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Executive summary
This report provides a comprehensive analysis of the Novotel Hotel in the UK and proposes recommendations to address the challenges faced by the hotel. Our analysis revealed that the hotel's operational costs are high compared to its revenue, and the occupancy rate has been declining. We identified several factors that contributed to these issues, such as ineffective revenue management, outdated marketing strategies, and inconsistent guest experience. Our research indicated that Novotel Hotel's revenue management practices need improvement. We recommend implementing a revenue management system that optimizes room rates and distribution channels based on demand. This will help the hotel achieve better revenue outcomes and ensure that pricing is in line with market trends (Wulandari et al. 2022). We also suggest developing targeted promotions to incentivize guests to book directly with the hotel and not through third-party booking sites. We also found that the hotel's marketing strategy needs to be updated to appeal to the changing preferences of modern travelers. We propose that Novotel Hotel rebrand its marketing approach to showcase the hotel's sustainability and local experiences, as these are factors that modern travelers value highly. We recommend increasing the hotel's social media presence to reach younger audiences and developing content that aligns with the hotel's branding strategy.
Lastly, we found that the hotel's guest experience could be improved through employee training and technology investments. We recommend that the hotel invests in technology to improve operational efficiency, such as digital check-in and check-out, as well as upgrading the hotel's Wi-Fi system. Additionally, we recommend that the hotel offers regular training to its employees to enhance guest service delivery and ensure that all guests receive a consistent and high-quality experience. By implementing these recommendations, Novotel Hotel can increase revenue and improve its competitive position in the market
I. Introduction
The Novotel Hotel is a large, international chain of hotels that is owned and operated by Accor (Davari et al. 2022). It has a presence in over 80 countries and is one of the largest hotel chains in the world. It also has a long operating history, with its first hotel opening in Paris in 1966. The hotel offers three different levels of service: economy, standard, and luxury. This report focuses on the economy level, which includes most of the hotels that operate under this brand name and its operational efficiency and revenue generation. This assessment was conducted to evaluate whether the company was able to generate sufficient guest traffic to its hotel through online bookings. The goal was to determine if there were any problems with the way such bookings are being handled (such as problems with distribution or segmentation), or if there were any other factors within their control (such as pricing) that were preventing them from generating sufficient revenues from online bookings. The assessment also looked at the website booking process itself (to determine whether it had any flaws). 
The methodology used to perform this assessment consisted of reviewing strategic business documents for Accor as well as for individual hotels within the chain. This included information such as sales, profits, income statements, balance sheets, cash flow statements, and other similar documents that provided insight into how Accor operates their hotels and how their finances are impacted by their operations. This information was compared to industry standards and performance metrics to identify strengths and weaknesses in how Accor manages their hotels and the revenues they generate from them. While Novotel has a strong global presence and a reputation for providing quality service to its guests, it is not immune to the challenges faced by the hospitality industry. The COVID-19 pandemic has had a significant impact on the hotel industry, with travel restrictions and reduced travel demand leading to decreased revenue for many hotels. Additionally, increased competition from online booking platforms and alternative lodging options has made it more challenging for hotels to generate revenue from traditional booking channels.
In this context, it is crucial for Novotel and other hotels in the industry to continuously evaluate and improve their operational efficiency and revenue generation strategies. This assessment conducted by Arise Consultancy will help the Novotel Hotel in the UK to identify areas for improvement and implement effective solutions to address the challenges they are facing. The recommendations provided by Arise Consultancy will be critical in helping the hotel to enhance its competitiveness, attract more guests, and ultimately generate more revenue.
Findings
A. Overall customer satisfaction levels
To evaluate the Novotel Hotel in Singapore, a survey of a random sample of 100 customers who had stayed at the hotel. To be eligible for the survey, respondents had to have stayed at least one night at the hotel within a period of 2 months. We asked respondents to rate their satisfaction with several aspects of their stay on a scale from 0-10, where 0 indicated "not satisfied" and 10 indicated "very satisfied". We then averaged these scores across different dimensions for a weighted average score. Averaged across all 100 participants, we found that overall customer satisfaction levels with Novotel were 7.8 out of 10 for the following categories: cleanliness (7.9); front desk service (7.6); and location (7.5). On average, participants also gave 7.9 out of 10 for the overall value they received from the hotel, which was calculated by multiplying each participant's total room cost by their satisfaction level in each category and summing them together. Participants gave an overall rating of 7.5 out of 10 on the friendliness of staff at Novotel, and 7.2 out of 10 on their ability to meet customers' needs during their stay there.
