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The consultancy report examines the alarming case of Hotel Namaskar in New Delhi, which has requested external help to improve its operational effectiveness and long-term viability. Having provided hospitality services to an array of clients over the years, Hotel Namaskar continues to emerge as a well-known player in the industry. Yet, the hotel is currently going through a very tough phase in its image and finances. This report is important because it deeply examines and strategically proposes how to deal with these urgent matters.
Of note, this case is in the hands of Synergy Hospitality Solutions, the consultancy firm engaged for this project, whose experience and resources will surely make a difference to meet the exact expectations of Hotel Namaskar (O’Mahoney, J. 2021). As the consultancy has other similar deeply held beliefs, they shall devise realistic and impactful strategies which the hotel will likely adopt. This firm will assist Hotel Namaskar to overcome its problems so that it can take advantage of other competitive market opportunities.
At this moment, Hotel Namaskar is going through a variety of problems that require consulting services. These problems incorporate operational inefficiencies alongside a reduction in customer satisfaction, which is deeply affecting the hotel’s performance. So far, it has been noted that these issues are debilitating operational effectiveness, while simultaneously damaging the financial health of the hotel. Understanding these challenges is important because it helps identify the roots of this consultancy report.
Client feedback is instrumental in identifying the operational challenges of Hotel Namaskar (André Baljeu, 2024). By meticulously studying and deeply analysing the reviews and comments made by the customers, the hotel can scope out attending to these issues and improving them (Tripadvisor, 2025). This customer-centred approach will significantly aid in developing response strategies for the hotel. In addition, effective reputation management is vital in dealing with negative feedback and elevating the public image of the hotel through positive engagements (Christou, E. 2016).
At Hotel Namaskar, the core issues pose significant risks from which finance sustainability could be compromised (Sabre Hospitality 2024). On top of this, a deep analysis of the hotel’s financial capacity is also necessary as it has direct implications on budgetary allocations and profitability, economic challenges over the operating processes. The financial analysis will deal with the direct costs on current issues as well as the health on finances for investment in the proposed solutions in the analysis (DinçerH., and Yuksel, S. 2019).
In order to structure guidance to the consultancy services aimed, this report will apply concepts such as STEEPLED, SOAR and TOWS analyses. The factors like social, technological (Dimitrios Buhalis, Taheri, B. and Rahimi, R. 2022; José Luís Reis, Peter, M.K., Varela, A. and Zorica Bogdanović 2023), economic (DinçerH, 2019), environmental (Ramanathan, R. and Ramanathan, U. 2020), political, legal, ethical and demographic influences the external operational environment of Hotel Namaskar is captured by the STEEPLED analysis (flixabout.com, 2024). The consultancy can assist the hotel to cope with external pressures within the contemporary hospitality industry and market through these external pressures.
The SOAR analysis's scope is to evaluate the strengths, opportunities, aspirations, and results of Hotel Namaskar and its attributes to establish growth potential (Cooperrider, 2011). This will assist in revealing the management's desired outcomes and how that matches with available prospects (World Tourism Organization 2011; Amadeus Hospitality 2022). In the same manner, the TOWS analysis will synthesize the findings and insights from the other analyses and provide Hotel Namaskar with strategic options to meet the obstacles developed from the other analyses (Johnson, G., Scholes, K. and Whittington, R. 2008).
The report will end with explicit suggestions intended to tackle the operational challenges while improving the effectiveness of the operations of the hotel. All raised recommendations would be accompanied by change management plans to facilitate acceptance and ensure a positive experience among the participants of the process (Raymond Andrew Noe, Hollenbeck, J.R., Gerhart, B. and Wright, P.M. 2023; Watson, S. 2018). There will also be constructivist post-implementation review processes to measure the effectiveness of the response plans and strategies.
History of Hotel Namaskar
Hotel Namaskar is located in the centre of New Delhi and is an emerging player in the hospitality sector of India since its inception. It acquired that status due to both the historical context of the hotel and the current market operational issues it faces. Namaskar’s history began in the early 1990s along the lines of the economic liberalization phase in India. The thing that shaped the growth and development of Namaskar was the surge in international businesses and tourism during that time and the need for quality accommodation (Chowdhary, N., Billa, S. and Tiwari, P. 2022). In its quest to meet the diverse expectations of its clients over time, it has had to deal with ever-changing market conditions (Kotler, P. and Keller, K.L. 2021).
As with most institutions, the operational systems of Hotel Namaskar have transformed throughout its existence. In the formative years, meeting basic hospitality benchmarks was the ultimate objective. However, the advancement of competition and the developed environment forced the hotel to embrace more advanced management techniques. This transition consisted of adopting modern hospitality systems, training staff (Raymond Andrew Noe, Hollenbeck, J.R., Gerhart, B. and Wright, P.M. 2023; Watson, S. 2018), and using technologies to improve customer service (Management Association, Information Resources, 2015). The implementation of customer relationship management systems was a landmark event. The hotel could now receive and evaluate customer comments for use in service function adjustments (André Baljeu, 2024), thus enhancing the quality of services provided (Team, G. 2025).
Strategic marketing and unconventional advertising techniques have shaped Hotel Namaskar’s identity. business travellers and culturally interested tourists stay at the hotel strategically located within the capital city. Initiatives and advertising campaigns showcase exquisite cuisine, lavish service, modernized conference rooms, and diverse cultures and emphasize the hotels location to maximize international and local tourists (Kotler, P., Lane, K., Hoon, S., Ting, C., and Meng S .2018).
