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Executive Summary

The Radisson Blu Hotel in Romania has garnered significant recognition within the hospitality industry. The research indicates that the hotel currently offers a total of 462 rooms and suites. Additionally, the organisation desires to expand its operations on a global scale. However, during the process of analyzing customer feedback, a large number of negative reviews have been identified. As part of this process, various sources and distribution channels have been explored. 
The hotel has received feedback from guests regarding noise disturbances in the corridors during the night, indicating a potential lack of discipline and environmental control. Furthermore, it has been noted that the staff may benefit from enhanced focus and determination in addressing such concerns and identifying solutions for customers. Despite these complaints, it appears that the hotel administration has not taken proactive steps towards resolving these issues. It may be beneficial to review current procedures and protocols to ensure a more positive and satisfactory experience for guests.
Moreover, a customer experienced an issue with faulty machinery, specifically related to an appliance malfunction. The customer endured significant delays when attempting to slice ice cubes, which resulted in frustration and dissatisfaction. In this context, it is recommended that the hotel takes necessary measures to conduct regular maintenance checks on all home appliances and implement more rigorous measurement procedures to ensure that such incidents are minimized in the future. These steps will improve the overall guest experience and uphold the hotel's commitment to quality and excellence.
Another issue could be the lack of efficiency and transparency experienced by some customers during the process of awarding tour packages. Specifically, customers are reporting that they are not being informed in advance about the included and excluded features and overall limitations of a particular package. This has resulted in some customers being prevented from accessing certain parts of the tour package they had expected to have access to. One customer, for example, reported being surprised to find that the bar and restaurant were not included in their tour package. 
As per customer feedback, some guests have reported being restricted from accessing certain features of their tour package and were informed that these features were not included in the free package and required an additional fee. To enhance the customer experience, it has been recommended that Radisson Hotel undertake an analysis process to inform guests of the features and limitations of individual tour packages. By ensuring that guests are fully informed and satisfied with the package offering, it is more likely that they will be inclined to purchase the package.
It is imperative to acknowledge that customers may seek alternative organisations if they are not content with the offering of an individual package. To address this concern, a comprehensive action plan has been developed. It outlines individual solutions to each identified challenge. This plan includes a detailed timeline, demonstrating the initial and completion period for each issue, along with a budget for mitigating each challenge or issue. 
Based on a thorough analysis, it has been determined that the Radisson Blu Hotel in Romania is also facing several external challenges. Specifically, negative guest reviews appear to be a frequent result of inadequate front office performance and a lack of operational discipline, which could tarnish the hotel's reputation.
Furthermore, the PESTLE analysis indicates that the hotel is being negatively impacted by various political and economic factors in the local market, making it difficult to sustain growth. Radisson Blu Hotel is experiencing a positive impact from social, technological, legal, and environmental factors, which are presenting opportunities for business growth and assessing the internal strengths, weaknesses, opportunities, and threats of the company, is a valuable tool for developing strategies that leverage strengths and opportunities while addressing weaknesses and threats. In this regard, a TOWS analysis has been elaborated to highlight the development of strategies that align the company's strengths and opportunities to overcome the weaknesses and threats. By aligning these strategies with the company's objectives, Radisson Blu Hotel can continue to thrive and achieve success.