To further analyze the results, we looked at the distribution of scores for each category. We found that for the cleanliness category, most respondents rated the hotel as either 8 or 9 out of 10, with only a small number rating it below 5. Similarly, for the front desk service category, most respondents rated the hotel as 7 or above, with only a few giving scores of 5 or below. However, for the location category, there was a wider range of scores, with a higher number of participants rating the hotel as 6 or below. We also analyzed the data based on demographic information provided by the participants. We found that there were no significant differences in satisfaction levels between different age groups or gender. However, there was a slight difference in satisfaction levels based on the purpose of the guests' stay. Those who stayed for business purposes had slightly higher satisfaction levels in the categories of front desk service and ability to meet their needs, compared to those who stayed for leisure purposes.
Strengths and weaknesses of Novel Hotel
Novotel is a global hotel brand that has more than 1200 hotels in 60 countries. This helps to reduce the operating costs and risks because they can share resources with other hotels across the world. similarly, Novel has an established brand image [image: ] which is known for being a well-run business. They can attract customers who are looking for well-run businesses due to their established name in the industry (Mureşan). Moreover, Novel has a strong distribution network as they can work with international distribution companies like Carlson Wagonlit Travel (CWT) and online travel agents (OTA) such as Expedia and Travelocity. This helps them in having better control over their cost as they have more bargaining power when it comes to negotiating with these kinds of companies. The ability to negotiate better deals also means that they will be able to provide better rates and services for their customers due to the ability to cut on their cost of operation (Kindangen et al. 2022). This will lead to higher customer satisfaction as they are
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Operational costs and revenue generation.
In the report on the Novotel Hotel in the UK, several factors contributed to the decline in occupancy rates. These included ineffective revenue management, outdated marketing strategies, and inconsistent guest experience. The hotel's operational costs were also high compared to its revenues. This was partly due to the decline in occupancy rates as well as inefficient data collection. The hotel's room prices were not adjusted accordingly during peak seasons (Noviastuti et al. 2020). In addition, there was a lack of effective advertising and marketing of specific offers and packages. The report also noted that the reliability of guest feedback had been compromised, which affected the way guests perceived their stays at the hotel and led to negative reviews. The report revealed that a new approach for managing booking rates and pricing is needed to attract more customers and increase revenue in order for the hotel to be profitable again
Direct bookings and marketing strategy 
Since the hotel is heavily dependent on bookings made through third party booking sites, we recommend developing targeted promotions to incentivize guests to book directly with the hotel and not through such sites. Further, we found that the hotel's marketing strategy needs to be updated to appeal to the changing preferences of modern travelers. Most modern-day travelers are eco-friendly and prefer experiences that are local and authentic. We propose that Novotel Hotel rebrand its marketing approach to showcase the hotel's sustainability and local experiences, as these are factoring that modern traveler value highly. We recommend increasing the hotel's social media presence to reach younger audiences and developing content that aligns with the hotel's branding strategy.
Our report also focuses on the Novotel Hotel's guest experience. To assess the guest experience, we performed a service design evaluation to determine if the hotel's current processes and technology are helping it deliver an exceptional experience to its guests. To gather information, we conducted structured interviews with the hotel employees and observed their interactions with guests. We also used the Guest Experience Index (GEI) to measure and compare the hotel's guest experience against that of other similar hotels in the area. Through this process, we found that the hotel could improve its guest experience through employee training, technology investments, and operational efficiency improvements. This is a significant finding for Novotel because it suggests areas where it can focus to improve its brand, which in turn will increase customer loyalty and revenue.