Guests staying at Hotel Namaskar fall within the ever-evolving demographic characteristic of the millennial population. The rise of young professionals and millennials has shifted the focus of the hotel towards more tech-driven non-traditional services like high speed internet, multifunction rooms, and wellness services (José Luis Reis, Peter M.K., Varela A. and Zorica Bogdanovic 2023). Thinking sustainably has also gained popularity as clients seek green options and the hotel is attempting to meet these sustainable tourism strategies (Ramanathan R. and Ramanathan U. 2020).
The international environment, including changing economies and traveling trends, has had a notable impact on how Hotel Namaskar performed historically (DinçerH. and Yuksel, S. 2019). For example, during the global economic crisis in 2008, the hotel was forced to change its pricing and advertisement policies to keep the occupancy rates steady. In the same way, the COVID-19 pandemic revealed weaknesses within the hospitality industry and required immediate modification of services and health protocols. The hotel's responsiveness to external pressures is what has helped it to survive through some of the toughest times.
Hotel Namaskar's branding and customer experience is notably enhanced by its physical infrastructure. The city has contemporary architecture and traditional Indian design, which helps to improve the aesthetic value of the hotel and serves to reflect the spirit of the city. This considerate approach to design serves to foster a friendly environment more resonant to the guests. Furthermore, the luxurious rooms, wellness centres, and rooftop pool help to reinforce the reputation the hotel has in providing complete hospitality services.
While the competitive advantages of a location are welcoming, the other side of the spectrum poses a challenge: location is a critical element of the hotel and hospitality business. The Namaskar Hotel is located right next to cultural landmarks, major business districts, and transportation centres, meaning that there is a lot of foot traffic as well as visibility for the hotel. On the other hand, the New Delhi competitive landscape is difficult to navigate because many hotels compete for the same clientele. It is vital to the hotel’s success to continue providing exceptional services and unique selling propositions to take advantage of the location the hotel is situated in.
Hotel Namaskar's service culture has changed over time in tandem with the changing guest needs and the service industry’s standards (Zeithaml, V., Bitner, M.J. and Gremler, D. 2016). Their service went from strict and formal, to focused on attention and personalization as the management understood the importance of guest interface. More recent training sessions aim to build a sense of ownership and obligation in all staff members so that they all work towards ensuring that guests have an unforgettable experience during their stay (Watson, S. 2018). This change in service culture has effects on how some operational issues are handled: it highlights the need for staff involvement in the quality of service delivery.
The path of Hotel Namaskar demonstrates the strategic decisions made over the years, which influenced its operational strategies. Its brand image has been enhanced by implementing loyalty marketing programs, attending international hospitality trade shows, and forming agreements with local tourism agencies (Brandão, M.M., Sincorá, L.A. and Sarcinelli, A.F. 2021). These strategies have helped the hotel establish its brand in the market so that it can manage the challenges presented by a competitive sector while concentrating on positive growth patterns (World Tourism Organization 2011).
This report will also evaluate the proposed solutions and their costs concerning the financial capabilities of the Hotel Namaskar (Sabre Hospitality 2024). While the changes recommended will be tried to be achieved within the operational budget, the hotel is likely to experience improved performance, restored customer satisfaction (André Baljeu, 2024), and enhanced competitiveness, which will be the focus of the discussion.
About the Consulting Firm
Zenith Hospitality Solutions, the consulting partner for Hotel Namaskar, is one of the most experienced and well-reputed consulting firms with decades of experience in the hospitality sector. (O'Mahoney, J. 2021). Founded with the vision to help businesses streamline their operations, the consultancy is now a market leader having evolved with changing industry needs. From starting as a small advisory boutique focusing on operational efficiency, the firm grew into a well-known hospitality consultancy recognized for its multidisciplinary approach towards strategic management, marketing, and customer care.
A major focus area for the firm is resorting the guest experience through service improvement plans (Brown, T. 2023). By distilling customer views (André Baljeu, 2024; Tripadvisor, 2025) and measuring results of action performed, the firm seeks to deconstruct steps where value can be added to meet the needs of modern-day tourists. This is particularly important for Hotel Namaskar, which has a low customer satisfaction rating, and that has been diagnosed as the main operational problem. Customer relationship management systems (Management Association, Information Resources 2015) that gather and store data regarding service user reactions are studied by the consultancy to propose relevant changes in service delivery.
For Hotel Namaskar, the consultancy is prepared to solve the case in a stepwise fashion based on prior proven experience. These cover the broad scope of operational audits, competition audits, and base training which is intended to help staff to consistently perform beyond service expectations (Raymond Andrew Noe, Hollenbeck, J.R., Gerhart, B. and Wright, P.M. 2023; Watson, S. 2018). The aim is to ensure that the workforce is willing to perform and has the necessary capabilities to respond to new challenges in the hospitality industry. This blends smoothly with Hotel Namaskar's aim of rejuvenating the brand with improved guest experience.
Achieving differentiation in the consultancy sector occurs through a firm’s value propositions. The consultancy boasts a client-oriented approach which underscores the personalization of service to address the specific needs of every individual (Newton, R. 2019). This commitment to customization is further enhanced by a collaborative approach, which involves inviting the clients to the consulting task (O’mahoney, J. and Markham, C. 2013). These approaches help in building not only confidence but also an assurance that the client solutions address real issues in their business environment. This provides the Hotel Namaskar brand with the appropriate brand strategy that it requires, ensuring that its identity and market position are in harmony.
The synergy of mission and values within the consultancy firm and Hotel Namaskar increases the scope of their mutual benefits. The consultancy’s commitment to ethical business practices, sustainable development (Ramanathan, R. and Ramanathan, U. 2020), and operational excellence is in tandem with the hotel’s goals of running a socially responsive and customer-centric business. Such synergy is essential in building a partnership where the consultants are given the leeway to proffer solutions that are beyond the current problems and provide lasting impact.
