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Analysis: Great Scotland Yard Hotel
[bookmark: _Toc120814341]Introduction
[bookmark: _Toc120814342]Importance of problem-solving skills
It's hard to say enough about how important it is to be able to solve problems at work. There are problems across every business and every job. Everyone on the team, from new hires to senior staff, will face problems that cannot be solved by doing a quick Google search. This is why companies need to hire people who can solve problems, particularly for jobs where they have to deal with complex organizational problems, strict deadlines, and constantly changing variables (Kim et al., 2018). Within the hotel industry particularly, it is important to have adept problem-solving skills since this industry can be challenging at times. Dealing with diverse groups of people, both employees and customers requires an advanced skill level of problem solving. 
[bookmark: _Toc120814343]Background of the organisation
Great Scotland Yard Hyatt is an award-winning hospitality enterprise operating for over 45 years. Established in 1972, Great Scotland Yard Hyatt has consistently provided a superb guest experience. Great Scotland Yard Hyatt is located in the heart of central London and is part of the iconic Great Scotland Yard Hotel. Founded in 1849, the hotel stands as a reminder of the history of London’s police force and its efforts to tackle crime (GREAT SCOTLAND YARD HOTEL, 2019). The building that now houses the hotel is the former home of the London Metropolitan Police and served as their headquarters from 1890 to 1967 GREAT SCOTLAND YARD HOTEL, 2019). Since it opened, the hotel has quickly become a favourite destination among Londoners and tourists alike, offering an array of amenities, such as a restaurant, bar, spa, and fitness centre. As part of the Hyatt portfolio of brands, Great Scotland Yard Hyatt consistently ranks as one of the top hotels in London and the world, with a Star Rating of 5.0 The brand offers a spectrum of modern and timeless hospitality experiences, a range of contemporary offerings, superior service, and a commitment to the highest standards of excellence. Its varied and stylish range of suites, deluxe rooms, and executive apartments combine luxury and unparalleled service with a contemporary feel, making it the perfect choice for an unforgettable stay in London. With 279 guestrooms and extensive meeting facilities, Great Scotland Yard Hyatt caters for everything from board meetings to conferences, exhibitions and banquets, making it the perfect choice for any type of occasion.
[bookmark: _Toc120814344]The workplace problem
Customer service is an important aspect of any hospitality and hotel business, as it helps create a lasting impression with guests. Good customer service can be the difference between a successful hospitality business and a failed one (Belanche et al., 2020). It can help drive sales, boost long-term loyalty, and generally create a better overall experience for guests. By providing outstanding customer service, hospitality businesses can differentiate themselves from their competitors and provide a memorable experience that keeps customers coming back. Good customer service can also help create positive word-of-mouth, build a sense of community with regular customers, and build brand loyalty (Belanche et al., 2020). A hospitality business should strive to provide excellent customer service that is tailored to each individual customer, making sure that their needs are met and exceeded. Offering personalized attention and going the extra mile to ensure that guests’ needs are met can help keep customers coming back and build an army of fans who will recommend the business to their friends and family.
Poor customer service can have a wide range of negative impacts on a business, including lost revenue, a tarnished reputation, decreased customer loyalty, and even legal ramifications. In the case of Great Scotland Yard, this could result in lower occupancy rates, negative reviews on social media and travel websites, and decreased brand recognition. Poor customer service could also lead to increased complaints to the hotel management, higher costs associated with customer service issues, and reduced customer satisfaction. This, in turn, could lead to a drop in business as customers may not be keen to stay in a hotel that offers substandard service. Additionally, poor customer service may affect employees as well, given that unsatisfied customers may direct their frustrations towards them. This, in turn, can lead to a decrease in morale and job satisfaction, making it more difficult for the hotel to attract and retain talented staff. Overall, poor customer service can lead to negative consequences for any business, and Great Scotland Yard Hyatt is no exception.
[bookmark: _Toc120814345]Analysing Information
[bookmark: _Toc120814346]Root Cause Analysis (RCA)
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From the fish bone diagram causes of poor customer service within the hotel industry is lack of communication. Poor communication is one of the most common causes of poor customer service in this hotel. Without effective communication, employees are unable to properly understand guests' needs and concerns, leading to frustration and unhappy customers. Secondly, poor training is another common cause of poor customer service is lack of training. Within the organization, recruitment of employees is done quite often, but it is evidenced that training of the new employees to meet the operating standards of the company is not done adequately. If employees are not adequately trained in customer service best practices, they are likely to be unable to properly address customer concerns and requests in a timely and satisfactory manner. This can create a negative experience for the guests and lead to a poor overall customer service experience. Additionally, is the insufficiency resources. Particularly, if a hotel does not have adequate resources, this can also lead to poor customer service. For example, if the hotel is not adequately staffed, or if there are not enough amenities or other services available, guests may be dissatisfied with their overall experience. Another cause that contributes to poor customer service is the poor management in the hotel. Poor management can lead to inefficiencies, miscommunication, and a lack of accountability, resulting in guests experiencing long wait times and unhelpful responses when they have inquiries or complaints. Poor management can lead to inefficiencies, miscommunication, and a lack of accountability, resulting in guests experiencing long wait times and unhelpful responses when they have inquiries or complaint. Lastly is poor Infrastructure. Inadequate infrastructure can also be a major factor in customers receiving poor service. If the hotel has old and outdated facilities, this can lead to problems with amenities and services that they offer their guests, such as cleanliness, comfort, and convenience.
[bookmark: _Toc120814347]Situational Analysis Models
SWOT Analysis
	Strengths
· Location along Regent Street in downtown London is highly sought after.
· Landmark structure with deep historical roots.
· Superior interior design and construction throughout.
· Numerous guest rooms with historic character and modern conveniences.
· A range of one-of-a-kind event rooms spread out around the hotel to meet every need.
· Supplemental revenue from club memberships.
· Superior Networks of Transportation.
· Spacious rooms with a high proportion of suites.
	Weaknesses
· The process of increasing brand recognition within the target audience is continuing, and the time spent trying to break into that market has been considerable.
· There is no worldwide recognition of the hotel's brand.
· The absence of a rewards system may discourage business travelers.
· London's renowned luxury brands have stiff competition at the high end.
· Visibility is restricted while coming from Regent Street.
· Limited training for the customer service hence a decline of services. 

