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DoubleTree by Hilton Hotel is an organisation that operates as a hospitality services provider in Reading, PA, part of the Hilton Hotels and Resorts, an international chain of hotels. Currently managed by Craig Poole, the venue comprises 209 rooms and a variety of leisure facilities. Although their performance is well overall, the firm identified some concerns that hinder their potential to achieve higher results. These have been handed over to Golden Future, an organisational consultancy business focused on current trends in the industry. 
The first identified issue is the lack of professional development among the employees. According to the hotel’s manager, most of the staff has been hired out of an intention to offer social support rather than their experience or education. Further, their performance has been affected by the lacunas in their knowledge which resulted in poor customer service.
The second pinpointed issue is the sustainability deficit in the hotel’s operations. An increasing number of organisations adhere to sustainability in order to ensure a healthy and regenerative environment for current and future generations, but also for general human well-being.
It has been found that there is a correlation between employee’s skills, performance and quality of guest experience. Furthermore, the guest experience revealed in public through reviews and social media has a significant influence on brand image. In case of an incident, the customer’s perception is highly influenced by the staff’s service recovery strategies. If there is an absence of these or a poor attempt, it can reflect a gap in employee’s knowledge. Inevitably, the visitor will complain, and this may prevent future revisits or bookings from new clients. Still, if the employee is empowered with proper skills and resources, the situation could be managed and result in a positive outcome. Also, it has been stated that professional development is essential for staff retention. The DoubleTree hotel enjoys a strong position on the market due to the international recognition of Hilton's brand image. However, any failure can affect directly the local venue and result in loss. 
The hotel industry is ranked as a major consumer of resources and its operations directly influence the state of the environment. Moreover, it has been shown that tourists pay increasing attention to sustainability and even display a preference for businesses that integrate sustainable strategies into their operations. It has been reported that there are no green hotels officially in the area. Therefore, implementing certain green practices could result in competitive advantage, environmental well-being, less operational costs, and improved relations with guests and the community. Rather than being forced by governmental authorities to make drastic changes, it is sound to introduce certain adjustments at an own pace and initiative. 
Since the hospitality environment is characterised as competitive and fast-changing, improvements and changes are indispensable for success. To ensure a successful implementation, it is recommended to follow Lewin’s model of change (unfreeze, change, refreeze). In first phase, this requires analysing the present behaviours, resources and strategies and segregate the unproductive ones, but also launching discussion regarding the need for change and ensuring a safe climate for all participants. Secondly, the new strategies and directions are put into action and permanently supervised. It is crucial to analyse and evaluate its outcomes, then provide further support as needed. Thirdly, if the changes occur according to the plan, they are consolidated thorough repetition and integrated into the organisation.
The Golden Future firm designed a series of recommendations for both concerns of the hotel. Firstly, to improve the staff’s skills, the consultant proposed the Hilton’s programmes for employees training. These free resources can empower individuals according to the company’s goals and culture, helping them to achieve the expected performance. Also, they are encouraged to learn through experience by working with a trainer or a much-experienced associate. Thus, they can receive instant feedback and answers to their questions. Another solution is hiring mystery shoppers to evaluate the business activities. They can bring an objective perspective upon certain aspects of the venue that can be improved, adding more to its quality and effectiveness.
Secondly, sustainability can be implemented in various ways. The consultant recommended beginning with training the hotel staff to provide a solid foundation for sustainability and its importance. Then, the practical strategies may include introducing meal sizes in the restaurant menus to avoid food waste and reduce production costs. Also, conventional cleaning products may be replaced with eco-friendly ones to mitigate pollution. Another recommendation is planning a partnership with local authorities to encourage guests to use bikes and electric vehicles throughout their stay in Reading. Some further investments could be low-flow taps and showers and solar thermodynamic panels for saving energy and water. Although they are expensive, they have been proven effective by another hotel. And lastly, DoubleTree Hotel can apply for a green certification such as LEED, Green Key or Earth Check to strengthen its commitment to sustainability. 
In the end, it has been recognised that assessing the business’ performance with the scope of improving is indispensable for its success. Since DoubleTree Hotel faces competition from other great organisations, it is important to regularly review its activities and implement innovative strategies as necessary. The Golden Future company is grateful for the opportunity to collaborate with DoubleTree Hotel and remains open for further discussion.