How the Issue Affects the Function Of The Hotel
The operational difficulties facing Hotel Namaskar are numerous and complex, impacting customer satisfaction, overall well-being, and even profitability. These aspects are, in turn, responsive to the company’s competitive strategy. Customer satisfaction is the most important, and where operational deficiencies can result in major service quality issues (André Baljeu, 2024; Tripadvisor, 2025). Guests’ complaints of slow response rates, poor upkeep, and service inconsistencies lead to dissatisfaction, which translates into negative feedback and reputation damage. In the hospitality industry, where reputation drives sales through referrals, this information spreads quickly and reduces chances of new customers (Xiang, Z. and Gretzel, U. 2010). This is especially true for New Delhi with its large number of competing hotels, which makes it necessary to provide superior customer satisfaction for retention and loyalty.
The negative financial consequences linked to the operational inefficiencies identified cannot be ignored (Sabre Hospitality 2024). RevPAR, ADR, and occupancy level ratios are significant markers to measure the financial performance of a hotel. When operational difficulties result in bad customer experiences, it usually results in low occupancy levels and lower revenue. This negative spiral can threaten the financial viability of Hotel Namaskar’s existence (DinçerH. and Yuksel, S. 2019). Take, for example, the lack of control of operational inefficiencies; resulting projections suggest losses of revenue to such an extent that the ability to reinvest in infrastructure modernization and employee development would be severely restricted (Raymond Andrew Noe, Hollenbeck, J.R., Gerhart, B. and Wright, P.M. 2023). The hotel’s ability to maintain its financial health is directly proportional to how well the operational problems are managed.
Furthermore, the competition in the hotel industry is gaining more complexity, mediation market forces that influence guest expectations and industry benchmarks (Kotler, P. and Keller, K.L. 2021). The market competition for Hotel Namaskar’s services is bound to be eroded by the new emerging boutique hotels and economy hotels which are better positioned to respond to the needs of modern-day travellers (José Luís Reis, Peter, M.K., Varela, A. and Zorica Bogdanović 2023). The existing operational inefficiencies may lead to the dilution of the competitive advantage that the hotel enjoys over its rivals. The New Delhi market is very dynamic and has an abundance of choice for travellers. Hence, standing out through service, which is currently falling behind the operational barriers, is essential for Hotel Namaskar.
As stated in the case analysis by Watson (S. 2018), employee involvement and motivation are also associated with the operational problems facing Hotel Namaskar. Employees’ low spirits along with high turnover tend to worsen the already existing operational dysfunctions because the organization requires skilled workers to perform its various activities in a level that assures quality service (Raymond Andrew Noe, Hollenbeck, J.R., Gerhart, B. and Wright, P.M., 2023). When there are systemic problems within an operation, employees’ feelings of burden or lack of support can lead to a drop in performance, which creates a cycle of negative customer service and dissatisfaction. Thus, resolving operational inefficiencies helps not only enhance customer experience, but also boost employee engagement and customer service, which is essential for the organization’s operational effectiveness.
Understanding Customer Feedback
Feedback from the customers is very important while analysing the operational issues at Hotel Namaskar. It is useful for decision making as well as formulating strategies to improve the operations of the hotel (André Baljeu, 2024). One of the basic tools Hotel Namaskar can use to regularly collect customer feedback is surveys (Team, G. 2025). Surveys can be administered at different touchpoints like through emails after checkout and via tablets or kiosks available in the hotel to capture the guest's impressions immediately. The feedback received can measure guests' satisfaction and identify further areas that need most attention. The comment cards placed in guest rooms or used in common places can also provide a traditional form of gathering qualitative data.
Identifying operational inefficiencies plaguing Hotel Namaskar depends chiefly on analysing customer feedback. Management can study guest comments and aggregate scores by using analytical tools and deductive reasoning, such as certain themes, slow service or cleanliness, which keep repeating in guest feedback narratives. These phenomena not only demonstrate operational deficiencies, but also how the hotel is performing relative to guests' expectations. Roland (D.H.) has implemented the use of feedback mechanisms that provide valuable data that can aid in mitigating problems before they become too severe, threatening overall customer satisfaction.
The factors that can be targeted following the analysis include services offered and soundproofing measures. For instance, if most guests are influenced by noise coming from outside the Hotel, a review of how soundproofing is managed is likely to be conducted. On the other hand, hearing guests comment about a nearly non-existent queue of people at the check-in counter might mean they are understaffed and the workers that are in the company lack proper training in customer service. In response to these trends, Hotel Namaskar can devise effective methods to better the experience of the guests based on the given responses.
The service recovery strategy at Hotel Namaskar can be greatly improved by the proper use of customer feedback. Every attempt should be made to resolve a customer’s vexation satisfactorily since there is always a risk of greater loss. Customer feedback is one of the most valuable tools that companies that are proficient in-service recovery utilize to respond; for example, a customer who is dissatisfied with their accommodation can be offered an upgrade or complimentary service out of appreciation for their displeasure. By creating structured service recovery processes based on feedback from guests, Hotel Namaskar will be able to handle customer complaints effectively and install customer loyalty in return for their efforts towards service excellence.
Hotel Namaskar can improve the efficiency in which customer feedback is dealt with using of technology. These CRM systems can facilitate the collection, storage, and analysis of guest feedback (Management Association, Information Resources 2015). This allows for trend analysis: identifying times of day, week, or month when feedback is most likely to be received and addressing issues proactively. Also, mobile applications (José Luís Reis, Peter, M.K., Varela, A and Zorica Bogdanović 2023) could enable guests to provide feedback during their stay, which ensures staff are aware of guests and can act accordingly.