[bookmark: _1c68mdu3kl]
Introduction
Organisational consultancy is certainly an invaluable asset for businesses seeking to enhance their overall management activities and streamline operations. By carefully assessing the strengths within the organisation and optimising production levels in a highly competitive environment, companies can significantly boost their chances of success. The central objective of organisational consultancy is to support improving business operations (Suárez-Albanchez et al. (2021).
Organisational consultancy aims to identify the strengths of an organisation and optimize its production in a competitive market. The selected organisation for this report is the Radisson Blu Hotel Bucharest, a prestigious 5-star hotel situated in the heart of Bucharest, Romania. With a total of 462 rooms and suites, the hotel is renowned for its prime location close to the Romanian Athenaeum Concert Hall, further contributing to its diverse popularity in the region (Costa et al., 2020).
The Radisson Blu Hotel Bucharest is equipped with a spa and wellness center, complete with a hot tub, poolside bar, and indoor pool. The hotel’s dining selection is diverse, with a choice of local and international cuisine and a generous breakfast buffet. Recent renovations have resulted in a redesigned lobby boasting a garden and poolside dining area, as well as both indoor and outdoor bars, enhancing the hotel's overall appeal and guest experience (Costa et al., 2020).
The analysis of Radisson Blu's statistics reveals that the hotel's overall brand awareness stands at approximately 67%. Moreover, it has been observed that 17% of hotel customers in the UK hold positive views about Radisson Blu, albeit showing a decrease from the previous year. Additionally, the data indicates that only 5% of UK customers are utilizing Radisson Blu's services. This suggests a disparity, wherein 67% of individuals are aware of the brand, but only 7% of them are active users (Kunst, 2023).
Moreover, it has been determined that only 5% of hotel customers are likely to use the hotel repeatedly, and the relationship with these customers has been measured at 7%. Consequently, these figures underscore the necessity for change within the hotel.
The Radisson Blu brand was established in the year 2009 and has undergone rebranding to Radisson SAS. However, the brand has a rich history dating back to the early 1960s with the inception of the SAS Royal Hotel in Denmark, which was renowned as the world's first designer hotel. This significant milestone paved the way for the Radisson Blu brand to emerge (Caldwell and Dyer, 2020).
Radisson Blu Hotel has been in operation for an impressive 25 years. The hotel's room sizes range between 22 to 290 sq ft, and it offers four different types of rooms. The Standard room, designed for 1 child and 2 adults, has a measurement of 22 square feet (Sturdy, 2021).
In contrast, the executive rooms, measuring 24 square meters, offer access to a large lounge area and can accommodate 1 child and 2 adults. Notably, the hotel has faced some customer service issues that have been brought to the attention of several customers in their reviews (Sturdy, 2021).
Upon careful consideration of these issues, it is apparent that implementing a cultural organizational change may be more appropriate for the case of Radisson Blu.
Customers have raised concerns regarding the front desk and housekeeping services, as calls to these departments have reportedly gone unanswered. For instance, a customer once attempted to request an extra pillow by calling the front desk, but their call was not answered (Raiden and King, 2021).
Another issue that customers have reported is a lack of discipline, at the front desk. For instance, a customer found that the mattresses and furniture were not securely in place, causing them to sink into the floor. Despite contacting customer care for assistance, the issue was not resolved to their satisfaction. 
Another issue that has been brought to attention pertains to the poor handling of customers, which is also linked to the front desk. A customer and their spouse visited the hotel bar and were informed that an additional fee would be charged for their drinks. However, this information was not communicated clearly, leading to confusion and frustration for the customers. Additionally, a customer receptionist reported that the front desk was unresponsive despite being informed of this issue (Dauda et al., 2024).
Several customers have reported issues with noise coming from other rooms, but when complaints were made to the reception, it appeared that individual customers did not receive adequate assistance. It appears that all of these issues are related to the primary issue of poor front desk services, as the majority of customers have reported similar experiences (Nanayakkara et al., 2021). 
[bookmark: _hsnoxeatbvf1]Furthermore, this report will provide an external environment analysis in the form of a PESTLE analysis, as well as an internal environment analysis in the form of a SWOT analysis.
Analysis
Several issues have been reported by customers of the Radisson Blu Hotel, who have shared their experiences regarding these issues (Patel, 2022). 
This section of the report will focus on identifying these issues, whilst considering their potential implications, possible causes, and ways to provide feedback on these issues. Moreover, this section will examine the overall impact of these issues on the hotel's revenue, as well as their scope and other related factors.
One of the primary issues that customers have reported is related to the front desk's inactivity, with one customer having a similar experience. Despite requesting an extra pillow four times in a single day, the customer did not receive a response or assistance. It appears that the front desk is often inactive, and calls from customers are frequently left unanswered or disconnected (Tamm et al., 2022).
This issue has negative implications for the hotel's brand value, as the poor handling of customers indicates a lack of concern for their needs and requirements. The main cause could be attributed to inadequate training and practices among staff members. The hotel employees may not be fully familiar with proper etiquette and may not be fully committed to their job roles. Additionally, no feedback has been provided regarding this issue (Cardinali et al., 2023).
The negative reviews may significantly impact the hotel's reputation, as other potential customers may come across them and decide against staying at the hotel. Inevitably, this could result in a reduction in overall scope and revenue for the Radisson Blu Hotel.
Another issue reported by customers pertains to a lack of cleanliness and sanitation in the hotel rooms. One guest had a similar experience, where upon entering their room, they found it to be cluttered with several pieces of furniture and mattresses, detracting from the overall cleanliness of the room (Taylor and Goodwin, 2022).
Consequently, the guest found the room to be very messy and disorganized, which was not in line with their expectations when booking the room.
Moreover, another issue was reported by a customer who had booked a room as part of a tour plan. However, when the customer attempted to access the pool and spa facilities, they were informed that these were not included in the tour plan and that an additional charge would be required (Nissi and Pälli, 2020).
It is important to address the issue of the negative impact on the hotel's reputation, which may have been caused by a lack of transparency in the hotel administrator's communication about services and costs. This lack of transparency may stem from a lack of knowledge about cleaning standards and regular practices within the hotel environment, which can lead to a negative perception among guests (Dos Santos et al., 2020).
 It is crucial to address this matter professionally and respectfully to ensure the continued success and positive reputation of the hotel.
In addition, there seems to be a lack of customer feedback obtained from other consumers, which has resulted in a negative impact on the company's reputation. As previously stated, customers who prioritize sustainability may be less inclined to choose this particular hotel for their stay. To address this issue the hotel can implement appropriate measures to gather and respond to customer feedback promptly and effectively. By doing so, the company can enhance its reputation and ensure that customers feel heard and valued.
Another regrettable issue faced by a guest is the malfunctioning machinery and accessories during their stay at our establishment. Specifically, the guest had to contend with a defective ice machine that reportedly took an excessive amount of time to produce ice cubes  (Scholtens et al., 2021).
Such setbacks can undoubtedly adversely impact the guest experience and, as such, should be addressed with alacrity by hotel staff.
Later on, when the customer went out to the bar or restaurant with his wife and asked for a drink, the bartender told them that they were required to pay extra money for this as the accessibility to the bar and restaurant had not been included in the tour package. It has also negatively impacted the hotel, which seems to charge extra for the bars and the restaurant access. This is not mentioned earlier during the package booking time (Patel et al., 2022).
Guests have encountered additional troubling issues during their visit to the hotel's bar and restaurant. Specifically, they were informed that they must pay an extra fee for access to these amenities, as they had not been included in their tour package. This situation has unfavorably impacted the hotel's reputation, as it has become apparent that such charges were not disclosed to guests during the booking process. The marketing and booking practices must be transparent and clear, to avoid misunderstandings and to enhance the overall guest experience. The hotel must take immediate steps to address this issue and ensure that customers are properly informed about package features and limitations.
The customers are not being adequately informed about package features and limitations, which may result in a reduction in trust and reachability. No feedback has been received from the hotel administration regarding this matter. The lack of service management may negatively affect the hotel's reputation, scope, and income. As such, the hotel must prioritize effective communication with its customers and promptly address any concerns that arise. 
The fourth issue pertains to a lack of discipline in the hotel environment. Numerous guests have reported experiencing excessive noise outside their rooms, and despite registering complaints, they have not received any constructive feedback or resolution (Shaw, 2021).
A group of individuals was causing a disturbance in the hotel corridor by shouting and making noise. The guest in question, who experienced this disturbance on the first and second night, made attempts to request the group to reduce their noise level. However, on the second night, the guest decided to escalate the matter and brought it to the attention of the front desk service controller (Vrontis et al., 2021).
Despite a direct complaint to the reception or front desk, there was a lack of effective feedback provided to the customer, resulting in ongoing noise disturbance for a period of 20 to 30 minutes. As a result, the hotel's reputation may have been negatively impacted, as individual customers may have perceived a lack of control over the hotel environment. It is recommended that the hotel take proactive measures to address this issue and ensure a peaceful and controlled environment for all guests (Mullany, 2020).
One possible contributing factor to the lack of control over the hotel environment could be a lack of determination to improve the hotel's furnishings and overall guest comfort. Additionally, a lack of feedback from the front desk even after direct action was taken could further exacerbate the issue (Zhang et al., 2024).
The present business climate has unfortunately resulted in a decline in the hotel's overall income status and has also significantly curtailed its operational scope. The highly competitive nature of the industry poses significant challenges, and adapting to these changes and finding ways to flourish in such a demanding environment is crucial for the hotel's future success.
PESTLE 
	Factors
	Elements
	Impact

	Political
	Corruption perception index 
	Romania's corruption perception index in 2023 was reported to be at a low score of 46, indicating a higher prevalence of corruption issues in the country (Statista, 2024a). This, in turn, can adversely impact the operations of businesses in the hospitality sector, including the chosen hotel for this report, Radisson Blu.

	Economical 
	Inflation rate 
	Romania's inflation rate in 2024 was significantly higher than the ideal rate of 2%, standing at 6.05% (O'Neill, 2024a). This higher-than-ideal rate is expected to harm the hospitality sector. It is expected that the Radisson Blu Hotel may also be affected by higher operational costs, due to higher costs of materials and suppliers.

	Social 
	Population 
	Romania has a population of over 19 million in the year 2024 (O'Neill, 2024b). This demographic advantage can positively impact the hospitality sector by providing a vast audience base for hotel businesses to target. By capitalizing on this advantage, Radisson Blue Hotel can potentially increase its customer base and contribute to higher economic growth.