[bookmark: _Toc602067914][bookmark: _Toc323899960]Introduction


DoubleTree by Hilton is a well-known hotel located in Reading, Pennsylvania, United States, currently led by the general manager Craig Poole (DoubleTree by Hilton Hotel Reading, n.d.). It is part of the international hotel chain Hilton Hotels and Resorts, a company founded by Conrad Hilton. According to Gutman (2021), before the leadership of the actual manager, the hotel was characterised by a poor reputation, mostly due to lack of staff professionalism and deficient management. There was also a low retention of workers and a sever lack of hospitality values. Located in a poor and distressed city, it has been difficult to attract visitors and achieve a successful brand image. The venue’s revival relied on Craig Poole’s experience and determinacy to create a place of outstanding hospitality. The seven-floors hotel, built in 2015 (DoubleTree by Hilton, 2015), comprises 209 rooms and offers a wide range of amenities for leisure guests, business inquiries, and families. 
However, a set of issues has been brought to Golden Future, an organisational consultancy firm, such as low staff professional development and poor adherence to sustainability. 
Golden Future has joined recently the business field, increasing its number of accomplished improvement projects and satisfied clients. One of its core principles is to overview the current trends in the industries and design recommendations aligned with future tendencies. Thus, the hospitality guests’ needs are met, and their expectations even exceeded. Tefera and Govender (2017) highlighted that the perceived service quality can display the difference between an average and an outstanding venue, regardless of its star rating. Consequently, Golden Future aims to provide sound strategies for DoubleTree Hotel in order to attract various types of guests and remain up to date with the industry’s trends. 
As previously mentioned, firstly, the hotel management does not invest consistently in its workers’ skills and development. This aspect plays a crucial role in service delivery, business performance and retention. Due to the fast-changing nature of the industry, regular staff training and career opportunities are vital to face the present challenges and the various demands of the visitors (Waqanimaravu and Arasanmi, 2020). This report will analyse which areas can be improved through investing in people’s professional development and how the business can benefit from it.
Secondly, the DoubleTree Hotel has a low level of adherence to sustainability practices. Environmental concern is an emerging agenda around the world, and the hospitality industry has great potential to positively contribute. Kim, Barber and Kim (2019) explained that hotels represent a huge consumer of resources since they host multiple guests with various needs. Since their activities impact the environment, each business should aim to minimise the negative aspects resulted. This paper will examine the benefits of sustainable practices upon the target hotel, and which are the practical solutions that can be effectively implemented.
A set of tools such as PESTLE, SWOT and TOWS will be used to identify any factors that might contribute to the issues experienced by the company. Further, the findings will be examined in order to make connections for effective solving. The PESTEL analysis will cover the external factors’ effects upon the hotel’s activities while the SWOT will provide an overview of its performance. Although it has a good reputation in the industry at this point, the identified issues can grow and slow its development. Meanwhile, the competitors may gain certain advantages and become more successful. Thus, the TOWS matrix will help in creating a series of solutions for both issues using the findings from PESTLE and SWOT. This tool will empower the business to make the most of its resources and bring a fresh perspective upon future strategies. 
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It has been noticed that the General Manager hired inexperienced staff early in his journey at DoubleTree by Hilton Hotel by interviewing them in a casual manner (HospitalityMD, 2023). The hiring decision has been based more on a willingness to help people characterised by difficult circumstances than on professional acquisitions or education. Although there have been various benefits such as increased employment and social support, recent feedback from customers indicates that there are still certain lacunas in staff’s abilities and performance (TripAdvisor, n.d.). Some of the examples include food safety issues and lack of training for digital device use. Whereas human mistakes can be made, Shams et al., (2021) reported that service recovery methods such as apologising, displaying empathy, and compensating can significantly diminish customers’ negative emotions and re-improve their perceptions. Moreover, depending on the perceived damage, the speed and effectiveness of service recovery, the customer can still leave a positive, favourable review (Jeong and Lee, 2017). Therefore, the negative feedback of an unsatisfied guest might indicate the employee’s lack of attempt towards this method. This may be resulted from a knowledge gap (e.g. proper instruction not been given or updated, brand culture or hospitality values not internalised). Despite all issues must be taken seriously and resolved in a professional manner, life-threatening matters such as food safety require a high level of responsibility. Proper actions need to be considered and implemented, monitored and improved. 