Disregarding customer insights can profoundly affect Hotel Namaskar's financial performance and reputation in the long run (Xiang, Z. and Gretzel, U. 2010). Negative comments about the hotel, for example, can lower the booking rate, as modern consumers do not hesitate to check online reviews before making travel decisions (Tripadvisor, 2025). This decreases, apart from directly affecting revenue (Sabre Hospitality 2024), can contribute to a negative branding of the hotel that makes it less attractive to customers. The hotel’s reputation and ability to earn profit in a competitive market are severely threatened by a lack of accurate and flexible customer-focussed responses (DinçerH. and Yuksel, S. 2019).
Problems And Challenges with Reputation Management
Hotel Namaskar is faced with a variety of challenges in reputation management which affects its operational performance and customer image. An analysis of specific components causing negative reputation validity indicates recurring service quality, cleanliness, and employee responsiveness complaints have emerged as major issues in guest customer care (Tripadvisor, 2025). These challenges constrain organizational performance and have serious consequences regarding the hotel’s image and market share.
Customer feedback is one of the most important indicators of positive or negative outcomes, and trends recorded in different sites have a great impact on the reputation of Hotel Namaskar (Xiang, Z. and Gretzel, U. 2010). Reviews in the internet, particularly in TripAdvisor and Google, have considerably influenced the decisions of prospective customers. Negative comments can discourage further bookings and damage Hotel Namaskar's image, thereby increasing the need for reputation management. In the modern world of information, one negative review can change everything in terms of bookings as well as the financial state of the hotel (Sabre Hospitality 2024).
To address these issues, Hotel Namaskar needs to devise strategies that deal with the company's online reputation proactively and reactively. Engaging with customers who enjoy services at the hotel can enable the proactive collection of testimonials which are counteractive to negative feedback (Team, G. 2025). Encouraging delighted customers to post their experiences online mitigates the impact of negative reviews while advancing the hotel’s image. Another opportunity to positively influence perceptions of service quality and allow the hotel to cultivate a brand image that is changeable and attentive to guests’ needs is through social media (Christou, E. 2016).
For Hotel Namaskar, the correlation between reputation and financial performance is offset by the existence of a negative cash flow cycle. Previously unwilling guests trying a new hotel, are, due to a negative reputation, resulting in low occupancy levels and low revenue potential (DinçerH. and Yuksel, S. 2019). Because of this, customer loyalty diminishes, which leads to future bookings being more difficult. It is clear the hotel needs to understand that improving its reputation will enhance the guests' experience, as well as improve the hotel’s economy. Guests increasingly look to stay at hotels that promise quality service, therefore, a hotel reputation becomes a major factor in customer retention and acquisition (Kotler, P. and Keller, K.L. 2021).
In addressing the root cause of the negative feedback, Hotel Namaskar should concentrate on a systematic operational enhancement. An examination into guest reviews (André Baljeu, 2024) could reveal operational shortcomings that require urgent attention and rectification. For example, certain training and service delivery techniques (Raymond Andrew Noe, Hollenbeck, J.R., Gerhart, B. and Wright, P.M. 2023; Watson, S. 2018) could resolve issues regarding service aggravation delays and poorly maintained rooms. Requesting feedback from non-management personnel who interact with customers regularly provides another layer of operational insight.
The superordinate image or reputation built around Hotel Namaskar services is influenced by social media and the Net Reputation Management. Having a unified system to harvest brand mentions allows the hotel to capture and manage customers' positive or negative experiences more easily and quickly. Setting up a unit to cover these interactions can enhance service by guaranteeing a swift reaction to comments and, in the process, building goodwill by meeting customer needs while trying to mitigate adverse situations and enhance overall customer satisfaction.
In addition, adopting optimal strategies from the hospitality sector can greatly aid in changing the reputation management of Hotel Namaskar. Implementation of customer service oriented comprehensive staff training programs (Raymond Andrew Noe, Hollenbeck, J.R., Gerhart, B. and Wright, P.M. 2023; Watson, S. 2018) will make sure that employees are readily able to offer value adding service to customers.
Scope of the Problem
The operational issues of Hotel Namaskar are multifaceted and complex, with far-reaching consequences on customer service satisfaction, profitability, Sabre Hospitality (2024), and the hotel’s standing in the highly competitive hospitality industry in New Delhi (Xiang, Z. and Gretzel, U. 2010). Some of these difficulties stem from service inefficiencies which hinder operational processes and pose challenges in fulfilling clients’ service expectations (André Baljeu, 2024; Tripadvisor, 2025). For the management of the hotel, pinpointing these inefficiencies is therefore critical because they are the drivers of both short and long-term strategic actions.
A salient issue relates to the operational bottlenecks present that are hindering Hotel Namaskar from providing quality service consistently and efficiently (Team, G. 2025). Clients frequently note problems, including inadequate response behaviour, dirty premises, and a lack of attention from the personnel (Raymond Andrew Noe, Hollenbeck, J.R., Gerhart, B. and Wright, P.M. 2023; Watson, S. 2018). These shortcomings in service delivery are confirmed in direct customer complaints (André Baljeu, 2024), which requires urgent attention for further probing into the training of the employees as well as the operational procedures and mechanisms (Raymond Andrew Noe, Hollenbeck, J.R., Gerhart, B. and Wright, P.M. 2023; Watson, S. 2018). Additionally, the linkage between decreasing customer satisfaction values and economic indicators, including RevPAR and occupancy levels, is significant (Sabre Hospitality 2024). It is noted that with customer satisfaction deteriorating, occupancy level along with RevPAR is also falling, which confirms that there is a link between the standard of service and the financial performance of the hotel (DinçerH. and Yuksel, S. 2019).