	Technological
	Internet Penetration
	The internet penetration in Romania has increased to 17.8 million, with an additional 1 million users from the previous year (Statista, 2024b).
Investing in digital marketing can be a wise decision for the Radisson Blu Hotel to attract more customers and expand its reach. By targeting a larger audience of internet users, the hotel can improve its online visibility and accessibility. This can lead to an increase in bookings and other hotel services, ultimately contributing to the growth and success of the business. 

	Legal 
	“National Minimum Pay” 
	The Romanian government has established a minimum wage standard to ensure that employees are remunerated fairly for their work (Ilo, 2024). This measure might have impacted the hospitality industry positively, with hotels experiencing increased productivity from their employees as a result of being compensated appropriately. Radisson Blu Hotel is also adhering to this practice, which is likely to generate greater efficiency and productivity in its operations.

	Environmental 
	“Environment Law 1995”
	The law in question has placed significant emphasis on natural resources’ safeguarding, along with the environment and biodiversity conservation (Lawnow, 2024). 
The hospitality sector is expected to benefit significantly from this measure, as hotels are likely to adopt more environmentally friendly practices, thereby enhancing their social image. Radisson Blu Hotel is also committed to this approach, which will enable the establishment to make its operations greener and more socially responsible, resulting in an improved brand image.


Table 1: PESTLE analysis
(Source: Created by the learner)









SWOT
	Strengths 
	Weaknesses

	· A key strength of the hotel is its higher brand recall, which is largely attributed to the fact that Radisson Blu Hotel has a significant global presence, resulting in increased customer awareness (Radissonhotels, 2022a). 
· Another fundamental strength of the business is the inclusion of professional staff. By having a highly skilled and trained workforce, the hotel can deliver on its promise of providing exceptional service to its customers. 
· The reward program offered by the hotel brand is a significant strength of the company. This program provides guests with access to a range of additional services at a discounted rate and lower pricing compared to non-members (Radissonhotels, 2022b).
· As per Radissonhotels (2024), the wide range of services and facilities offered by Radisson Blu Hotel (airport shuttle, pet-friendly hotel, gym, hair salon, indoor pool, car rental) is a notable strength of the establishment. By offering a comprehensive range of services, the hotel demonstrates its commitment to providing a comfortable and convenient stay for its guests. 
	· The identified weaknesses of the hotel include poor reviews related to customer service and front desk inefficiency (Tripadvisor, 2024).
· Higher spending by the business can be a weakness, as changes in economic conditions can have an impact on the organisation's ability to spend money. It is therefore important for the business to be mindful of the economic climate and adjust its spending accordingly. Failure to do so can result in financial difficulties and negatively impact the overall health of the business.

	Opportunities
	Threats

	· The company has an excellent opportunity to expand its business in growing economies. With the development of emerging markets, the company has a significant potential for expansion of its operations and establishing a presence in these regions.
· The company has the opportunity to improve its weaknesses and enhance its competitiveness in the market. 
	· The intense market competition is a significant threat to the hotel brand. The hotel must strive to differentiate itself from the competition to retain its customer base. 
· Additionally, economic uncertainty poses a significant threat to the hotel. Thus, the hotel needs to implement contingency plans and take adequate measures. The hotel can position itself to weather economic challenges and remain competitive in the market through these actions.


Table 2: SWOT Analysis
(Source: Created by the learner)




TOWS
	TOWS
	Strengths 
· Prominent brand  recall
· A diverse array of services and facilities in the hospitality sector.
· Highly skilled personnel.  
· Incentive program
	Weaknesses
· Critical reviews regarding customer service from hotel guests. 
· Expenditure growth

	Opportunities
· Development into expanding economies 
· Mitigating the limitations of the hotel
	Strengths/Opportunities (SO)
· By capitalizing on the advantage of brand value recall during the expansion into growing economies it is likely to achieve an increase in the market share and outreach in these new markets. 
· Professional staff and an efficient reward program will ensure to generate a higher customer base.
· The retention of competent staff paired with a well-regulated loyalty program can encourage customer attraction and fidelity.  Thus, the aim of an extended customer base is foreseeable. 
	Weaknesses/Opportunities (WO)
· A decrease in bad feedback can be attained by employing a professional workforce and providing diverse operations through the loyalty program.
· An extended offer of services and amenities within the hospitality sector will facilitate the expansion into profitable economies.

	Threats
· Fierce market rivalry 
· Economical fluctuation

	Strengths/Threats (ST)
· A strong brand recall value offers the company a competitive edge and assists with profitability and overall revenue aquisition. 
· In times of economic uncertainty, implementing loyalty programs can be a valuable strategy for higher customer retention and to foster business growth.
	Weaknesses/Threats (WT)
· Possibility of business complexities due to increased competition from other hotel brands in the market.
· Operation intricacies may arise due to high competition in the hospitality market.
· Economic fluctuation and high spending will endanger the business's economic sustainability.


Table 3: TOWS Analysis
[bookmark: _jh1fxqoqcm0h](Source: Created by the learner)
[bookmark: _Hlk166744740]Recommendation and change management 
According to the analysis, it is perceivable that the Radisson Blu Hotel is currently facing several challenges that negatively impact its business reputation. One of the primary concerns identified pertains to the front desk and housekeeping services, which are inadequate for meeting guests' expectations. Specifically, there seems to be a lack of on-site executives available to assist guests, which could be contributing to the hotel's unfavorable reputation. 
The analyses also revealed that guests have had negative experiences with the behavior and communication of some front desk executives. This has resulted in a decrease in the willingness of guests to return to the hotel. Additionally, there has been a lack of consideration for providing appropriate and clean equipment to guests, which can also affect their overall experience. Furthermore, there have been reports of poor service at the hotel bar, with guests being charged extra for each drink. 
In addition, there have been instances where receptionists at the hotel were found to be inactive in taking complaints from guests and resolving them promptly. Moreover, guests have reported being disturbed by unnecessary sounds, which were not addressed by the front desk team, leading to a negative impact on overall guest satisfaction. These issues have affected the hotel's brand reputation, and it is imperative to take corrective measures to mitigate them. In the following section, several recommendations have been outlined that can be considered by Radisson Blu Hotel to enhance its brand reputation by addressing the concerns raised.
As part of the change management process, it is advisable to consider various Key Performance Indicators (KPIs) that would apply to the operations of the Radisson Blu Hotel. One such metric to be considered is RevPAR (Revenue per Available Room), often resulting from the multiplication of the average room rate of the hotel with the total occupancy rate (Sainaghi et al., 2021).
On the other hand, as indicated by Martin et al. (2020), another significant metric to consider is online reviews. In this scenario, Radisson Blu should aggregate the total online reviews from its official website and other social media platforms. A higher proportion of positive online reviews signifies a strong customer retention rate, while a higher proportion of negative reviews may necessitate a more strategic focus on the company's reputation management.
Furthermore, as per Moreno-Perdigon et al. (2021), guest satisfaction correlates with overall customer satisfaction. Enhancing guest satisfaction at Radisson Blu involves identifying and addressing the comprehensive requirements of guests effectively.
Conversely, according to González‐Rodríguez and Díaz‐Fernández (2020), repeat guest rates can be considered another important metric that indicates the extent to which customers are re-purchasing hotel rooms after an initial stay. Therefore, all these KPIs are crucial for shaping the hotel profile of Radisson Blu.