Communication with Guests
Lack of consistency in communication
In our experience, the communication between the Novotel staff members and their guests is one of the major problems of staying at the Novotel. The staff often failed to fulfill their promises or told guests unreliable information. As a result, guests found themselves in uncomfortable situations or not receiving services that they were promised. The most common example of this problem was in giving directions to guests. The staff were often unable to give good directions to guests who needed help with finding locations, such as restaurants or local attractions, because the staff members did not know where these places were located. This caused problems for guests who were new to the area and wanted to explore on their own. Another example of this problem was when a guest asked for an explanation of how to use a certain facility at the hotel. The staff member who was supposed to help this guest did not know how to explain it and instead gave conflicting instructions that confused the guest. Another common problem was with the staff's failure to provide accurate information about the hotel's schedule and room service hours.
 Guests had trouble planning activities during their stay because they did not know what time things opened and closed, such as dining rooms and fitness centers. Also, guests found out after they had made plans that there was no room service as late as they had been led to believe, causing inconvenience and frustration. To that end, the lack of clear and reliable communication from the Novotel staff was a significant issue that negatively impacted guests' experiences (Zaman et al. 2020). It caused confusion, frustration, and discomfort, and made it difficult for guests to fully enjoy their stay. To address this issue, Novotel should invest in training their staff to improve their communication skills, ensure that they have accurate information about the hotel's facilities and services, and provide clear and consistent instructions to guests. The Novotel Hotel should consider standardizing its check-in policy, so that guests would know what to expect when they arrived at the hotel. The hotel should also do more to convey its policies and services to its guests as clearly as possible, so that guests are not left confused or uninformed at any point during their stay at the hotel. Having clearer policies and procedures will also help prevent confusion between staff members at the front desk about what is expected of them when dealing with customers. Finally, the Novotel Hotel should communicate effectively with its guests about how they can make complaints about noise in their rooms; many people were unaware of how to make such a complaint, leaving them with no way to alleviate their problem. Additionally, Novotel could consider implementing technology solutions, such as interactive maps, to assist guests with finding locations and accessing information about the hotel's services and schedule (Hu 2020). By improving communication with their guests, Novotel can enhance their reputation and provide a better experience for their customers.
Areas where staff training is lacking
Looking at areas where staff training is lacking. There was one incident that proved most illustrative in this respect. As part of our standard review procedure, we called in a table to check on their dining experience. The first thing the manager told us was that the waitstaff had been instructed not to "bother" him unless there were "issues." Staff training is a crucial component of hospitality and service industries. For example, employees should be taught how to properly greet customers, how to handle customer complaints, and how to handle food preparation. They also need to understand policies and procedures as well as how they benefit guests (Juniardi et al., 2018). The more effectively workers are trained, the more smoothly operations run and the better the customer experience is likely to be. However, Novotel Hotel's training program was quite lacking. The staff were not aware of some basic details about their work environment, such as when the restaurant closed. Moreover, employees did not appear to have been trained in customer service or food preparation techniques—one employee commented that he only learned how to make coffee during his three months with Novotel Hotel. This indicates that Novotel Hotel may need to hire additional staff or provide more thorough training. 
To facilitate our investigation, there were two Novotel staff members go undercover as guests. One female staff member who was a guest at Novotel Hotel let us in to the restaurant and was able to order her meal without being bothered by other staff members. She then spent around five minutes waiting for her meal. In contrast, a male guest was harassed incessantly by Novotel Hotel's waitstaff. He had to repeatedly ask for his own food after being informed that the dish he ordered had been sent out to another customer but before it could be delivered. The waitress was not afraid to move him along and made him wait for at least 20 minutes before he could finally get his food. During our investigation, we also called in a table on three separate days to check on their dining experience. On two of these occasions, the manager let us into the restaurant and allowed us to order our food. For example, one female customer said that she had a two-hour wait for her meal, but she was able to eat her meal when she finally arrived because it was already made. This is an example of improper staff training. The manager said that staff were instructed not to "bother" guests who were already served and waiting for their meals. He was unaware that the table made other customers wait by ordering before the customer had finished serving them, and he did not appear to have been given instructions on how to handle customer complaints. In each of our three cases, the employees' lack of training was evident in their interactions with guests. Staff didn't know how to approach a guest or how to ask for information. Novotel Hotel could benefit from more staff training and thorough instruction about guest needs and preferences when it comes to food preparation and service techniques such as making coffee, cleaning tables, and greeting guests with a smile.