Since DoubleTree Hotel is part of the international brand Hilton, potential guests can book a stay, based only on the brand’s image and reputation as a whole, and not on the particular property’s image (Lien et al., 2015). Also, because Hilton enjoys an outstanding reputation worldwide (Hilton, 2020; Travel Well, 2022), people may assume that the quality standards are equally followed at all venues. There can still be a significant difference between two different locations, even if they are managed under the same brand name. One can be better managed than the other one, or the staff may be empowered with more experience or skills. However, the hotel should strive to implement the best strategies to align the employees under the brand’s culture (e.g. goals, mission, values) through training and professional development. Consequently, the venue will gain a competitive advantage locally and will contribute further to the company’s performance whilst the employee enjoys job satisfaction (Reidhead, 2020).
The topic of sustainability draws the attention of an increasing number of businesses and industries. Since the hospitality field requires high amounts of resources, it results in great pressure on the environment. Therefore, many hotels have taken responsibility and started to integrate various strategies into their operations to become more eco-friendly (Oriade et al., 2021). Lack of adherence to sustainability can affect DoubleTree Hotel in various ways such as long-term risks, reputational damage, and operational inefficiencies (Persic et al., 2013; Khatter et al., 2021). It has been noticed that the hotel plays an important role in the Reading community (HospitalityMD, 2023). Thus, if it does not contribute to people’s well-being and environment, it can lead to potential conflicts or strained relations. Although the business may improve the employment rate and the quality of life for many citizens, people will not compromise their health. Also, it may lose clients who prefer more eco-friendly lodging options. Boronat-Navarro and Perez-Aranda (2020) found that individuals acquainted with sustainability or those who specifically look for an eco-friendly venue are willing to pay more for this type of hotel. In terms of operational inefficiencies, the firm can face future challenges with outsourcing its products or services since many partners can prioritise sustainability in their own operations. As a result, if the hotel is not aligned with these practices, this can lead to more issues, unsatisfied guests and financial losses.
Sourcing its food from local producers is a beneficial sustainability strategy adopted by DoubleTree Hotel (n.d.). However, although implementing certain operations with more sustainable options can make a difference to the hotel’s image or finances, it is fundamental to introduce the staff in ecological awareness. According to Tanveer et al. (2022), training employees represents the most important part in making a hotel sustainable since they operate different than a conventional venue. Their training is not based only on how to do a certain task, but also on cultivating positive attitudes and mindsets towards sustainability (Alola, Cop and Tarkang, 2022), on making them aware of the consequences if environmental care is neglected. Moreover, it should highlight how beneficial the firm’s efforts and contribution will be to the business itself, to the employees and community. 
Afterwards, the hotel can design its own sustainable strategies depending on budget, goals and priorities.
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The PESTLE Analysis represents a strategic method used to assess potential risks or threats that might impact a business thorough a set of external factors. Also, it helps to create an objective perspective upon the environment around the target location. Its acronym stands for Political, Economic, Social, Technological, Legal and Environmental. Ultimately, the purpose of PESTLE relies on empowering the business to manage changes effectively for its own advantage rather than attempting to resist them (Rastogi and Trivedi, 2016).   
Political: The issues faced by the state of Pennsylvania or even by the city of Reading can affect the activity of DoubleTree Hotel. Also, governmental decisions may influence the business’ activity. Due to political conflicts, the United States sustained financially Ukraine which meant an increased rate of taxes (Wolf, 2023). This can lead to increased taxes paid by the hotel which means less resources to be invested.
Economic: The city of Reading hosts frequently various leisure events at its Santander Arena, attracting both locals and tourists (Reading Eagle, 2023). Consequently, the local economy wins, but also there will be chances for more guests at DoubleTree Hotel. Thus, creating certain promotions and packages can boost the bookings. Therefore, it would increase the need for sustainable operations for cutting unnecessary costs.
Social: As mentioned before, Reading hosts regularly different events which attracts a wide range of tourists and visitors. Therefore, the hotel workers must be prepared to be adaptable, resilient and own a proper set of hard and soft skills (Alexakis and Jiang, 2019).   
Technological: Introducing artificial intelligence in hotel industry is an emerging trend (Nam et al., 2021) due to the performance advantages and operational effectiveness. Since it evolves at a fast pace, it may become a competitive advantage in the future. This fact emphasizes the need for regular training and using the latest software and devices. 
Legal: According to state of Pennsylvania’s law (PHRC, n.d.), the hotel management must ensure that all employees have equal rights to access training and professional development opportunities. 
Environmental: The city of Reading administration made public its intention to adhere to sustainability (City of Reading, n.d.). It may escalate to a certain level of pressure on the hotel to make certain changes to sustainability. Therefore, it would be wise to implement some strategies rather than being pressed by local authorities. 
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The SWOT Analysis (Strengths, Weaknesses, Opportunities, and Threats) achieved success as an evaluating framework for researching “how an organisation compares with its competition” (Teoli, Sanvictores and An, 2019). It considers both internal and external factors, aiming to establish a favourable position on the market. 