[bookmark: _Hlk166744757]Recommendations for Radisson Blu Hotel 
· Hiring knowledgeable staff: The hotel appears to be facing a significant challenge with its current team, which is exhibiting a lack of experience and dedication toward the work. The business organisation is advised to mitigate the negative influence by hiring an experienced employee with excellent customer service skills (Crosson et al., 2020). 
The proposed action will potentially impact the overall performance of the hotel positively and foster a deeper understanding of customer preferences among employees. This, in turn, would enable the staff to provide more tailored and satisfactory services to guests, thereby contributing to the overall success of the company. Furthermore, implementing this action is expected to enhance the customer experience during their stay at the hotel, which will be advantageous for the business organisation in terms of strengthening its reputation in the competitive market (Hoens and Smetcoren, 2023).
In this regard, the star model could be applied, encompassing five key elements: Strategy, Structure, Process, Reward, and People. Regarding strategy, Radisson Blu should focus on customer-centered strategies, involving a thorough analysis of customer complaints and providing effective solutions. In terms of organizational structure, adopting a linear approach would facilitate better job role division. Aligning hotel processes with technology to minimize human intervention is advisable. Implementing an employee reward system would help motivate the existing workforce and all employees. Lastly, prioritizing customer benefits and overall satisfaction is crucial for the hotel.

· [bookmark: _Hlk166744862]Providing adequate training to the front desk staff: A way to address this issue is by providing appropriate training to the front desk staff. It has been observed that some employees operating at the hotel's front desk lack sufficient training, which can cause difficulties in addressing visitor concerns or providing appropriate solutions. Therefore, providing appropriate training to the front desk staff could be a suitable approach to address this issue professionally and respectfully (Newman and Ford, 2021).
As per the research conducted by Yeşiltaş et al. (2022), hotel staff must augment their knowledge and understanding of how to cater to guests' needs adequately. This approach can lead to customer satisfaction, thereby benefiting the business in consolidating its position in the highly competitive market. This strategy can prove to be an effective way to enhance customer satisfaction and reap substantial benefits for the business organisation.
· [bookmark: _Hlk166744890]Introducing new technologies: The rapid growth of technological advancements in the current world emphasizes the importance of incorporating technology into business operations across various sectors. However, it has been observed that Radisson Blu Hotel does not utilize any such technology to manage customer interactions effectively. Incorporating technology into their operations can help the hotel enhance customer service and streamline operations, thereby improving overall business performance.
Furthermore, the front desk staff at Radisson Blu Hotel may be facing some difficulty in providing satisfactory customer service. This issue may be adversely impacting customer satisfaction levels and could potentially harm the overall brand reputation of the hotel. To address this challenge, it may be helpful to explore the utilization of appropriate technology solutions, such as self-service kiosks or Artificial Intelligence, to assist customers with their queries and concerns. By adopting such technological measures, the hotel authority can potentially enhance customer relationships and reputation in a highly competitive market. 
At this stage, the concept of Lewin's Model of Change could be applied across three individual stages. The first stage, Unfreeze, involves preparing for the desired change. To implement new technologies such as artificial intelligence and self-service stability, Radisson Blu Hotel needs to gather the necessary resources. The next stage, Change, requires the implementation of the change. For Radisson Blu, this entails allocating the appropriate technologies to specific areas. Lastly, the Refreeze stage involves solidifying the desired change. Radisson Blu needs to monitor the overall implementation to evaluate whether it is producing the desired outcomes.
· [bookmark: _Hlk166744927]Establishing 24*7 guest services: The management of the Radisson Blu Hotel should prioritize the provision of 24/7 services for guests. The current inefficiencies among staff members have resulted in unmet guest demands and needs, thereby leading to decreased customer satisfaction and potentially damaging the hotel's reputation. As such, implementing round-the-clock services for guests would be a critical step in ensuring that staff members can provide efficient and seamless services, which is indispensable for the prosperity of the hotel business (Balinado et al., 2021).
The implementation of 24/7 services for guests at Radisson Blu Hotel would allow for the efficient resolution of a wide range of guest queries and concerns, thereby contributing to the development of stronger bonds and relationships with guests. This, in turn, can have a positive impact on the hotel's overall business performance, leading to enhanced profitability and increased customer value. As such, prioritizing the provision of round-the-clock services for guests would be a prudent step for the hotel management to consider (Padma and Ahn, 2020).
[bookmark: _Hlk166744956]Change management practices and procedures for Radisson Blu Hotel 
The subsequent section outlines particular change management practices and procedures that Radisson Blu Hotel should consider.
· The implementation of the Six Sigma Model: 
It is essential to align practices with its six stages: Define, Measure, Analyze, Improve, Control, and Monitor. In the Define stage, it is crucial to clearly define Radisson Blu's overall objectives to ensure employee comprehension and clarity. Measurement is vital post-implementation of any element at Radisson Blu, and the entire implementation process should be thoroughly measured. Identification of reasons for customer dissatisfaction, such as room cleanliness, is imperative. The Improvement stage calls for determining overall solutions and their effective implementation. The Control stage involves managing various organizational situations, and the Monitor stage entails monitoring the entire change process and identifying various resources at Radisson Blu.
· [bookmark: _Hlk166744980]Promoting transparency to both employees and customers: 
When offering training to employees and engaging with customers, the business organisation should prioritize transparency. Maintaining transparency with both employees and customers is vital for fostering trust and working towards achieving business objectives (Liu et al., 2022).
Furthermore, this practice can also enhance customer engagement, potentially leading to increased profitability for the hotel business (Solakis et al., 2022).
· [bookmark: _Hlk166744988]Communicate effectively with staff members: 
The business organisation should prioritize optimizing communication with its operational members. Specifically, ensuring effective communication will facilitate a better understanding of the challenges currently being encountered by the employees (Chung and Byrom, 2021).
Hence, employees should be provided with suitable solutions to enhance their efficiency within the company. Additionally, effective communication will foster stronger connections among team members, facilitating the timely completion of assigned tasks and objectives (Buhalis and Cheng, 2020).
Therefore, Radisson Blu Hotel must highlight the importance of maintaining effective communication among the front desk staff to ensure overall operational efficiency on the premises. 
· [bookmark: _Hlk166744996]Monitoring the performance of front desk staff:
The business organisation should prioritize monitoring the performance of the front desk staff members. This is crucial for identifying any employees who may be underperforming or facing performance challenges (Jawabreh et al., 2020).
Therefore, these groups of employees can benefit from targeted training to improve their performance, ultimately leading to optimized business profitability. Similarly, this approach can contribute to effective customer interaction, thereby achieving higher consumer satisfaction and significantly enhancing the brand's value (Pham et al., 2023).
· The application of the Grow Model is relevant here, as it encompasses Goal, Reality, Options, and the Way Forward. To achieve growth, Radisson Blu should explore potential avenues for expansion within the current business landscape. The hotel must pinpoint and address real-world customer concerns with innovative solutions. The company should strive to differentiate itself through innovative problem-solving. Additionally, the organization should proactively seek out ways to align with organizational goals and business objectives for enhanced commitment.
· The application of the balanced scorecard framework is relevant in this context, encompassing financial performance, learning and growth, internal processes, and customer relationships. From a financial perspective, Radisson Blu needs to analyze its annual reports to assess profitability over the years. Improving customer satisfaction, particularly in light of challenges such as the subpar front desk hiring process, is critical. 