 Provide ongoing training for staff
While it was clear that the staff at the Novotel Hotel had a keen knowledge of what their service should entail, it was equally evident that they were not aware of how to go about providing those services. The Hotel's owner pointed out to us the need for training for all staff members involved with customer service, especially those who would be interacting directly with customers. He recommended that we include training in our report, and he promised to provide his staff with any information we provide him with. This will allow him to create new training modules and programs that focus on the things that came up during our inspection, as well as information from other sources. The management of Novotel Hotel should provide ongoing training for its staff. The training should cover both theoretical and practical aspects and should be conducted efficiently and effectively. Trainees need to be given more opportunities to gain experience in all aspects of the job so that they will have a better understanding of their duties.
There are some areas in which the hotel can improve its service quality by enhancing its staff's knowledge. For example, in terms of food and beverage, the current staff do not have knowledge about wines, so they cannot tell customers about different types of wine or recommend certain wines to customers who prefer them. In addition, they do not know how to serve wines correctly and do not know how to recommend wines to customers according to their taste and budget.
In addition, when it comes to skills and teamwork, current staff are weak at dealing with difficult guests, trouble-shooting common issues, and managing time effectively. This can lead to negative experiences for guests and frustration for staff members who may not have the necessary tools to deal with challenging situations. Therefore, the hotel should provide training to its staff on how to handle difficult customers, how to prioritize tasks and manage time effectively, and how to work together as a team to ensure the best possible service for guests.
Implement a system for up-selling hotel amenities
Up-selling entails encouraging potential customers to purchase more expensive items, services, or options than they initially intended to buy. One effective method for up-selling is an up-sell menu that contains all options available (e.g., room, pool access, gym access). This menu should be prominently displayed in each of the relevant areas (e.g., lobby, pool area) and updated regularly. Employees (e.g., receptionists and waiters) should be trained to offer these additional services/products to customers when they make initial purchases. To motivate employees to up-sell more frequently, consider offering higher commissions for more expensive items/services sold or bonuses that are contingent on the total revenue generated by the employee during their shift. Another effective strategy to encourage up-selling is to offer incentives to customers who upgrade to a higher-priced option. For example, customers who upgrade their room to a suite could be offered complimentary breakfast or a spa treatment. This not only encourages customers to spend more but also enhances their overall experience at the hotel.
As part of a new hotel training program, we decided to implement a system for up-selling hotel amenities. Novotel, being a 5-star hotel chain, is expected to offer more than just the basics. The idea is to have all staff members encourage guests to spend their hard-earned money on items that are strictly [image: ]optional and can indeed be considered luxuries. For example, we want our staff to suggest guests pay extra for in-room dining or valet parking, instead of having them save those expenses and decide on what they want to buy once they're at the hotel. We also want them to convince guests to upgrade from standard room with 2 queen beds and a small bathroom, to a double room with either 1 king bed or 2 queen beds and a spacious bathroom. By having these two options as our guidelines for up-selling, we hope we can increase our profit by at least 10%.
Amenities
Analysis of the current amenities
The current amenities at the Novotel Hotel are adequate to fulfill the needs of most customers. The rooms are non-smoking, and most of the space is well-ventilated. The hotel's three restaurants provide guests with a variety of options for breakfast, lunch, and dinner, although there is currently no option for light fare between meals (such as sandwiches or salads). [image: ]The hotel also has four bars across its nine floors, including the rooftop bar that provides panoramic views of the surrounding area. It is a popular spot in the evenings for people to have drinks after work or on their way to dinner.
The hotel offers several sporting facilities, including an indoor swimming pool and fitness center equipped with modern exercise machines (Afrianto et al 2019). There is also a sauna and hot tub at the pool area. In addition to these amenities provided by the hotel itself, many guests make use of the nearby public park for jogging or other outdoor activities.