Strengths

The hotel displays consistent support for Reading community through charity and small events. Moreover, it has created employment opportunities for local people. Thus, the business consistently promoted the social and the economical pillars of sustainability (Brundlandt, 1987). These aspects are related to the notion of corporate social responsibility that represents a firm’s commitment to supervise the impact of its activities on surroundings at all levels (Ng and Tavitiyaman, 2020). Furthermore, the outcome of corporate social responsibility helped to build a strong brand image which is vital to customer loyalty and financial performance (Mohammed and Rashid, 2018). Also, the DoubleTree Hotel benefits of an experienced leader and manager, Craig Poole, who succeeded to bring the hotel from crisis on a successful path. Kaštelan-Mrak and Grudić-Kvasić (2021) highlighted the correlation between authentic leadership, organisation performance and employee satisfaction, which is reflected by the positive testimonies of the hotel staff. 

Weaknesses

According to HospitalityMD (2023), staff has been recruited from various backgrounds, primarily based on social support intention. Consequently, the lack of certain professional experience or skills can negatively affect the company’s performance. Also, lack of sustainability development can increase operational costs and expose the hotel to negative reviews or critics that damage its reputation (Jones, Hilier, and Comfort, 2017).

Opportunities

The hotel can host various educational programms to develop a set of skills, abilities and expand the knowledge of the staff (Kukreti and Dani, 2020). Due to its strong connections with the community, it can organise different workshops and bring specialists from industry to share new trends and encourage people to join in. Thus, new talents would be discovered and retained in the business. Also, the importance of sustainability can be highlighted and implemented. Adopting eco-friendly practices and obtaining a green certification have been proven as a potential positive influence over the customer’s perception of the venue (Chi et al., 2022). Moreover, the business can become the first green hotel in Reading, PA which results in a great competitive advantage (Kuo, Fang and LePage, 2022).