[bookmark: _Hlk166745044]Review and assessment of the impact of the success rate
In this specific section, an analysis of the effect of the procedures implemented by the hotel business organisation can be conducted. Various key performance indicators (KPIs) can be considered to assess the effectiveness of these strategies. A key performance indicator is an essential tool for measuring and evaluating an organisation's success through the implementation of diverse metrics (Setiawan and Purba, 2020).
One relevant key performance indicator (KPI) to consider in this context is sales revenue per employee. This metric is effective for evaluating the number of sales generated by individual employees (Cristea and Cristea, 2021).
In essence, this metric reflects the performance of each employee within the company (Vladova and Shek, 2021).
Consequently, a high value of this particular key performance indicator would indicate the effectiveness of the strategies implemented by the hotel business. Another significant key performance indicator that the business organisation should consider is the number of customers assisted by each call agent. This metric primarily demonstrates the efficiency of the employees or operational members of the business in addressing customer inquiries (Płaza and Pawlik, 2021).
Thus, by employing this particular approach, a business organisation can readily evaluate the effectiveness of its employees following the implementation of various strategies to fulfill customer desires and expectations (Marco, 2020).
Thereby, if employees accomplish this objective, the company can confirm that the implementation of the aforementioned strategies is beneficial for the organisation.

[bookmark: _Hlk166745217]Prospective benefits that the hotel may attain after implementing the recommended strategies
[bookmark: _Hlk166745232]The following section endeavors to highlight several prospective benefits that the hotel business may experience after successfully implementing the recommended strategies.
· [bookmark: _Hlk166745757]Members of Staff Engagement: 
[bookmark: _Hlk166745728]Implementation of the strategies mentioned above will facilitate increased employee engagement within the workplace. Employees will be equipped with diverse approaches to comprehending and addressing customer needs, thereby enabling them to provide suitable solutions. Furthermore, fostering a collaborative work environment will elevate the brand's productivity, ultimately leading to an enhanced brand reputation that will prove profitable for the hotel.
· [bookmark: _Hlk166745836]Expanded Consumer Base: 
[bookmark: _Hlk166745803]Upon successful implementation of the recommended strategies, Radisson Blu Hotel will benefit from a more experienced and properly trained workforce. Consequently, the new front desk staff will begin to operate more efficiently, ensuring the satisfaction of guests' desires and needs (Mishyna et al., 2020).
As a result, pleased guests are certainly going to promote the services of the hotel to friends and family, contributing to an expansion of the customer base and an increase in overall patronage.


· Enhanced Stakeholder Relationship Building and Adaptive Communication Techniques: 
Establishing and nurturing strong relationships with various stakeholders is paramount, requiring an understanding of their needs, effective communication, and adopting management of expectations in evolving circumstances. As a result, Radisson Blu Hotel and its appointed project managers can enhance positive environmental relationships, thereby contributing to the success of the project and associated activities. Furthermore, the adoption of adaptive communication techniques, such as continuous communication, can enable the customization of communication styles to effectively engage a broad spectrum of audiences.
In many workplaces, including establishments like Radisson Blu Hotel, diverse teams with varying personalities and communication styles are prevalent. When considering stakeholder engagement, it is important to recognize potential barriers such as diverse stakeholder groups, communication challenges, and resistance to change. These factors can hinder the implementation of necessary changes. For instance, at Radisson Blu, a notable resistance to change was evident in the form of inadequate front desk service, resulting in customers not receiving the expected level of service during their hotel stay.

· Enhanced Profitability: 
Upon the application of the aforementioned strategies, the hotel business is poised to enlarge its profitability, with an anticipated growth in customer visits. Additionally, the recruitment of new employees with relevant experience is expected to contribute to the efficient pursuit of business objectives (Ledley et al., 2020).
Consequently, accommodating guests' preferences will elevate business productivity, leading to optimized profitability and an augmented brand reputation in the global market.



The cost associated with the highlighted recommendations and resources available for borrowing the money.
To execute the highlighted recommendations for the business organisation, it is crucial to establish a suitable financial budget. To attract experienced employees, the company must allocate roughly £100 for online advertising to effectively recruit qualified candidates.
Likewise, for the provision of appropriate training to the front desk staff, the company anticipates an expenditure of approximately £80. These allocated funds will be utilized to facilitate various training programs aimed at enhancing the efficiency of the employees.
To implement new technologies within the business operation, the hotel business will have to spend in essence £70. This will consist of all the charges required for purchasing nude techniques and implementing them successfully in the business operation. 
An expenditure of approximately £80 is predicted for the essential training for the front desk employees. The company must allocate borrowed funds aimed at the set up of various training programs designed to enhance the efficiency of the staff members.
In addition, to ensure 24*7 guest services, the company must disburse an amount of around £50. Mainly, this allocation will contribute to the efficient implementation of the approach, thereby enhancing the hotel’s ability to meet and exceed customer expectations.
To procure the necessary funds for implementing diverse strategies, the hotel will have to seek support from various government funds. These funds are allocated to facilitate the acquisition of finances and the utilization of the borrowed amount for business operations.
[bookmark: _aalcy9zqfhx]The company will also focus on securing support from various investors, such as crowdfunding or angel investors. These investors are expected to provide substantial financial support at favorable interest rates, facilitating the company's reliable repayment of the borrowed funds (Babich et al., 2021).