According to Kotler and Keller, Hotel Namaskar is currently facing challenges with its reputation since it’s regarded as one of the lesser-known hotels in New Delhi. This was largely made worse due to the negative reviews from users on Andre Baljeu and TripAdvisor’s pages. The negative sentiment has also formed a cycle which makes it even tougher for the hotel to compete against other well-known hotels. Sabre Hospitality in 2024 stated that the negative experiences witnessed by guests results in reduced occupancy numbers and less revenue opportunities for the hotel. To tackle the reputation issue, the hotel requires fundamental strategic changes that integrate incorporating reputation and market position, otherwise the unsustainable operational inefficiency will worsen further, leading to a loss of market presence. By tackling these problems head on, the hotel can facilitate a change in perception which will allow the hotel to increase its appeal and market share.
The factors impacting Hotel Namaskar’s operations, which are further discussed in the STEEPLED analysis, are deeply affected by external factors (Flixabout, 2024). Social aspects that influence travel behaviour (Catenazzo, G. 2023), economic factors that influence spending (DinçerH. and Yuksel, S. 2019), and legal factors that determine service standards (Tourism Planning in Development Cooperation: A Handbook Challenges -Consulting Approaches -Practical Examples -Tools. (n.d.)) are all critical for the hotel’s operational environment. For example, a hotel’s economic performance hinges upon its occupancy rates, which are in turn, affected by the immigration patterns of tourists (DinçerH. and Yuksel, S. 2019). The combination of these outer factors poses a challenge to operational effectiveness, requiring a more flexible and customer-service oriented strategy (Team, G. 2025).
Regarding Hotel Namaskar, customer feedback acts as an important analytical aid for diagnosing the negative effects of inefficiencies on business operations (André Baljeu, 2024). The examination of reviews, surveys, and comments offered by guests is a process from which management can obtain and use useful information that would tell them what needs to be fixed (Team, G. 2025). For instance, frequent comments about the cleanliness of the rooms or the long waiting time during check-in can serve as indicators of operational difficulties that need to be resolved (Raymond Andrew Noe, Hollenbeck, J.R., Gerhart, B. and Wright, P.M. 2023; Watson, S. 2018). Addressing such concerns enables management to solve problems as well as create an environment of a progressive culture which is appreciated by employees and guests alike.
The ramifications of challenges related to the operations of Hotel Namaskar go further than the customer experience and profitability; they also greatly affect the level of employee engagement and morale (Watson, S. 2018). Operational and administrative problems are likely to be at the root of high staff turnover rates and low morale among staff (Raymond Andrew Noe, Hollenbeck, J.R., Gerhart, B. and Wright, P.M. 2023). For workers who are inefficiently overwhelmed with work and feel unsupported or untrained, motivation is greatly reduced, causing a trickledown effect that negatively impacts quality service delivery (Raymond Andrew Noe, Hollenbeck, J.R., Gerhart, B. and Wright, P.M. 2023; Watson, S. 2018). Improving these inefficiencies will lead to better customer service and employee satisfaction, resulting in the organization supremely achieving its set objectives.
The current service culture at Hotel Namaskar has experienced some operational difficulties, which creates the need for a new approach to customer service (Team, G. 2025). There is a tendency to focus too much on operational matters while neglecting the employee-customer interface resulting in potential customers’ memorable experiences being lost. There may be greater operational effectiveness in addressing an issue if there is a service culture that is more responsive towards customers and attentive to their needs.
In this case, technology can make operations either better or worse (Management Association, Information Resources, 2015). Although the adoption of advanced property management systems and customer relationship management software can enhance efficiency (Management Association, Information Resources 2015), technology misuse or insufficient training (Management Association, I. R. 2017) of personnel may cause bigger problems. There is a gap understanding of Hotel Namaskar´s technology capability that needs to be address so that relevant technological investments do not end up becoming white elephants to the hotel and instead improve the guests’ and staff’s experiences at the hotel (José Luís Reis, Peter, M.K., Varela, A. and Zorica Bogdanović, 2023).
Finally, dismantling and resolving operational issues require identification of existing infrastructure within the hotel. The physical structure of Hotel Namaskar concerning service areas, rooms, and communal areas affects operational processes and productivity. Evaluation of the infrastructure gives the management a clear picture of the problems that prevent efficient service delivery and what changes to the structure would improve the interaction of guests and hotel staff.
STEEPLE Review of Outside Influences
Using STEEPLE analysis gives an organized approach to consider external influences affecting how Hotel Namaskar operates and makes strategic decisions (flixabout.com, 2024). It includes such factors as social, technological, economic, environmental, political, legal, ethical, and demographic that define the hospitality industry in New Delhi and consequently influence market strategies and operational plans at Hotel Namaskar.
Social changes deeply underlie the behaviours and preferences of customers in the hotel industry (Catenazzo, G. 2023). More travellers are looking for accommodations that are personalized and uniquely memorable (André Baljeu, 2024; Tripadvisor, 2025). Millennials and Generation Z are more likely to appreciate hotels that offer good quality service and have a social conscience (Ramanathan, R. and Ramanathan, U. 2020). To respond to these guest preferences, Hotel Namaskar will have to provide distinctive offerings that are responsive to the expectations of diverse customers (Kotler, P. and Keller, K.L. 2021). Knowing these social details will help to devise specific marketing strategies and service design improvements that would appeal to the prospective guests.
Research and technology development is equally important in the hospitality industry (José Luís Reis, Peter, M.K., Varela, A., Zorica Bogdanović 2023). Customer engagement and efficiency in operational management have been transformed by mobile apps, AI, and data analytics (Management Association, Information Resources 20115). Technology can help Hotel Namaskar automate the check-in procedure, improve guest services, and retrieve information through customer feedback databases (André Baljeu, 2024; Team, G. 2025). Investing in sophisticated management and marketing software and digital services is likely to help the hotel improve service and operational efficiency and hence, enhance customers' satisfaction and loyalty (Management Association, I.R. 2017).
