark: _Toc150894796]Identification of the Issue
The main issue affecting Arbella Boutique Hotel is its poor customer service. Ndiba and Mbugua (2018) were of the opinion that customer service is one of the most essential aspects of the hospitality sector. The loyalty of the customer and their experience is based on the services provided by the hotel authorities and staff. In the case of Arbella Boutique Hotel, the customers have mainly complained about the lack of amenities, dirty rooms and rude behaviour of the staff (Google Reviews 2023). The main causes for the poor service are lack of training of the staff, poor employee development strategies, lack of remuneration and incentives. Also, the cost-cutting strategy adopted by the hotel during the pandemic led to a decline in the number of staff within the firm. These issues led to a decline in overall ratings of the hotel ultimately affecting its income generation ability. Another issue facing Arbella is over-reliance on third-party sources for its bookings (Google 2023). The hotel relies on firms such as Booking.com and TripAdvisor for its bookings. On such websites, customers can conduct a comparison between hotels. A large number of hotel chains are opening in Sharjah and Dubai creating challenges for the company. Furthermore, poor reviews and negative feedback provided by customers on these third-party websites are further affecting the ability of the brand to attract guests. Lack of feedback provided by the hotel authorities and its employees is another issue facing Arbella Boutique Hotel. The employees are not provided any feedback from the top management due to which they fail to recognise their problems. Also, the management of the firm does not provide any feedback to the clients. For example, a few guests posted negative comments regarding the hotel on the website such as dirty rooms, lack of a coffee machine in the room, etc. (Booking.com 2023). The hotel authorities did not even respond to the negative comments with any feedback nor did they ask for an apology. Apart from all these issues, many external environmental factors are also affecting the hotel and its sustainability prospects, which will be evaluated using the PESTEL Analysis tool. 
[bookmark: _Toc150894797]PESTEL Analysis
As stated by Ortega, et al. (2019), PESTEL analysis is a tool that is used for identifying the macro-environmental factors affecting an organisation or industry. In the case of Arbella Boutique Hotel, the main external factors affecting the organisation are:
Table 1: PESTEL Analysis of Arbella Boutique Hotel
	Political Factors
	The political environment of the UAE is stable and the government of the region delegates adequate emphasis towards the tourism industry and related sectors (Yas, et al. 2020). Also, the local authorities have delegated adequate emphasis on improving the infrastructure of the region, which might benefit the hospitality sector by increasing number of tourists.

	Economic Factors
	Sharjah is the third-largest emirate in the UAE and has a diversified economy. However, the COVID-19 pandemic led to a decline in the disposable income of households within the economy and it might affect the hospitality industry (Bisong, Ahairwe & Njoroge 2020). The lack of tourists during the pandemic and cost-cutting measures adopted by Arbella Boutique Hotel led to poor customer service for the brand even in the post-pandemic period.

	Social Factors
	Sharjah has a large number of educational institutions and universities which attract students from different countries to visit the area. Also, infrastructural development within the region and investments in the tourism sector have been an advantage for firms within the hospitality sector of the region (Shadab 2018).

	Technological Factors
	UAE is marked by technological developments in several areas like artificial intelligence, big data, blockchain, etc. (Al-Sartawi 2021). A large number of firms in the hospitality industry have made utilisation of these advanced technologies creating severe competition within the market. For example, the utilisation of big data and ICT technologies allows large-scale hotels to attract customers by identifying their preferences. This affects the business prospects of small and medium-scale hotels like Arbella Boutique Hotel.

	Environmental Factors
	Several environmental factors have created challenges for the tourism industry in the UAE. A consistent growth in tourists and expatriates visiting the area has created challenges for the availability of renewable resources within the region. Moreover, global warming has led to climate change and a rise in temperature levels in the UAE in the past few years (Komuscu 2017). Therefore, tourists generally visit the UAE during the winter (Zaidan 2016). This leads to many firms in the tourism industry suffering from lean season, and lack of demand and hence, intend on attaining maximum revenues through cost-cutting ultimately affecting their businesses.