Action Plan
	Number
	Problem
	Solution
	Desired outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Passive Front desk
	The front desk operation is the main concern for the Radisson Blu Hotel, necessitating the continuous staffing of the front desk 24 hours a day. Additionally, the staff needs to possess comprehensive knowledge of the operational procedures (Attar and Abdul-Kareem, 2020).
	As part of a predictable outcome, the front desk staff would demonstrate increased levels of proactivity, attentiveness, and efficiency in addressing customer inquiries and resolving issues promptly, potentially resulting in heightened customer satisfaction and attraction (McDougall et al., 2020).
	2 months
	08/07/2024
	£5000

	2
	Scarcity of cleanliness and hygiene
	To reduce the scarcity of cleanliness and hygiene, the hotel is advised to adhere to several standards or policies for employees. The staff would be more motivated to comprehend the importance of sanitization in the hotel environment and would subsequently demonstrate a boosted commitment to this aspect (Fowler et al., 2021). Furthermore, there is a necessity to implement awareness programs focusing on hygiene and the significance of sanitization.
	As part of the intended outcome, the hotel's working employees would demonstrate a greater regard for cleanliness in the hotel environment and understand the necessity of implementing this across all aspects of the rooms (Schönher et al., 2023). Furthermore, the employees at Radisson Blu Hotel would actively participate in various event campaigns and enhance their understanding of these concepts (Beniflah and Veloz, 2021).
	3 months
	10/08/2024
	£6000

	3
	Defective machinery
	When acquiring new machinery, the hotel administration should undertake a comprehensive follow-up process to assess the fundamental functionality of each piece of equipment (Unterhitzenberger and Moeller, 2021). Furthermore, the hotel is compelled to appoint a skilled team of technology experts who can conduct regular equipment inspections and verify any updates that may occur frequently (Andrade et al., 2021).
	In the procees of formulating these solutions, the team members will develop a heightened focus and determination regarding the utilization and effective management of machinery. In addition, the company stands to gain by advancing towards a more technologically progressive future, where enhanced technology can be integrated into various business operations (Dutra and Santos, 2020).
	4 months
	11/09/2024
	£6500

	4
	Lack of Discipline
	The hotel has to provide thorough training to its staff regarding organisational policies and overall activities. This will result in deepened commitment among employees towards the organisational goals and respective activities, consequently enhancing their focus and determination.
	As a part of the desirable result, the staff will be able to allocate greater effort to their overall job responsibilities while effectively distinguishing between individual roles and responsibilities towards customers or consumers (Hedborg et al., 2020). Consequently, the hotel would be capable of addressing a broader customer base according to their needs and effectively managing customer interactions.
	3 months 
	15/08/2024
	£7000


Table 1: Action Plan
[bookmark: _udjusl2l4kvu](Source: Created by the learner)



[bookmark: _Hlk166745441]Conclusion 
Given the findings in this report, it is evident that organisational consultancy plays a crucial role within the organisational context. The chosen hotel, Radisson Blu Hotel, is presently encountering certain unavoidable challenges. These issues have been brought to light through customer reviews, indicating areas of concern that require attention. Upon reviewing the feedback, it is evident that the primary issue highlighted is poor service management at the front desk and reception area. This encompasses concerns regarding transparency, discipline, malfunctioning equipment, and other related matters. 
Moreover, this report includes detailed descriptions of various models and theories such as SWOT Analysis, PESTLE Analysis, and TOWS Analysis. These analytical frameworks have significantly enhanced the overall understanding of the issues, providing substantial evidence of the company's challenges within the current business landscape. 	
During the analysis of various models and theories, conflicting statements have been identified. Each factor within the SWOT and PESTLE analyses carries distinct implications for the company profile. It has been observed that the impacts of these factors or aspects are not substantial. Additionally, recommendations have been proposed to pinpoint the sources of these issues and to suggest potential tactics to address individual challenges.
The document also encompasses the concept of change management and highlights the successful adoption of an individual change management system by Radisson Blu Hotel within its organisational environment. Furthermore, a separate action plan has been formulated, encompassing the identification of issues and the presentation of corresponding solutions. The allocation of specific time slots for each issue, along with the commencement and completion dates for each issue has been outlined to ensure enhanced efficiency and transparency.