Threats

The city of Reading hosts various hospitality venues, including well-known brands such as Best Western, Fairfield Inn & Suites (part of Marriott) and Holiday Inn (part of IHG Hotels). Therefore, DoubleTree hotel faces a sharp competition. So, any disadvantage of the business can be a win for other hospitality providers. For example, certain amenities (or tangible services) such as spaces for children can make the customer segment like families to choose that lodging option rather than DoubleTree Hotel. However, Wardhani, Kusumawardhani and Ubaidillah (2021) reported that intangible services such as hospitality, quality of service or perceived value are also differentiating factors that can make a difference and help the business stand out. Another threat is that during special events, the venue can face peak seasons which requires an increased level of resilience and effective management. 
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The TOWS Analysis involves assessing the SWOT findings and planning strategies for overcoming weaknesses and threats by exploiting the available opportunities and taking advantage of the strengths (Kulshrestha and Puri, 2017).  Through this investigation, the business can benefit from improvement, sound decision-making, and quality management.
	
	Weaknesses

- unexperienced staff recruited
- lack of skills/professional development
- lack of sustainability development
	Strenghts

- social support and employment opportunity
- strong brand image through corporate social responsibility (CSR); part of an international chain
- experienced manager/leader
- satisfied employees

	Threats
- sharp competition from other hotels
- peak seasons

	1. Analyse what skills are mostly needed during peak seasons that need improved

	1. Promote Hilton’s guests loyalty programme to attract guests
2. Offer chance to work overtime during peak seasons

	Opportunities
- the brand supports/hosts professional development programmes
- achieve green certification
- become the first green hotel in the community
	1. Access brand’s development programmes to support the unexperienced staff
2. Implement more sustainability practices to be eligible for green certification 
	1. Enhanced local brand image and CSR through green accreditation
2. Increase job satisfaction and employee retention through accessing professional development opportunities