	Legal Factors
	The legal factors affecting the hospitality industry in the UAE relate to regulations on consumer protection, labour laws, intellectual property laws, etc. The firms within the sector need to maintain adherence to all these laws to attain growth within the region. However, many legal factors increase the overall cost expenses of the firms in the industry and ultimately affect their business.



The PESTEL analysis indicates that environmental factors, increasing market competition and an increase in overall economic expenses are the main reasons for the downfall of Arbella Boutique Hotel. The company was unable to hire skilled personnel or provide adequate training to the existing ones as the company faced a decline in revenues during the COVID-19 pandemic. All these issues contributed to poor customer service and ultimately affected the overall reputation of the firm. However, amidst all these challenges, there are a few strengths of Arbella Boutique Hotel which will be analysed in the following sections.

[bookmark: _Toc150894798]SWOT Analysis
As opined by Gurl (2017), SWOT Analysis is used to highlight the strengths, weaknesses, opportunities and threats of an organisation. 
Table 2: SWOT Analysis of Arbella Boutique Hotel
	Strengths:
The main strength of Arbella Boutique Hotel is its location. The hotel is located at the heart of the city and near the Mega Mall, which is visited by tourists regularly. Moreover, the hotel is nearby from AI Majaz Waterfront and Sharjah Art Museum. Another strength of the hotel is that it has more than 90 rooms including suites. Therefore, the hotel can target customers belonging to any category such as premium customers, price-sensitive visitors, etc. The hotel also has a coffee shop, business centre and shuttle services to attract tourists towards the entity (Arbella Boutique Hotel 2023b). Furthermore, the hotel has few loyal customers and would expect to generate more potential clients through word-of-mouth promotion.
	Weaknesses:
One major weakness of Arbella Boutique Hotel is that it faces immense competition from other hotels within the area. The rise of tourism has led to the development of numerous other hotels in Sharjah such as Crystal Plaza Hotel, Four Points Hotel, Ibis Styles Hotel, etc. (TripAdvisor 2023). These hotels offer luxury services to their customers and also have positive ratings on various social media sites. Moreover, the over-reliance of Arbella Boutique Hotel on third-party applications like Booking.com is affecting its ability to generate adequate customer demand. A unique selling proposition (USP) is essential for a firm to differentiate itself from competitors and ultimately attain success (Erlangga 2021). However, Arbella Boutique Hotel do not have any USP and hence, is struggling to retain its existing customers and also drive the interests of potential consumers. 

	Opportunities:
The main opportunity for Arbella Boutique Hotel is the growing tourism and infrastructure development in Sharjah and UAE. The region is expected to attract a large number of tourists in the near future and hence, improving the amenities and services of the organisation would be beneficial for the firm. Moreover, the strategic location of the hotel and Sharjah being a regional hub for e-commerce and trade indicates growth prospects for the entity in the upcoming period. Furthermore, with the COVID-19 pandemic finally coming to an end, the hotel can hire skilled employees and try to restructure its pricing strategies to attract customers from different backgrounds. In case the hotel takes the opportunity of the existing opportunities in the external market, it can recover and grow significantly in future.
	Threats:
The major threat to Arbella Boutique Hotel is the negative reviews posted by customers. The company has a 3.6 rating out of 5 in Google Reviews and only a 5.8 rating out of 10 in Booking.com (Google Reviews 2023; Booking.com 2023). Such reviews and negative comments posted by the customers can lead to a bad reputation for the organisation and ultimately failure in its ability to attract potential guests. Moreover, global warming and increase in temperature levels within the UAE can result in declining tourism in various seasons and ultimately affect the ability of firms in the hospitality sector to generate adequate revenues (Mfarrej 2019). Furthermore, poor services, lack of investment or innovation within the sector can result in a further bad reputation for Arbella Boutique Hotel.