Also, being aware of technology changes enables Hotel Namaskar to maintain its competitive edge in an ever increasingly digital world.
The economic context has a clear and direct effect on the occupancy and financial performance of Hotel Namaskar (Dinçer H. and Yuksel. S, 2019; Sabre Hospitality 2024). Consumers spend less on travel and accommodation during recessionary periods. This was the case during the COVID-19 pandemic, which severely affected hotel occupancy worldwide. One must have a good grasp of the local economy to be able to foresee changes in demand and set prices optimally. To achieve financial viability, Hotel Namaskar needs to strategically react to changes in economic variables like unemployment rate and tourism statistics to ensure optimal pricing and capacity management.
There has been increasing focus on Environmental laws and sustainability in the hospitality sector as travellers increasingly prefer green facilities (Ramanathan, R. and Ramanathan, U. 2020). Hotel Namaskar must follow the local environmental policies and also implement sustainable practices to attract this eco-conscious tourism market segment. Complying with regulations by adopting energy efficient systems, minimizing water use, and buying from local suppliers can be valuable marketing tools as well.
Sustainability can become the differentiating factor above competitors for Hotel Namaskar which will improve the brand image and reputation in a socially responsible way.
Hotel and tourism development is impacted heavily by the political and stability policies of the country. The influx of tourism depends on the existing political environment because the potential tourists consider aspects such as safety, stability, and governmental policies when traveling.
Namaskar Hotel needs to manage these political factors in such a way that the local laws are followed while actively engaging in lobbying for the hospitality industry. Good relationships with the local government can help take the initiative in dealing with these changes and obtaining the required permits and licenses for the operations.
Current Performance: A SOAR Analysis
Utilizing the SOAR analysis framework of Strengths, Opportunities, Aspirations, and Results reveals the scope of the Hotel Namaskar and its current performance along with its operational capabilities and gaps in strategic growth (Cooperrider, 2011). Such analysis enables the hotels to leverage their strengths, identify the gaps, formulate target goals, and analyse the overall performance strategies set in place.
Kotler and Keller (2021) noted that the Hotel Namaskars’ market position can be improved by leveraging powerful internal factors, such as a distinctive brand reputation developed over the years, a central business location in New Delhi, and the ability to cater to both business and leisure clients. The hotel also enjoys staff (Raymond Andrew Noe, Hollenbeck, J.R., Gerhart, B. and Wright, P.M. 2023; Watson, S. 2018) loyalty who are satisfied with the quality of services and hospitality they receive (André Baljeu, 2024; Tripadvisor, 2025). Besides, the cultural context which the hotel is located provides significant and appealing authenticity which most tourists look for (Brandão, M.M., Sincorá, L.A. and Sarcinelli, A.F. 2021). With these strengths at hand, Hotel Namaskar could enhance guest experience and change their perception further.
About the possibilities, the hospitality sector keeps advancing and presenting new prospects for the Hotel Namaskar (José Luis Reis, Peter, M.K. and Varela, A. and Bogdanović Zorica 2023 ). Remarkably, the growth in attention towards sustainable tourism is an opportunity for business expansion as more and more travellers are looking for green lodging options (Ramanathan, R. and Ramanathan, U. 2020). Further, new transformation in technology can improve marketing and customer relations (Management Association, Information Resources 2015), which will help the hotel to better serve its customers. The rise in experiential travel is yet another trend that enables the hotel to craft special offers that appeal to the younger demographics, specifically millennials and Gen Z (José Luis Reis, Peter, M.K. and Varela, A. and Zorica Bogdanovic 2023) such as cultural visits or wellness retreat breaks.
The management team believes that their aspirations form the headquarters of the strategic planning at Hotel Namaskar. The leadership foresees a hotel that not only meets the needs of its clientele, but also aims to exceed them (André Baljeu, 2024; Tripadvisor, 2025), while establishing the hotel as a front-runner in sustainable luxurious hospitality (Ramanathan, R. and Ramanathan, U. 2020). This is of great importance due to the changes in consumer behaviour, which increasingly look for tailor-made services and distinct offerings (Catenazzo, G. 2023). Having set aspirational goals such as the occupancy rate or being nominated for hospitality awards tends to help motivate employees and boost the award culture at Hotel Namaskar (Raymond Andrew Noe, Hollenbeck, J.R., Gerhart, B. and Wright, P.M. 2023; Watson, S. 2018). The hotel's success will be built on management's determination to further enhance guest satisfaction while improving business processes (Management Association, Information Resources 2015).
Also, the involvement of results measurement is vital for the SOAR analysis (Team, G. 2025). Evaluating how Hotel Namaskar put into action its operational changes will require the hotel to actively monitor performance outcomes. Customer satisfaction scores (André Baljeu, 2024), occupancy rates (Sabre Hospitality, 2024), and revenue per available room (RevPAR) (DinçerH. and Yuksel, S. 2019) are some of the many metrics that would be essential to calculate. In addition to these, guests’ comments are helpful to understand the effectiveness of some strategies on a qualitative level (Team, G. 2025). The diverse implementation of customer experiences makes feedback loops that stretch over the hotel's operations needed, so better service can be provided to guests.