	Opportunities
· Increase promotion and effort to capture a larger portion of the lucrative five-star market.
· Gain access to a sizable section of London's advertising, publishing, and IT sectors.
· Fewer restrictions on how a brand should look and feel means more freedom to explore novel approaches to selling.
	Threats
· The 5-star market in London continues to see an influx of new supply.
· Less people are coming to London.
· At some time in the future, demand might fall as a result of economic and political factors.



From the SWOT Analysis, it is evident that there are different strengths that have continued to uphold the hotel to be among the best within the region. One particular strength is the fact that the hotel is easily accessible to people visiting the city, hence has remained among the top hotels. However, assessing from its weaknesses, it is clear that the hotel brand is facing stiff competition from its competitors, decreasing the brand popularity. This threat together with the weakness on customer service should be addressed so as to improve the organization, while wading through the opportunities available. 
[bookmark: _Toc120814348]Alternative Solutions
Among the alternative solutions, the organization should introduce hotel-based feedback system that monitors the customer service provided by its workers. A hotel-based feedback system is an important tool in enhancing customer service. It provides valuable data that can be used to improve customer service by identifying weak points and potential areas of improvement ((Wang, 2022). The feedback system also encourages employees to deliver better service as they know that their performance is being monitored. (Wang, 2022).  Moreover, it allows customers to submit feedback directly to the hotel, giving them a way to voice their opinions and providing an outlet for sharing positive experiences as well. This feedback can also be used to recognize top performing employees and provide rewards. All of these factors can help create a culture of excellence in customer service, leading to increased customer loyalty, satisfaction, and ultimately, more revenue for the hotel. While there are systems which are in place to provide feedback for the organization, it is important to introduce a system where individual clients provide their feedback on a real-time basis. This will eliminate any gaps where an individual employee or worker can side chat the client for a positive review. Real time-based feedback systems will allow the management of the organization understand the various gaps on their customer services. 
Also, another alternative that can be utilized to improve customer-service within the organization, is the intentional and intense training of new employees directly dealing with the customers and clients (Sen & Bhattacharya, 2019). This is important as it will help in creating a standard culture within the organization that will aim at putting the needs of the client first. While customer service within the great Scotland yard hotel has been deemed to be good, there is always a continual need to improve, to fill in the gaps that can be exploited by other high-end competitors. 
Lastly, the organisation should also prioritize employee satisfaction and well-being to increase customer satisfaction. This can be achieved through hiring substitute staff who can always work in shifts. This will help reduce the major issues such as employee fatigue, discontent, which always translates to poor customer service. 
[bookmark: _Toc120814349]Evaluation of alternative solutions
[bookmark: _Toc120814350]Weighted Decision-making matrix
	Criteria
	Option 1
	Option 2
	Option 3