[bookmark: _Toc150894799]TOWS Analysis
The SWOT Analysis indicates the challenges and major issues facing Arbella Boutique Hotel. However, there is a possibility for the organisation to overcome the issues and attain success. A TOWS analysis is conducted for the hotel, which will be beneficial in identifying the possible future strategies of the firm.
Table 3: TOWS Analysis of Arbella Boutique Hotel
	
	Strengths
	Weaknesses

	Opportunities
	S/O Strategies:
Considering the strengths and opportunities in Table 2, the strategies that Arbella Boutique Hotel can adopt are to enhance its amenities, improve customer service and provide adequate training to its staff. Moreover, the hotel can provide performance-based incentives to the staff to improve their performance and attract customer loyalty. Since the hotel is located in a strategically prime location, it is expected for the firm to attain an increase in guests shortly and improving amenities would be essential for the firm in attracting guest loyalty. 
	W/O Strategies:
Considering the weaknesses and opportunities in Table 2, the possible strategy for Arbella Boutique Hotel would be to improve its reputation in the market. The company can implement strategies to manage its negative reviews and encourage satisfied guests to post positive reviews on social media and digital websites. Positive reviews would be helpful for the firm to improve its overall ratings.

	Threats
	S/T Strategies:
The strengths and threats in Table 2 suggest that Arbella Boutique Hotel needs to develop a unique selling proposition (USP) to differentiate its offerings from those of other hotels within the area. Furthermore, increasing the overall amenities and services would be integral for the hotel to take advantage of growing tourism within the area. 
	W/T Strategies:
Considering the threats and weaknesses in Table 2, Arbella Boutique Hotel needs to improve its operations process and address the threats affecting the hotel in the competitive hospitality industry of Sharjah.