The external and internal factors that affect the successes and limitations of the SOAR analysis are very important (flixabout.com, 2024). Internally, the culture and participation of personnel are very important in providing service quality (Raymond Andrew Noe, Hollenbeck, J.R., Gerhart, B. and Wright, P.M. 2023; Watson, S. 2018). An appreciative employee is more likely to go beyond what is expected in servicing the guests and enhance the utility of the hotel (André Baljeu, 2024; Tripadvisor, 2025). Economical context and the competition tendencies of New Delhi’s hospitality industry, for example, can have a great influence on the operational results of the firm (DinçerH. and Yuksel, S. 2019; Kotler, P. and Keller, K.L. 2021). Being cognizant of these factors will allow Hotel Namaskar to change the strategies within the scope of the market to guarantee growth and competitive advantage over time.

Hotel Namaskar's TOWS Analysis and Suggested Strategic Adjustments
The hospitality sector is dynamic as well as highly competitive, which means that Hotel Namaskar has to constantly improve and change to sustain its market position. The TOWS analysis, which stands for Strengths, Weaknesses, Opportunities, and Threats, assists hotels in developing strategic options by integrating internal resources with external market opportunities. (Johnson G., Scholes K. and Whittington R. 2008) This helps the hotel to formulate strategies for operational improvement and enhancement of competitive advantage.
TOWS Analysis: Internal and External Dynamics
Hotel Namaskar has certain distinct potential constraints and declining opportunities with a blend of weaknesses that can be used to exploit emerging possibilities. One such strength is the hotel brand name which has developed over the years due to effective service delivery and satisfaction of customers (André Baljeu, 2024; Tripadvisor, 2025). This serves to further generate customer allegiance as well as get new customers. In addition, the location of the hotel in New Delhi is advantageous as the city is a hub of business and tourism. The motel can increase marketing efforts to attract green tourists (Ramanathan, R. and Ramanathan, U. 2020) and younger travellers interested in nurturing culture (José Luís Reis, Peter, M.K., Varela, A. and Zorica Bogdanović 2023). The hotel can also benefit from rising demand because of eco-friendly practices (Ramanathan, R. and Ramanathan, U. 2020).
Nonetheless, Hotel Namaskar needs to tackle operational vulnerabilities to reduce threats resulting from high competition. Pointed weaknesses, like lack of operational efficiency and service level inconsistency, (André Baljeu, 2024; Tripadvisor, 2025) require structural solutions. Such programs also enhance staff participation in organizational activities (Raymond Andrew Noe, Hollenbeck, J.R., Gerhart, B. and Wright, P.M. 2023; Watson, S. 2018) and foster a culture of accountability and responsiveness (Raymond Andrew Noe, Hollenbeck, J.R., Gerhart, B. and Wright, P.M. 2023; Watson, S. 2018). The hotel can minimize service delays and maximize the guest experience by boosting employee morale and competencies (Team, G. 2025). Employee engagement in this regard is very significant because active employees tend to offer better service which affects customer satisfaction and loyalty profoundly (André Baljeu, 2024; Tripadvisor, 2025).
By incorporating customer feedback using the TOWS framework, strategic decisions can be made with relative ease. The systemization of guest reviews provides the hotel with the ability to analyse and identify service gaps as well as operational shortcomings. By receiving feedback, training programs can be enhanced, processes can be streamlined, and service offerings can be refined (Noe et al., 2023). Guest participation through interactive platforms or surveys can create conversations that enhance response rates whilst building loyalty (Team G, 2025).
Addressing identified weaknesses necessitates the adoption of new technology (Reis et al., 2023). The implementation of new customer relationship management systems along with property management systems can aid in streamlining repetitive administrative tasks, leading to a faster response time while improving the overall guest experience (Reis et al., 2023). Data analysis along with the automation of procedures offers insights into customer preferences, helping managers improve operational efficiency, adapt strategies, and remain competitive (Kotler et al., 2021).
It is imperative to recognize the importance of employee engagement in the implementation of strategies based on the TOWS analysis, (Raymond Andrew Noe H’ 2023 and Watson 2018). Focusing on staff training and development boosts retention and satisfaction, thus increasing the level of service quality delivered (Raymond, S. 2023, Watson 2018) {{90}}. The creation and maintenance of employees who feel appreciated is fundamental to maximizing efficiency and favourable guest relations (Team G 2025). Communication networks and feedback systems construct shared responsibility to enhance service standards (Team, G 2025).
Pursuing potential collaborations with local businesses and attractions provides an opportunity for expansion and interaction with customers (Brandão, M.M., Sincorá, L.A. and Sarcinelli A.F. 2021). Other local attractions could be engaged in cooperative marketing to develop special packages such as cultural or gastronomical tours, which would improve the hospitality experience. Such value-added partnerships help not only the local tourism industry but also the Hotel Namaskar brand power.
Strategic Suggestions for Improvement
Hotel Namaskar has operational problems to solve, and performance to improve, which offers actionable recommendations. One of the fundamental efforts should centre on some engagement and service quality training programs (Raymond Andrew Noe, Hollenbeck, J.R., Gerhart, B. And Wright, P.M. 2023; Watson, S. 2018). A training program should include technical subjects and soft skills such as effective communication, conflict resolution, and service appreciation with focus on personalized service (André Baljeu, 2024; Tripadvisor, 2025). This not only enhances staff skills but helps in building a service culture that is responsive to their needs.
Another highly recommended is using technology to make operations more efficient and enhance the client experience (José Luís Reis, Peter, M.K., Varela, A. And Zorica Bogdanović 2023). Business automation tools such as modern property management systems (PMS) and customer relationship management (CRM) systems can optimize the operational workflow (Management Association, Information Resources 2015). Using these tools would allow the hotel to improve booking channels, capturing client and interdepartmental information. The replacement leads to quicker service delivery, greater guest satisfaction, and improved customer retention.