[bookmark: _Toc1273199079][bookmark: _Toc50652858]Change Management

Due to the fast-paced evolution of the industry, it may become challenging for the organisation to remain successful. Unforeseeable events such as pandemics or political conflicts, constant shifts of trends and preferences raise the need for increased flexibility and openness (Nassar, 2017). Consequently, DoubleTree hotel must regularly revise its operations, strategies and policies in order to stay competitive. Moreover, implementing changes at different scales may be essential to enable the hotel to continue its activity. Mullins (2016) highlighted that change management represents a structured and organised approach to effectively assist people and businesses in adapting to new operations, processes or strategies. While the weaknesses and threats identified in the SWOT Analysis can evidence the need for change implementation, the strengths and opportunities can be proven as a consistent set of tools.
According to HospitalityMD (2023), the manager Craig Poole introduced multiple changes when he joined the company, succeeding in achieving unprecedented performance. It has been reported that organisations may face resistance to change from employees due to various reasons like unawareness, fear of uncertainty, or unsupportive leadership (Srivastava and Agrawal, 2020). However, in the case of DoubleTree, the changes have been accepted openly according to the employees’ testimonies (HospitalityMD, 2023). Since Craig Poole’s charismatic leadership style deeply focuses on people’s well-being (employees, guests, citizens), this fact had a great impact upon the staff’s openness to change. His experience and dedication to seek people’s good contributed to a positive image creation that inspired trust and ensured support. This has been proven by Baquero (2022) who stated that there is a strong correlation between charismatic leadership and resistance to change undo. Also, Salem et al. (2023) supported this point of view reporting effective communication, sense of humour and willingness to risk-taking as great facilitators for inspiring openness to change among workers. Therefore, based on these facts, it can be predicted that the DoubleTree staff will embrace the new transitions and changes smoothly, with a low level of resistance towards them. 
The first issue brought by the hotel is the professional underdevelopment of the employees. The proposed solution is to ensure more training and learning resources, according to their job-related tasks in order to empower them with more skills and knowledge (Belias, Vasiliadis and Mantas, 2020). 
According to Lewin’s (1947) model, the change implementation implies three stages: unfreeze, change, and refreeze. The first stage requires instigating the need for transition and change, to eliminate any sign of resistance (e.g., mindset, habit) among organisation’s members. The DoubleTree hotel management should communicate with the staff about the necessity of competences and skills development, show their support, and set their expectations. Bergenhenegouwen (1996) emphasised that there are two categories of competencies: observed (knowledge and skills) and hidden (self-image, motivation, personal values, and standards). Whilst the employer can develop training sessions for the first category, there is a low possibility of applying the same method to the second one. The scholar also reported that hidden competencies are essential for an individual to desire self-actualization or professional development. For example, a front office employee who has an honest desire (personal value – hidden competency) to deliver guests a high-quality check-in experience will display more willingness to upgrade his/her knowledge by attending a training session. This will result in knowledge acquisition, improved performance, and delighted guests. Therefore, the hotel manager may investigate whether the workers have these hidden competencies and even find ways to motivate them (Hang and Khuong, 2018).
The second stage consists of change implementation where people move from the old ways of operating to the new ones, through adapting and actualisation. represented by training strategies designed for each department and role. Since the hotel is part of the international brand Hilton, its employees can benefit from the organisation’s various resources (Hilton, 2021). Since these are online tools, they will be able to access and study them at their own pace. A leader-member or an HR associate should be available for assistance to ensure that any difficulties are overcome and that they select the right resources according to their needs. Another advantage of using the company’s own materials is that these are designed specifically for the brand’s culture, and vision. Chung and Byrom (2021) demonstrated that those employees who immersed themselves in knowledge about their company’s brand could enable positive customer perception towards the business’ image. Consequently, the staff’s job satisfaction and pride increased. 
To improve and foster high quality guest service, it is essential that the training sessions address both hard and soft skills development. Besides accessing the Hilton’s library of digital tools, the hotel’s staff can learn through experience by working and observing a trainer (Luo, Wang and Tai, 2019). It has been demonstrated that coaching and mentoring have a wide variety of benefits such as social support, enhanced progression track, real-life examples of best practices and instant suggestions or feedback. Therefore, compared to independent learning, this type of professional development may be faster and more effective. However, it can be difficult for one trainer to assist multiple trainees or more planning and scheduling would be needed, so everyone can benefit from his/her assistance. Thus, it depends on each department to select the right strategy that suits everyone.
The last stage represents “refreezing” the new operational methods or habits into the hotel’s activities. The trainee should be able to work independently according to the freshly introduced framework. Also, the management team must develop ways to sustain the change and evaluate whether it has been successful or needs some improvement. Asking for employee’s input or analysing their performance can be helpful for designing further steps in the change development and maintenance (Ko, 2015). The team can be encouraged to write notes regarding their struggles or new encountered issues and seek support. Success should be celebrated at this stage thorough staff verbal appraisal and performance awards. This can serve as further motivation and fuel positive feelings which are essential for well-being and job satisfaction (Mohd-Said et al., 2020). 