[bookmark: _Toc150894800]Recommendations 
[bookmark: _Toc150894801]Problem faced by The Arbella Boutique Hotel
As discussed earlier the main issue faced by the hotel chosen for this case study pertains to loss of reputation and brand image due to poor customer service. The loss of reputation for this hotel is mainly driven by poor customer reviews on various online platforms including social media. This is a matter of great concern since negative online reviews and opinions from customers can damage the reputation of a business in a matter of few years (Bradley et al 2015). In today’s digital age information can be shared at a very fast pace across the world over the internet. In such a scenario the power of social media can not be underestimated as well. 
However, the analysis in this report also indicates that heightened competition in the hospitality and tourism sector is also making things difficult for this small hotel. This is especially true as Arbella Boutique Hotel faced intense competition from larger hotels in the UAE hospitality industry which is recovering well from the adverse impact of the pandemic. The occupancy rates of the hotel have gone down and the marketing strategy of the hotel is also being questioned. 
Before presenting the recommendations, it is important to take note of the imperatives which must be considered in a change management strategy for the hotel. First of all, the changes must be focused on bringing about a noticeable change in the quality of services offered to the customers. Such changes must be implemented in all the functions of the hotel with a holistic approach to change management. This includes room service, restaurant, housekeeping, reception as well as other services including transportation. Only such a holistic outlook rather than a compartmentalized approach to customer service can help the hotel thrive in a highly competitive hospitality industry. This requires some key information from the industry which could be gathered only through market research. This consultancy report is based on PESTLE, SWOT and TOWS analysis. Hence the recommended changes would also be driven by the results obtained from the use of the aforementioned analytical tools. 
The leadership and management of Arbella Boutique Hotel must also understand the implications of poor reviews and feedback from the customers. Accordingly, the business requires a comprehensive marketing and public relations strategy based on extensive use of digital media. Such a strategy must be based on social media marketing. Existing literature on marketing and sales highlights the importance of word-of-mouth marketing for customers. Modern-day customers rely even more on electronic word-of-mouth marketing (Chae et al 2017). Such marketing and publicity are based on the exchange of information on social media as well as through other online platforms on which reviews could be posted. The hotel also needs to implement various strategies for winning customer loyalty for the expansion of the customer base. This could include customer loyalty programmes, attractive pricing strategies or gifts for customers who make large expenditures or make repeat visits to the hotel. These imperatives are expected to ensure the success of the recommended changes in this report. 
[bookmark: _Toc150894802]Justification and Implementation of Recommendations 
A PESTEL analysis was performed in this report to identify the key factors in the external environment of Arbella Boutique Hotel. Such an analysis of the macro-environmental factors has helped to understand their implications for the current problems of the business. Likewise, the results of the PESTEL analysis have also been considered for recommending changes for the Arbella Boutique Hotel. One of the most relevant revelations of the PESTEL analysis pertains to the supportive environment created by encouragement from the UAE government for the hospitality sector. This encouragement can be primarily attributed to the emphasis put by the government on the recovery of the tourism and hospitality industry. The contributions of this sector to the GDP of the UAE are quite significant (Michael et al 2019). Hence the government supports the industry through the local authorities (Alzoubi et al 2021). This presents a great opportunity for the hotel to attract more customers through better service and an effective holistic strategy for marketing. The analysis of macroenvironmental factors also highlighted that the economy of the UAE is yet to fully recover from the adverse impact of the pandemic. This has two major implications for Arbella Boutique Hotel. First of all, the business has to invest its money and other resources with optimum efficiency to ensure the best returns on such investment. While the company would benefit considerably from efficient investment into marketing, customer relations and other functions, it cannot afford further losses. This is not only because it is struggling with its occupancy rates and revenues but customers also do not have high disposable income due to the ongoing economic crisis. Thus, a small number of negative reviews or a little bit of negative publicity can completely ruin the business. This implies that the hotel must make optimum use of the most powerful media of marketing such as social media. 
The business must take the feedback, reviews and complaints of the hotel very seriously as they would be decisive for the business in its current scenario. The PESTEL analysis for this report validates the general perception of the technological advancement of the UAE. This presents a major opportunity for Arbella Boutique Hotel to leverage the potential of information and communication technology, the Internet of Things, other smart technologies, artificial intelligence, machine learning and big data for the various functions of the hotel. For instance, the hotel can develop smart rooms and services for its customers. Similarly, big data and blockchain technologies could be used for auditing and accounting practices respectively. Today's hospitality industry is characterized by extensive use of Industry 4.0 technologies (Shamim et al 2017). Indeed, medium and small-scale businesses have also benefitted from Industry 4.0 (Febrianti et al 2018). However, in this context, it must be reiterated that Arbella Boutique Hotel has to be highly efficient in matters of investment for innovation or adoption of new technology. This requires a business strategy which is not only holistic as mentioned earlier but also highly balanced in its outlook. It is also important to acknowledge that the changes recommended for the hotel also involve significant risks. Hence, the business also requires an effective strategy for risk management. Like other industries, the UAE hospitality sector is also affected by environmental problems. The analysis of macroenvironmental factors has indicated that there are major concerns related to the indiscriminate exploitation of non-renewable energy and the environmental footprint of the UAE hospitality industry. The concerns for Arbella Boutique Hotel are further increased by the seasonal nature of tourism in the UAE. 