	
	Hotel-based feedback system
	Skill training and development
	Substitute staff

	Customer Satisfaction
	1
	1
	1

	Competitors
	1
	0
	1

	Organisation popularity
	1
	0
	0

	Total
	3
	1
	2



Pros and cons of using weighted decision-making matrix over PMI analysis. 
Majorly, weighted decision-making matrix allows for the inclusion of multiple criteria in the decision-making process. This allows for a more comprehensive evaluation of the options available (Odu, 2019). Also, weighted decision-making matrix allows for the incorporation of a certain degree of uncertainty into the decision process. This can help to make decisions which are more realistic and achievable (Odu, 2019.. However, the weighted decision-making matrix does not consider the likelihood of the outcomes, making it difficult to accurately assess the risks associated with the decision, hence making PMI analysis more accurate in assessing the available risks. Also, it does not provide a holistic view of the options, as it only focuses on the positives and negatives.
[bookmark: _Toc120814351]Implementing the solution
To implement the real-time hotel-based feedback system, there are various steps that will be carried out as outlined below:
1. Raise awareness of the newly identified problem within the organization (poor customer service), and communicate it to all the relevant parties, including the shareholders, and the employees. 
2. Communicate the desire for the new system and the benefits for the adoption of the system, identifying the tasks that will be involved in building the proposed system. 
3. Enhance knowledge within the relevant parties on the various ways to use this new system being introduced, while encouraging team work to help one another navigate through the new system.
4. Take action by employing an operational framework that suits everyone within the organisation, while enhancing the knowledge on the applicability of the system. 
5. Implement and enhance reinforcement to ensure that the system achieves its desired goal. 
[image: ]
[bookmark: _Toc120814352]Communication plan with stakeholders
The major stakeholders involve the owners of the hotel, the executives, the managers, partners, consultants, contractors, departmental heads, customers, investors, suppliers, and regulators. Power of stakeholders

	

High power, Low interest
Contractors
Partners
	

High power, High Interest
Executives
Managers
Departmental heads

	

Low power, Low interest
Regulators
Suppliers
Customers
	

Low power, High interest
Investors
Sponsors


	
Interest of stakeholders
[bookmark: _Toc120814353]Stakeholder management plan
	STAKEHOLDER COMMUNICATION PLAN

	STAKEHOLDER
	POWER/INTEREST
	KEY INTEREST & ISSUES
	COMMUNICATION VEHICLE
	FREQUENCY
	COMMENTS

	Investors
	Low-High
	Finances required for the system implementation
	Email news letter
	2
	Improve the feedback system to improve customer service 

	Partners
	High-Low
	Implementation strategies
	Virtual and physical Meetings
	4
	How to incorporate the different requirements to improve service

	Suppliers
	Low-Low
	Materials required
	Email and meetings
	4
	The required materials for successful implementation of the system.

	Managers
	High-High
	Operation strategies
	Physical meetings
	5
	How to carry out the operations for effective customer service. 


 
[bookmark: _Toc120814354]Monitoring and Review Techniques
Some of the techniques that will be used include;
Regular Meetings: A regular meeting should be held at the same time and place each sprint, where the team can come together and review progress, address any issues that have occurred since the last sprint and plan for the next sprint. 
Sprint Retrospectives: This meeting should take place at the end of each sprint and provide the team with an opportunity to evaluate their sprint retrospectively, discussing any obstacles they may have faced, what worked well and what could have been done better. 
Sprint Demos: A sprint demo should be held at the end of each sprint, where the team can present the work that has been completed and get feedback from stakeholders.
[bookmark: _Toc120814355]Conclusion
Poor customer service is a critical area within the hotel industry. To keep the hotel industry running customer services should be on the top notch within any organization. This review has provided some strategies that can be used to revive customer service in the Great Scotland Yard hotel. 
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