After investing in staff training, improved customer service and guest satisfaction are expected and used as success indicators. Yaouneyong et al. (2018) reported about mystery shoppers as an effective method of auditing services in hospitality. Disguised as everyday guests, they are recruited and trained to evaluate customer service, staff ethics, and business operations according to the brand standards. By employing them periodically, they can provide objective feedback regarding operations quality, and staff performance. Rather than watching for their mistakes, the mystery shoppers’ goal is to inspire them for professional development and enhanced attitudes toward guests. Therefore, reaching for a third-party service to assess the DoubleTree hotel’s performance can be a great tool to review the outcome of staff training sessions. Also, increased positive reviews and social media interactions may be utilised to measure any quality growth (Hsiao and Hsiao, 2021). Although there is an extra cost, it is beneficial for the business in order to ensure the desired change implementation and even obtain a competitive advantage through specialised feedback which can serve for future improvements. It would be more beneficial to hire two to three mystery shoppers during the peak seasons since more revenue is generated, so is more affordable for the business. Also, there is more variety of situations and skills that can be observed, analysed and evaluated. Consequently, this can generate more detailed insight to cover different issues. 
The second issue identified by the DoubleTree Hotel is represented by the lack of environmental sustainability. As previously mentioned, achieving a green certification and becoming the first green hotel in the area can be great advantages in the market, but also can contribute to nature’s wellbeing. Since the hotel comprises 209 rooms, it is clear that high amounts of resources are needed to host such a great number of visitors, especially if the hotel is fully booked. Topcuoglu et al. (2022) stated that the sustainability programmes of the venues must be visible and bring significant improvements to gain at least a green reputation.
Considering Lewin’s (1947) stage of “unfreeze”, the first change that needs to be addressed towards sustainability is to educate the staff. Sarkis et al. (2010) highlighted training as an essential step in facilitating the business’ advancement in the competitive environment. Therefore, awareness of ecological concerns must be raised in order to ensure their understanding of hotel’s goals and strategies to become more eco-friendly. Afterwards, the DoubleTree hotel must decide on the practical changes that can be implemented effectively and at a minimal cost. 
The phase of changing involves the practical steps which have been planned. Besides supplying food from local producers, the hotel’s restaurant can introduce different sizes on the menu (e.g. a portion of french fries can be available in small, medium or large size). This will help to reducing the food-waste, usage and cost of raw materials (Filimonau and Krivcova, 2017). Also, the kitchen management will need to update and design the new menus. Then, they must instruct the staff to know what the precise quantity of each size is and how it can be measured in a timely manner. The department will need to ensure proper waste management and replacing any conventional takeaways or room-service containers with eco-friendly ones.
Pereira, Silva, and Dias (2021) found a variety of sustainable practices implemented in a luxury hotel that can be considered by the DoubleTree Hotel. For example, it can reduce water consumption by installing low flow taps and showers along with flushing cisterns. Also, using a thermodynamic solar panel for heating water can reduce energy consumption. This technology generates hot water even during nights up to 55°C. However, it is highly recommended to ensure good functioning of pipes to prevent any loss. 
Another identified example is using ecological cleaning products. The housekeeping department should consider these products instead of conventional ones since they are less polluting, so it helps reducing environmental harm. Also, since the DoubleTree hotel has a swimming pool, instead of cleaning it with chemicals, salt electrolysis is a healthier option. 
Lastly, the final recommendation focuses on reducing the carbon footprint by creating a partnership with local authorities or companies that promotes bike tours and electric vehicles (Migdadi, 2023). This is an affordable option for guests to explore the city of Reading, especially since the most of touristic points are close to the hotel. Moreover, it also encourages a healthy lifestyle thorough physical movement. As a result, the environment will benefit from congestion reduction and less fuel consumption (fresher air, less noise). 
As per last stage of Lewin’s (1947) model, the refreezing would be maintaining these changes, assisting with any adjustments needed and regularly collecting feedback for improvement. Also, calculations can be made to check how much finances have been saved or how many kilograms of carbon emissions reduced. 
Additionally, the DoubleTree hotel can apply for various green certifications such as LEED, Green Key or Earth Check to highlight their commitment to sustainability (Sustainable Hospitality Alliance, 2021). Although they represent certain advantages in the relationship with the customers, the advantages go even further to improved links with external stakeholders such as government, merchants, and public (Lee, Lee, and Gunaranthne, 2019). Good connections play a key role in achieving marketing advantage and financial gain.
By implementing these strategies and operations, the DoubleTree hotel will cover the identified lacunas and boost their performance. It is essential to supervise the initial phases to ensure a smooth initialisation, followed by regular evaluation, and making the right adjustments as necessary.
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The Golden Future consultant designed an action plan that reflects the identified issues and the recommended solutions that can be implemented. It can help preparing further strategic steps, track the progress of change, and work as a check list. Jones and Recardo (2013) highlighted that planning is essential to facilitate change in businesses and including more details can bring into attention new aspects that need to be addressed. Also, effective planning can cover areas like resources optimisation, costs, goals setting and decision-making.
For the first identified issue, there are two solutions while for the second one the consultant proposed seven solutions. They can be either implemented simultaneously or gradually according to multiple factors such as time, organisation, staff availability and budget.