Hence the business must focus on factors such as efficient use of energy, carbon control, effective waste management and minimizing the use of non-biodegradable materials in its operations. In this way, the hotel can promote itself as a sustainable and environment-conscious brand. Nowadays, many customers are environment conscious (Martínez García de Leaniz et al 2018). Hence the factors discussed above must be given due consideration by the ownership and management of the hotel. Furthermore, Arbella Boutique Hotel would ensure compliance with legal provisions about issues such as consumer rights, labour rights and intellectual property rights. This would keep the hotel out of legal hassles which would protect its reputation and help to avoid unnecessary costs. Compliance with relevant regulations and standards would improve the services of the hotel on one hand, while a positive reputation would attract more customers. 
While the application of PESTEL analysis helped to identify the macroenvironmental factors, the SWOT analysis made important revelations about the strengths and weaknesses of Arbella Boutique Hotel. These are the important internal factors without which any strategy for change would be incomplete. The main strengths of the hotel include its location, large number of rooms, variety of services and loyal customers. Hence the marketing of the hotel should be based on a flexible pricing strategy and a diversity of targeted customers. This is because of the fact the hotel's strengths support a marketing strategy aimed at targeting all types of customers. Furthermore, the company should also leverage its advantageous location and loyal customer base through electronic word-of-mouth marketing using social media and customer reviews. The hotel also needs to reduce its dependence on third-party booking services and focus on taking advantage of its strengths to develop a unique selling proposition. The hotel can build such a USP on smart services delivered with efficiency and commitment at attractive prices to customers.   
[bookmark: _Toc150894803]Change Management Practices
[bookmark: _Hlk150885415]The recommended changes for Arbella Boutique Hotel are based on the twin objectives of optimizing the opportunities before the business and mitigating the potential threats. Both the threats and opportunities faced by the hotel are discussed in the SWOT and TOWS analysis. These factors have also been briefly reviewed earlier in the recommendations section. Before moving forward, it is important to mention that the principles of the Kaizen strategy would be applied to manage the recommended changes in Arbella Boutique Hotel. The application of the Kaizen philosophy in the hospitality industry aims to reduce operating costs, client-response time and quality of services delivered to the customers (Rauch et al 2020). 	
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Figure 1: Kaizen Principles
(Source: ASQ 2023)
The Kaizen principles are based on the 5 S of lean management represented by the Japanese words for 'sort', 'set in order', 'shine', 'standardise' and sustain. These five actions stand for the elimination of redundancy, organizing necessary resources, cleaning up all clutter, maintenance and developing positive habits. Many hotel businesses have effectively used the principles of Kaizen in budgeting (Firman and Ilyas, 2021). For instance, the model has been proven to be beneficial in reducing costs for several hotel businesses (Sevim and Korkmaz 2014). Furthermore, the model is highly useful for improving the quality of reception functions (Gisler 2015). The Kaizen principles are focused on increasing operational efficiency through continuous improvement and lean management (Rauch et al 2016). Lean management involves the elimination of errors and duplication of effort along with the minimization of wastage in industrial processes (Sinha and Matharu, 2019). Continuous improvement requires training and information sharing with the workforce on a sustained basis. The origins of lean management, continuous improvement and application of Kaizen could be traced to the operations of Toyota Motors in the automobile manufacturing sector (Mrugalska and Wyrwicka, 2017).
[bookmark: _Toc150894804]Evaluation of Success 
Some key performance indicators will be applied to measure the success of the changes recommended in this report. These include average rate per occupied room, revenue per available room, average length of stays and average occupancy rate. However, two important KPIs which stand out from the others include market penetration index and customer reviews. This is because these two KPIs would indicate the success of the hotel's marketing strategy and level of customer satisfaction respectively. Furthermore, adverse reviews and feedback from the customers represent the direct problems faced by the hotel at present.    
[bookmark: _Toc150894805]Potential Benefits of The Recommendations  
The main objectives of the changes recommended in this report include improvement in organizational reputation, expansion of the customer base, sustainable business processes and increase in profitability for Arbella Boutique Hotel. However, it is important to have an understanding of the potential costs of implementing these changes. As per industry standards, the average estimate for renovation of the hotel to implement the recommended changes is USD 14,000. Similarly, the estimated total cost for a new marketing strategy based on these recommendations is USD 6000. In this way the costs of the potential benefits amount to USD 20000. 
[bookmark: _Toc150894806]Action Plan 