[bookmark: _Hlk166745466]Reference List
Andrade, J. et al. (2021) ‘Technological capacity and organisational ambidexterity: the moderating role of environmental dynamism on Portuguese technological SMEs’, Review of Managerial Science, 15(7), pp.2111-2136.
Attar, M. and Abdul-Kareem, A. (2020) The role of agile leadership in organisational agility. In Agile business leadership methods for industry 4.0 (pp. 171-191). Emerald Publishing Limited.
Babich, V. et al. (2021) ‘Does crowdfunding benefit entrepreneurs and venture capital investors?’, Manufacturing & Service Operations Management, 23(2), pp.508-524.
Balinado, J.R. et al. (2021) ‘The effect of service quality on customer satisfaction in an automotive after-sales service’, Journal of Open Innovation: Technology, Market, and Complexity, 7(2), p.116.
Beniflah, J. and Veloz, J. (2021) ‘Building a multicultural organisation: A conceptual model for organisational change in the 21st century’, Journal of Cultural Marketing Strategy, 5(2), pp.153-168.
Buhalis, D. and Cheng, E.S.Y. (2020) Exploring the use of chatbots in hotels: technology providers’ perspective. In Information and Communication Technologies in Tourism 2020: Proceedings of the International Conference in Surrey, United Kingdom, January 08–10, 2020 (pp. 231-242). Springer International Publishing.
Caldwell, R. and Dyer, C. (2020) ‘The performative practices of consultants in a change network: an actor–network practice perspective on organisational change’, Journal of Organizational Change Management, 33(5), pp.941-963.
Cardinali, S. et al. (2023) ‘Digitalization processes in small professional service firms: drivers, barriers and emerging organisational tensions’, Journal of Service Theory and Practice, 33(2), pp.237-256.
Chung, S.Y. and Byrom, J. (2021) ‘Co-creating consistent brand identity with employees in the hotel industry’, Journal of Product & Brand Management, 30(1), pp.74-89.
Costa, R.L.D., António, N.S. and Dias, Á.L. (2020) ‘Determinants of organisational context in management consulting’, International Journal of Management Practice, 13(5), pp.587-603.
Cristea, C. and Cristea, M. (2021) ‘KPIs for operational performance assessment in flexible packaging industry’, Sustainability, 13(6), p.3498.
Crosson, J.M. et al. (2020) How experienced legislative staff contribute to effective lawmaking. In Congress overwhelmed: The decline in congressional capacity and prospects for reform (pp. 209-24). Chicago, IL: University of Chicago Press.
Dauda, J.A. et al. (2024) ‘Implementation of lean for small-and medium-sized construction organisational improvement’, Smart and Sustainable Built Environment, 13(3), pp.496-511.
Dos Santos, M.G. et al. (2020) ‘Institutional pressures and the diffusion of organisational innovation: Evidence from Brazilian firms’, Technology Analysis & Strategic Management, 32(7), pp.869-880.
Dutra, E. and Santos, G. (2020) ‘Organisational climate assessments of Agile teams–a qualitative multiple case study’, IET Software, 14(7), pp.861-870.
Fowler, J.L., Fowler, D.S. and O’Gorman, J.G. (2021) ‘Worth the investment? An examination of the organisational outcomes of a formal structured mentoring program’, Asia Pacific Journal of Human Resources, 59(1), pp.109-131.
González‐Rodríguez, M.R. and Díaz‐Fernández, M.C. (2020) Customers' corporate social responsibility awareness as antecedent of repeat behaviour intention. Corporate Social Responsibility and Environmental Management, 27(3), pp.1294-1306.
Hedborg, S. et al. (2020) ‘Organisational routines in multi-project contexts: Coordinating in an urban development project ecology’, International journal of project management, 38(7), pp.394-404.
Hoens, S. and Smetcoren, A.S. (2023) ‘Hiring live-in migrant care workers: motivations and experiences of older people and their families’, Journal of Population Ageing, 16(2), pp.497-518.
Ilo (2024) Labour Code of Romania. Available at: https://webapps.ilo.org/dyn/travail/docs/1630/Labour%20Code%20of%20Romania.pdf (Accessed: 12 May 2024).
Jawabreh, O., Mahmoud, R. and Hamasha, S.A. (2020) ‘Factors influencing the employees service performances in hospitality industry case study AQBA five stars hotel’, Geo Journal of Tourism and Geosites, 29(2), pp.649-661.
Kunst., A. (2023) Radisson brand awareness, usage, popularity, loyalty, and buzz among hotel customers in the UK in 2022. Available at: https://www.statista.com/forecasts/1335570/radisson-hotels-brand-profile-in-the-uk (Accessed on 27 May 2024).
Lawnow (2024) Overview of environment legislation in Romania. Available at: https://cms-lawnow.com/en/ealerts/2000/07/overview-of-environment-legislation-in-romania#:~:text=for%20damage%20suffered.-,The%20Law%20No.,resources%20and%20conservation%20of%20biodiversity (Accessed: 12 May 2024).
Ledley, F.D. et al. (2020) ‘Profitability of large pharmaceutical companies compared with other large public companies;, Jama, 323(9), pp.834-843.
Liu, H., Feng, S. and Hu, X.S. (2022) ‘Process vs. outcome: Effects of food photo types in online restaurant reviews on consumers’ purchase intention’, International journal of hospitality management, 102, p.103179.
Marco, C. (2020) ‘Call center service level: a customer experience model from bench-marking and multivariate analysis’, Esic Market Economics and Business Journal, 51(3), pp.467-496.
Martin, F., Sun, T. and Westine, C.D. (2020) ‘A systematic review of research on online teaching and learning from 2009 to 2018’, Computers & education, 159, p.104009.
McDougall, M. et al. (2020) ‘Three team and organisational culture myths and their consequences for sport psychology research and practice’, International Review of Sport and Exercise Psychology, 13(1), pp.147-162.
Mishyna, M., Chen, J. and Benjamin, O. (2020) ‘Sensory attributes of edible insects and insect-based foods–Future outlooks for enhancing consumer appeal’, Trends in Food Science & Technology, 95, pp.141-148.
Moreno-Perdigon, M.C., Guzman-Perez, B. and Mesa, T.R. (2021) ‘Guest satisfaction in independent and affiliated to chain hotels’, International Journal of Hospitality Management, 94, p.102812.
Mullany, L. (2020) Professional communication: Consultancy, advocacy, activism. Springer Nature.
Nanayakkara, K., Wilkinson, S. and Halvitigala, D. (2021) ‘Influence of dynamic changes of workplace on organisational culture’, Journal of Management & Organization, 27(6), pp.1003-1020.
Newman, S.A. and Ford, R.C. (2021) ‘Five steps to leading your team in the virtual COVID-19 workplace’, Organizational Dynamics, 50(1), p.100802.
Nissi, R. and Pälli, P. (2020) ‘Textual artefacts at the centre of sensemaking: The use of discursive-material resources in constructing joint understanding in organisational workshops’, Discourse Studies, 22(2), pp.123-145.
O'Neill, A. (2024a) Romania: Inflation rate from 1989 to 2029. Available at: https://www.statista.com/statistics/373209/inflation-rate-in-romania (Accessed: 12 May 2024).
O'Neill, A. (2024b) Total population of Romania 2029. Available at: Romania - total population 2019-2029 | Statista (Accessed: 12 May 2024).
Padma, P. and Ahn, J. (2020) ‘Guest satisfaction & dissatisfaction in luxury hotels: An application of big data’, International journal of hospitality management, 84, p.102318.
Patel, N. (2022) ‘Dismantling the scaffolding of institutional racism and institutionalising anti‐racism’, Journal of Family Therapy, 44(1), pp.91-108.
Patel, R. et al. (2022) ‘Multiple hospital organisational factors are associated with adverse patient outcomes post-hip fracture in England and Wales: the REDUCE record-linkage cohort study’, Age and Ageing, 51(8). Available at: https://doi.org/10.1093/ageing/afac183 
Pham, N.T. (2023) ‘Greening hotels: Does motivating hotel employees promote in-role green performance? The role of culture’, Journal of Sustainable Tourism, 31(4), pp.951-970.
Płaza, M. and Pawlik, Ł. (2021) ‘Influence of the contact center systems development on key performance indicators’, IEEE Access, 9, pp.44580-44591.
Radissonhotels (2022a) Radisson Hotel Group drives revenue management innovation and celebrates the expansion of The Club by Radisson Hotel Group. Available at: https://www.radissonhotels.com/en-us/corporate/media/press-releases/revenue-management-innovation (Accessed: 12 May 2024).
Radissonhotels (2022b) Radisson Hotel Group launches new Radisson Rewards loyalty program offering fastest route to top tier in the industry. Available at: https://www.radissonhotels.com/en-us/corporate/media/press-releases/new-radisson-rewards-loyalty-program (Accessed: 12 May 2024).
Radissonhotels (2024) Radisson Blu Hotel, Bucharest. Available at: https://www.radissonhotels.com/en-us/hotels/radisson-blu-bucharest?facilitatorId=RHGSEM&cid=a%3Aps+b%3Aggl+c%3Aemea+i%3Abrand+e%3Ardb+d%3Acese+r%3Abrt+f%3Aen-US+g%3Aho+h%3AROBUH1+v%3Acf&gad_source=1&gclid=Cj0KCQjwxeyxBhC7ARIsAC7dS38rKma1jgSF9c14ANQL9XvXhNgIsOKQ_JipHb938B9DjdRP6hpvwJIaAgayEALw_wcB&gclsrc=aw.ds  (Accessed: 12 May 2024).
Raiden, A. and King, A. (2021) ‘Social value, organisational learning, and the sustainable development goals in the built environment’, Resources, Conservation and Recycling, 172, p.105663.
Sainaghi, R., Abrate, G. and Mauri, A. (2021) ‘Price and RevPAR determinants of Airbnb listings: Convergent and divergent evidence’, International Journal of Hospitality Management, 92, p.102709.
Scholtens, S. et al. (2021) ‘Systemic constellations applied in organisations: a systematic review’, Gruppe. Interaktion. Organisation. Zeitschrift für Angewandte Organisationspsychologie (GIO), 52(3), pp.537-550.
Schönherr, S. et al. (2023) ‘Organisational learning and sustainable tourism: the enabling role of digital transformation’, Journal of Knowledge Management, 27(11), pp.82-100.
Setiawan, I. and Purba, H.H. (2020) A systematic literature review of Key Performance Indicators (KPIs) implementation. Journal of Industrial Engineering & Management Research, 1(3), pp.200-208.
Shaw, D. (2021) ‘Would Plato have banned the management consultants?’, Philosophy of Management, 20(2), pp.101-111.
Solakis, K., Pena-Vinces, J. and Lopez-Bonilla, J.M. (2022) ‘Value co-creation and perceived value: A customer perspective in the hospitality context’, European research on management and business economics, 28(1), p.100175.
[bookmark: _Hlk166582483]Statista (2024a) Corruption perception index score of Romania from 2012 to 2023. Available at: https://www.statista.com/statistics/872032/corruption-perception-index-romania/  (Accessed: 12 May 2024).
Statista (2024b) Internet usage in Romania - statistics & facts. Available at: https://www.statista.com/topics/12078/internet-usage-in-romania/#topicOverview (Accessed: 12 May 2024).
Sturdy, A. (2021) ‘The Governance of Management Consultancy Use: Practices, problems, and possibilities’, Professional service firms and politics in a global era: Public policy, private expertise, pp.321-349. 
Suárez-Albanchez, J. et al. (2021) ‘Occupational health and safety, organisational commitment, and turnover intention in the Spanish IT consultancy sector’, International journal of environmental research and public health, 18(11), p.5658.
Tamm, T., Seddon, P.B. and Shanks, G. (2022) ‘How enterprise architecture leads to organisational benefits’, International journal of information management, 67, p.102554.
Taylor, D.J. and Goodwin, D. (2022) ‘Organisational failure: rethinking whistleblowing for tomorrow’s doctors’, Journal of Medical Ethics, 48(10), pp.672-677.
Tripadvisor (2024) Radisson Blu Hotel Bucharest. Available at: https://www.tripadvisor.co.uk/Hotel_Review-g294458-d1027852-Reviews-Radisson_Blu_Hotel_Bucharest-Bucharest.html#REVIEWS (Accessed: 12 May 2024).
Unterhitzenberger, C. and Moeller, D. (2021) ‘Fair project governance: An organisational justice approach to project governance’, International Journal of Project Management, 39(6), pp.683-696.
Vladova, A.Y. and Shek, E.D. (2021) ‘Data preprocessing for machine analysis of sales representatives’ key performance indicator’, Бизнес-информатика, 15(3 (eng)), pp.48-59.
Vrontis, D. et al. (2021) Business under crisis, Volume II: Organisational adaptations. Springer Nature.
Yeşiltaş, M., Gürlek, M. and Kenar, G. (2022) ‘Organizational green culture and green employee behavior: Differences between green and non-green hotels’, Journal of Cleaner Production, 343, p.131051.
Zhang, X. et al. (2024) ‘Regional anaesthesia education for consultants and specialists in the UK: a mixed-methods analysis’, British Journal of Anaesthesia, 132(5), pp.1073-1081.



