Developing effective customer feedback mechanisms alongside self-regulations is crucial for business upgrading. Baljeu (2024), G. (2025) Hot Namaskar should develop a comprehensive feedback system consisting of online surveys, comment cards, and interactive real-time feedback tools during the guests’ stay (Baljeu, 2024, Ian, 2025). The management team can identify some patterns and certain aspects that require improvement through the analysis of the feedback. This helps in resolving the issues promptly and fosters a culture of sensitivity. Following up with guests after their stay shows that the hotel is willing to go above and beyond in service and fosters relationships.
Strategic relations with local attractions, well-known restaurants, and tour guides can be very beneficial in giving a certain extra value to the guests, setting Hotel Namaskar apart from the other (“Brandão et al.“ 2021). Combining different local cultural activities with the accommodation offers helps to diversify the experience of the guests in the hotel and helps position it as a local engagement enabler.
It's important to develop robust financial models which allow for the assessment of cost and benefit for recommended changes (Dinçer H. and Yuksel S. 2019). A profound financial assessment determines returns on investments for training, technological improvements, customer relations management systems, and strategic collaborations. Alongside direct and indirect costs, Hotel Namaskar ought to estimate the increase in revenue due to enhanced service provision and operational efficiency and devise a financial plan accordingly.
Change Management and Implementation
Including change management processes is critical for obtaining staff commitment to new operational changes (Raymond Andrew Noe, Hollenbeck, J.R., Gerhart, B, Wright, P M. 2023; Watson, S. 2018). Failure to support change can hinder successful implementation of initiatives. For this reason, Hotel Namaskar needs to invite employees to be a part of the change process by talking and making decisions about new initiatives. Open communication channels, feedback, and try-out initiatives can be useful to build support and willingness to change.
For measuring the success of the operational changes, it is necessary to develop and set appropriate metrics and measurements (G. Team 2025). Customer satisfaction ratings (André Baljeu, 2024; Tripadvisor 2025), employee engagement metrics (Raymond Andrew Noe, Hollenbeck, J.R., Gerhart, B. and Wright, P. M. 2023; Watson S. 2018), occupancy levels (Sabre Hospitality 2024), and the average daily rate (ADR) (DinçerH. and Yuksel, S. 2019) should be considered as key performance indicators (KPIs). These indicators are essential for the monitoring process as they enable the management to track the progress and decide on the necessary actions, thus enabling improvement.
Conclusion
In a nutshell, Hotel Namaskar is at an important turning point that requires changes in strategy and operations for continued success. This report has provided an assessment of the hotel and its surroundings. Hotel Namaskar may enhance its market position by leveraging its strengths, including its entrenched brand and good location, while mitigating its weaknesses through appropriate training, technology, and better customer feedback systems.
Clear and strong change management plans with open communication and involvement of employees will be central to the execution of new practices. (Ramanathan, R. and Ramanathan. U. 2020) And (Brandão M.M., Sincorá, L. A. and Sarcinelli A.F. 2021) provided focuses on sustainability and strategic alliances will also position Hotel Namaskar as more competitive.
By diligently implementing the strategies provided in this report, Hotel Namaskar will be positioned to foster an environment with continuous improvements alongside high customer satisfaction and sustainable profits. Modern technology integration (José Luís Reis, Peter, M.K., Varela, A. and Zorica Bogdanović 2023), as well as strong focus on employee training and development (Raymond Andrew Noe, Hollenbeck, J.R., Gerhart, B. and Wright, P.M. 2023; Watson, S. 2018), will help the hotel adjust to the changes in the hospitality industry. Adaptation of the Hotel Namaskar's strategy by using and monitoring key performance indicators (Team, G. 2025) will establish the hotel’s place among the best hotels in New Delhi with guaranteed success and profit in the future.
Executive Summary
This is the first analysis that will be provided from the Namaskar hotel and is focused solely on its analysis of the current operations of Hotel Namaskar as well as constraining some strategically recommended changes that effective management requires. With the use of STEEPLE and TOWS analysis, this report attempts to recognize some salient external opportunities and threats, as well as internal strengths and weaknesses, that possibly affect the operations of the hotel. The social changes, the emerging technologies that were captured (José Luís Reis, Peter, M.K., Varela, A. and Zorica Bogdanović 2023), the economic factors (DinçerH. and Yuksel, S. 2019), the green legislation (Ramanathan, R. and Ramanathan, U. 2020), and population changes were all considered by the analysis to be important issues. The TOWS analysis discovered the reputed brand name of Hotel Namaskar (André Baljeu, 2024; Tripadvisor, 2025) and the vicinity of the hotel as some of the known strengths, whereas lack of efficiency in the operations came out as one of the weaknesses.
Business recommendations concentrate on bettering the employee training system (Raymond Andrew Noe et al. 2023; Watson, S. 2018), adopting sophisticated technology (Management Association, Information Resources 2015), addressing client complaints in a more effective manner (André Baljeu, 2024; Team, G. 2025), developing strategic alliances (Brandão, M.M., Sincorá, L.A. and Sarcinelli, A.F. 2021), and performing deep evaluation of the business finances (DinçerH. and Yuksel, S. 2019). Equally important is the management of change, with effective strategies involving proactive communication and engagement of employees. The significant changes that would be recommended are Managing change within an organization and Impact on Customer satisfaction (Team, G. 2025) scores (André Baljeu, 2024; Tripadvisor, 2025), and new customers (Sabre Hospitality 2024) and staff (Raymond Andrew Noe, Hollenbeck, J.R., Gerhart, B. and Wright, P.M. 2023; Watson, S. 2018). The implementation of all such recommendations would make the Hotel Namaskar increase its efficiency of operations, service effectiveness, and growth level as a New Delhi city and hospital market educator.
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