	Number
	Problems
	Solutions
	Desired outcomes
	Time scale
	Completion Date
	Planned Budget

	1
	Poor customer service, negative reviews, declining reputation
	To overcome this problem, the management of the Arbella Boutique Hotel must implement Kaizen principles of continuous improvement. A thorough analysis of the current processes should be conducted to identify areas for improvement. Cross-functional teams will be formed by providing training to the staff to foster a culture of continuous improvement.
	Improved customer service quality and ensured their satisfaction leading to positive online reviews and enhanced reputation
	Next 6 months
	4/5/2024
	$5000

	2
	Over-reliance on third-party sources for hotel reservations
	It is important to develop a comprehensive marketing and public relations strategy by investing in digital marketing channels and offering promotions for direct bookings made through the Hotel’s website. 
	Ensuring expansion of the customer base and reduced dependence on third-party platforms.
	2 months
	13/01/2024
	$6000

	3
	Lack of advanced technological infrastructure
	Focusing upon leveraging smart technologies for operational efficacy by introducing a mobile app for seamless bookings, building smart rooms with big data technologies and AI-driven chatbots for creating personalised guest interactions
	Ensuring efficient and sustainable business processes 
	6 months
	4/5/2024
	$4000

	4
	Environmental degradation and climate changes due to inappropriate use of resources and raw materials in Hotel operations 
	It is important to enhance environmental sustainability practices by adopting energy-efficient appliances and lighting throughout the Hotel. More emphasis should be laid on implementing waste reduction and recycling strategies for reducing the use of non-biodegradable materials in operations. 
	Promoting green hotel operations for environmentally conscious visitors thus uplifting a socially and environmentally sustainable brand image
	3 months
	10/02/2024
	$2000

	5
	Legal compliance issues
	Implementing suitable protocols to ensure ongoing compliance with relevant laws and regulations 
	Protecting the rights of the consumers and employees thus building strong relationships with them
	2 months
	12/01/2024
	$3000

	Total
	$20000



[bookmark: _Toc150894807]Conclusion 
The overall business analysis report has depicted the major strengths, weaknesses, opportunities and threats of the Arbella Boutique Hotel which determine the nature of operations and services offered to the potential customers in the market. It has been perceived that inappropriate guest management practices such as lack of amenities, dirty rooms and rude employee behaviours affected the Hotel’s ability to attract loyal guests visiting the region. This is also a result of the intense competition in the UAE hospitality sector. Both small and large-scale hotels in the nation have adopted advanced technologies and also focused on improving their facilities continuously by incorporating effective strategies and change techniques. Due to the declining reputation and profitability margin of the Arbella Boutique Hotel, it is of prior importance for the organisation to emphasise upon development of its infrastructure and customer service quality to attract more visitors and recover from the continuously incurred losses.
The study depicted the stable political structure of the UAE that allows the local authorities and the government to delegate adequate emphasis on improving the infrastructure of the hospitality sector. However, the outbreak of COVID-19 has declined the disposable income of the people and affected the economic growth of the region which has led the hospitality companies including Arbella Boutique Hotel to incur losses in the market. The concerned Hotel adopted cost-cutting measures during the pandemic and the lack of tourists at the time resulted in undermining the quality of customer services, even in the post-pandemic period. The management must consider the need for bringing changes in devising an effective pricing strategy so that all the potential tourists can afford the services offered by the Hotel quite conveniently. 
The UAE is highly tech-savvy and the government embraces encouraging the use of advanced technologies to meet the preferences of the customers and build a good reputation in the market. The report identified several necessary and relevant change strategies such as hiring efficient and skilled staff as well as investing in marketing, ecofriendly operations and other functional areas for increasing customer satisfaction and contributing to attaining positive reviews on social media platforms. It has been depicted that changes regarding continuous improvement of service quality and customer services are likely to foster profitable outcomes for the business. By complying with the legal norms of consumer rights, labour laws and intellectual property rights as well as encouraging a greener economy for environmental protection, the Arbella Boutique Hotel would be able to create a positive impression about the brand thereby ensuring the success of the company. 
The preparation of this business analysis report has been quite an exciting and interesting task for the consultancy company as it helped in delving deeper into the issues and market opportunities of the Arbella Boutique Hotel in an effective way. It was a great experience which established a strong relationship between the client company and the consultancy firm. Highly valuable details regarding the supportive environment of the UAE tourism sector have been provided which primarily attributed to the analysis of how the concerned Hotel can recover from the issues currently faced in the market. 
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Japanese

Seiri

Seiton

Seiso

Seiketsu

Shitsuke

Translated

organize

orderliness

cleanliness

standardize

discipline

English

sort

set in order

shine

standardize

sustain

Definition

Eliminate whatever is not needed by separating needed tools, parts, and instructions from unneeded materials.

Organize whatever remains by neatly arranging and identifying parts and tools for ease of use.

Clean the work area by conducting a cleanup campaign.

Schedule regular cleaning and maintenance by conducting seiri, seiton, and seiso daily.

Make 5S a way of life by forming the habit of always following the first four S's.
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