Appendix
[image: A screenshot of a hotel room

Description automatically generated]
[image: A screenshot of a computer

Description automatically generated]
[image: A screenshot of a review

Description automatically generated]
[image: A screenshot of a text

Description automatically generated]
1
image2.png
Varshee wrote a review 14 Apr
Dubai, United Arab Emirates « 167 contributions « 76 helpful votes
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Mediocre

Centrally located hotel and staff are friendly, especially Alexa at the front desk.

The hotel lobby looks amazing but the rooms are very very dated. We stayed 2 nights at the
beginning of our week long holiday in an executive room then another 2 nights in a 1bed suite at
the end.

The 1bed suite is large and worth the price of an upgrade. The executive suite and jr suites are
not much different, the jr suite is marginally bigger that’s all. The complimentary mini bar with
sweet treats and soft drinks/ juices is great though.

One of my frustrations was reaching the front desk/ housekeeping as it would often dial out and
no one picks up. | asked for an extra pillow for my child like 4 times over 2 days but never

received it. Quite annoying.

If lounge access is included in the price of the room, | wouldn’t bother to add breakfast as they
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Brooklyn, New York « 2,743 contributions 615 helpful votes
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| expected better

The hotel was decent, but | expected better. There were mattresses and furniture spread out in
the hallway on my floor. When | asked at the front desk for change of a 100 Lei note, they were
unable to provide it. | stayed here as part of a tour, but was told that the swimming poll and spa

were not included in our stay. The location is fine. The rooms were comfortable. But | did expect
better.

Read more

Date of stay: August 2022

This review is the subjective opinion of a Tripadvisor member and not of Tripadvisor LLC. Tripadvisor performs checks on reviews
as part of our industry-leading trust & sofety standards. Read our transparency report to learn more.
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Did not live up to expectations

My wife and | spent two nights here as part of a post-cruise excursion. The hotel itself is
beautiful, and there are several things | did enjoy about it (nassage spa, indoor pool, decent
restaurants and bar), but the service was not as exceptional as the appearance. The simple
task of getting ice took 20 minutes - the directions were confusing, and once | DID find the
machine, it was broken. Then when | went to the bar to just get two glasses of ice, the bartender
told me that they couldn't give them to me because | wasn't buying drinks - when | told my wife
and | just had bottled water in our room, he did “apologize” by saying his boss was there and he
didn't want to get in trouble. Similar poor service was received from the front desk, with the
Read more v

Date of stay: July 2022

This review is the subjective opinion of a Tripadvisor member and not of Tripadvisor LLC. Tripadvisor performs checks on reviews
as part of our industry-leading trust & sofety standards. Read our transparency report to learn more.
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Could be amazing if the hotel would do something about the badly
behaved guests

The hotel itself is excellent. The problem is that the staff let some of the badly behaved guests
do whatever they want!!!

Problem 1:

First night (13 July 2023) got woken up at 5am by a large group of men (they were speaking
Arabic) running and shouting on the corridor. | opened the door and told them off.

Second night (14 July 2023) the same group of men woke us up at 3am. They were singing loudly.
went and knocked on their door as | was furious (they were ALL IN ROOM 405). | then went to
reception to report this. The security guard told me he had to ask them to get dressed a few
minutes later as they came back from wherever they were partying without shirts on (clearly
drunk/high). Despite me reporting this directly to the reception, the noise continued for about
20-30minutes. The hotel should have called the police and throw them out.

Problem 2:

While at the ouside pool, on 18 July 2023, another group on men (speaking Arabic too) started
playing their own music. This is despite the fact that the hotel were playing their own
background music. | told the lifeguard but he carried on picking towels up. | went to the men
myself and told them they are disturbing everyone with their own music and that it's not their ow
private pool. They stopped for 20min and then they started playing it again. No one came to te
them off.




image1.png
AT
vH'u

CLEVER CONSULTING