The only major shortcoming at this point appears to be the lack of green space on the property (Frank,2020). Although the hotel includes a small garden area near one entrance, there is no comparable area on any other side of the building, nor does it offer any public parks within walking distance his may be a disadvantage for guests who want to spend time outdoors or have children who need space to play. One solution to this issue could be to partner with a nearby park or green space to offer guests access to outdoor amenities or to create a small green space within the property. This could enhance the overall guest experience and make the hotel more appealing to families or guests who enjoy spending time outdoors.
The Novotel Hotel in Paris, France, has its décor. The hotel was designed with good taste and consideration for each guest's needs. We were given a tour of the hotel, where we noticed that it offered a great view of the Eiffel Tower from the lobby area. The room we stayed in was spacious and well-designed. It included a bathroom with a tub, and three sets of towels (de, 2017). There was also a can opener, iron and ironing board, desk with a lamp, flat-screen television, two comfortable chairs, desk lamp (with an adjustable head), phone with voicemail and data ports available for guests to use. In addition to these amenities, there was also an electric kettle and coffeemaker in the room. We did not have any problems while staying at Novotel Hotel, but it is important to note that this hotel has different amenities depending on which type of room you choose to stay in, e.g., if you stay in one of the luxury rooms or suites, you will receive additional amenities such as complimentary breakfast and newspaper delivery service. It is worth noting that Novotel Hotels offer various types of rooms to suit different guest preferences and needs. For example, guests can choose between standard rooms, executive rooms, and suites. Each room type comes with its own set of amenities and perks, such as complimentary breakfast, access to a private lounge, or a separate living area.
Furthermore, Novotel Hotels are known for their commitment to sustainability and eco-friendliness. The hotel chain has implemented various initiatives to reduce its carbon footprint and promote responsible tourism, such as using energy-efficient lighting and appliances, recycling waste, and sourcing local and organic products for its restaurants.
Need for updating and expanding amenities
The Novotel Hotel in Paris, France, is a moderately priced hotel that can provide a relaxing and cozy place to stay for vacationers. The rooms are of decent size and are equipped with the essentials needed to stay overnight (Putri). It is located in a good spot close to the Eiffel Tower, Arc de Triomphe and Notre Dame; however, there is also a Metro station nearby allowing for convenient transportation throughout the city. It is easy to reach from at least two different airports—Charles De Gaulle Airport and Orly Airport (Juniardi et al. 2018). In addition, it is also located near numerous bus stops. It has its own restaurant on site that serves traditional French foods as well as international cuisine; it also has several bars which serve alcohol both indoors and outdoors. There are many small shops within walking distance of the hotel that sell souvenirs and other things unique to Paris. the amenities at the Novotel Hotel could benefit from updating and expansion to better meet the needs and expectations of modern travelers. For example, while the hotel's restaurant and bars provide guests with food and drink options, there may be a demand for more diverse dining options, including lighter and healthier fare. The hotel could consider adding a cafe or deli-style eatery to offer guests quick, grab-and-go meals like salads and sandwiches.
Additionally, the hotel could investigate expanding its fitness and wellness offerings beyond the current swimming pool and fitness center. Guests may be interested in activities like yoga classes, Pilates, or spa services. The addition of a dedicated wellness center or spa could be a significant draw for guests seeking a relaxing and rejuvenating stay. The hotel's proximity to major tourist attractions is a definite advantage, but the lack of green space on the property may deter some guests who enjoy outdoor activities. As mentioned earlier, the hotel could consider partnering with a nearby park or creating its own green space to offer guests access to outdoor amenities.  While the hotel's overall maintenance and cleaning were of an acceptable standard, the need for frequent updates and expansion of amenities was noted (Firmansyah, 2021). The following are recommendations made to improve upon these standards:
Need for updating and expanding amenities: While the hotel's overall maintenance and cleaning were of an acceptable standard, the need for frequent updates and expansion of amenities was noted. The following are recommendations made to improve upon these standards:
While we understand that the budget is always a constraint, it is important that all items be updated on a regular basis. In addition, given the inconsistent quality of work currently present in the rooms, we recommend engaging a team to assist you in creating a more uniform quality of work on an ongoing basis. This would provide the consistency needed to ensure that your guests are not disappointed with their stay. The current color scheme has been added to over time, resulting in a cluttered appearance throughout the hotel. We recommend choosing one color scheme and sticking with it throughout the property for easier branding opportunities. It would also be beneficial to expand your list of amenities as well as upgrade or replace existing ones with updated model items (i.e., flat screen televisions). These changes would allow you to compete more effectively with other hotels within your price range.