	
	Issue
	Goal
	Solution
	Time framework
	Deadline
	Budget

	1.
	Lack of professional development among employees
	Improve the hard and soft skills of employees from all departments
	a. Engage all the employees in training programmes offered by Hilton (Hilton, 2021) 

b.Hire 2-3 mystery shoppers to objectively evaluate staff performance, venue and service quality

c.Offer training through learning by experiencing method. Assign a more experienced employee to assist the less-experienced ones.
	6 months
	May 2024
	Free








£1000









Free

	2.
	Poor adherence to sustainability
	Increase adherence to sustainabilityto be eligible for green certification
	a.Train staff on environmental sustainability


b. Introduce different sizes per portion on menu; design new menus and train kitchen staff accordingly

c.Install low flow taps and showers

d.Install a thermodynamic solar panel for heating water

e.Switching to eco-friendly cleaning products instead of conventantional ones

f.Partnership with local authorities to make bikes and e-vehicles available for the hotel guests

g.Apply for LEED, Green Key or Earth Check green certification
	8-12 months
	17/11/2024
	Free





No extra cost identified




£15,000


To consult professionals in solar industry


No extra costs





No extra costs







£10,000
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It has been found that the DoubleTree by Hilton Hotel enjoys a good reputation in the Reading community, especially due to the Craig Poole’s outstanding leadership and management. However, since the hotel industry is changing in a fast-paced manner, resulting in a competitive market, it is vital to analyse the organisational performance, the operations effectiveness, and the quality of customer service. 
The business has brought two issues to the consultant’s attention: the lack of employees’ professional development and poor adherence to sustainability. The first one needs to be addressed in order to improve the hotel’s activity and win guest loyalty. Any failed service can lead to negative reviews or harmed reputation. Also, it is an important part of retaining employees. Since the venue is a part of the international brand Hilton, the best recommendation is to access the company’s resources for staff training and education. These will enhance their knowledge according to the business’ standards and enable them to create a positive brand perception among guests. Another proposed solution is hiring a couple of mystery shoppers to objectively evaluate the hotel’s performance, operations, the interactions between staff and guests, and resources management. They will provide professional feedback for future improvements and inspire the staff to further professional development. Also, assigning more experienced employees and expert trainers to assist with the staff’s skills growth can provide a real-life experience of learning. The trainees would be empowered with the opportunity to ask questions, receive immediate feedback, and learn from another example in their job.
The second issue is represented by a low level of sustainability. Since this is a popular and growing trend in the industry, it is imperative for the hotel to implement some eco-friendly strategies. Moreover, sustainability is a part of the corporate social responsibility which is vital for creating a successful reputation. The consultant recommends prioritising the staff training towards environmental sustainability to increase awareness, liability, and comprehension of the business’ green goals. Further, a set of green practices has been developed to be implemented in certain departments, but also across them. There is a variety of prices, from free operations to consistent sums of investments. For kitchen department, it has been suggested to introduce different meal sizes, so there will be less food waste and decreased costs of production. Consequently, the staff will need training and the menus need to be updated. For the housekeeping department, the conventional cleaning products should be replaced with more eco-friendly ones to reduce environmental pollution. As an investment for the entire building, low flow taps and showers and thermodynamic solar panel for heating water are recommended. These play an important role in saving energy and water. Lastly, after changes implementation, the consultant encourages the hotel to apply for a green certificate. This will be an instant proof of the organisation’s commitment to sustainability, offering more credibility to the visitors.
Therefore, it is vital for DoubleTree by Hilton hotel to recognise its own potential and development opportunities in order to outstand its competitors and achieve success.
The Golden Future firm is honoured and grateful by having the opportunity to collaborate with the DoubleTree hotel. It has given the chance to explore meaningful topics for the present industry and research for solutions that can surpass competition.
The Golden Future forecasts that these findings will enable the hotel to unlock new gates of potential to success.
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