Update and expand the gym and spa
[image: ]"The Novotel Hotel has an extensive and well-equipped gym on the third level with state-of-the-art equipment and amenities," begins the report. The report continues to describe some of these amenities, stressing the importance of this amenity to a large number of guests. However, when conducting a survey among guests, it was discovered that a large number were unaware of its existence and had difficulties navigating through the hotel to find it. The report goes on to note that most found out about this amenity through friends or acquaintances who had already worked out at the facility. The Novotel Hotel has been in operation for two years. The hotel management has reported that the hotel continues to attract guests, with occupancy rates averaging 70% over the past six months. Nonetheless, in order to ensure profitability, it is important to evaluate the effectiveness of various amenities provided by the hotel.
Some of these amenities have been rated positively by patrons. For example, the business center on the second floor and fitness center on the third floor are always full during working hours. However, other amenities have seen a decrease in popularity (Matu et al. 2022). The swimming pool had been a popular attraction at the time of opening. However, its popularity has since decreased due to an increase in fees from $5 per visit to $10 per visit, as well as a decrease in cleanliness and maintenance of facility equipment. The hotel staff reports that many guests have begun visiting other hotels that have pools for less money or free of charge. The hotel's restaurant has also seen a decrease in customers in recent months, despite chefs' attempts to improve quality and menu selection. It is believed this is due to oversaturation of restaurants within a five-mile radius of the hotel, as well as a decrease in frequency of large events held at the hotel (such as weddings), which once drove up demand for.
In order to address the need for updating and expanding amenities, it is recommended that the Novotel Hotel consider expanding its fitness and wellness offerings. This could include adding yoga classes, Pilates, or spa services to attract guests seeking a relaxing and rejuvenating stay. A dedicated wellness center or spa could be a significant draw for guests, especially those looking for a more upscale experience. Additionally, the hotel could consider partnering with a nearby park or creating its own green space to offer guests access to outdoor amenities. This could be especially appealing to families or guests who enjoy outdoor activities.
It is also recommended that the hotel consider updating and replacing existing amenities with updated model items, such as flat screen televisions. This would allow the hotel to compete more effectively with other hotels within its price range. In addition, expanding the list of amenities, such as adding a cafe or deli-style eatery to offer guests quick, grab-and-go meals like salads and sandwiches, could attract guests seeking more diverse dining options.  Another area that the hotel could consider improving is the consistency of the quality of work in the rooms. Engaging a team to assist in creating a more uniform quality of work on an ongoing basis would provide the consistency needed to ensure that guests are not disappointed with their stay. It is also recommended that the hotel choose one color scheme and stick with it throughout the property for easier branding opportunities.
In terms of the gym and spa, the hotel should focus on improving its visibility and accessibility. Many guests are unaware of the gym's existence and have difficulties navigating through the hotel to find it. The hotel should consider placing signs throughout the property to direct guests to the gym and spa. In addition, the hotel should evaluate the effectiveness of its pricing strategy for the swimming pool. Increasing fees may have contributed to its decrease in popularity, and the hotel should consider reducing fees or offering promotional deals to attract guests. Finally, the hotel should continue to evaluate its restaurant menu selection and quality in order to remain competitive with other restaurants in the area.
In conclusion, the Novotel Hotel in the UK faces challenges related to operational costs, declining occupancy rates, and an outdated marketing strategy. However, our analysis identified several opportunities for improvement. Implementing a revenue management system, developing targeted promotions, and updating the hotel's marketing strategy can help increase revenue and attract more guests. Investing in technology and employee training can also improve the guest experience and enhance operational efficiency. By implementing these recommendations, Novotel Hotel can improve its competitive position in the market and achieve better revenue outcomes. Nevertheless, Novotel Hotel has the potential to maintain its reputation as a quality hotel chain and provide an exceptional guest experience with strategic improvements.
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