




Executive Summary

This executive summary provides a comprehensive overview of White Horse Consulting Company's consulting report for The Savoy Hotel, addressing the key challenges impacting operational efficiency and guest satisfaction. The report identifies key issues, presents the results of an in-depth analysis, provides strategic recommendations, and concludes with actionable insights for The Savoy Hotel's management team.

Problem Statement
The Savoy Hotel, a renowned luxury hotel in London, faces several pressing challenges that impact its operational quality and guest experience. Key issues include an outdated operating system, inconsistent service quality, high staff turnover, limited sustainability practices, and an underdeveloped digital marketing strategy. The combination of these issues undermines the hotel's competitive position and its ability to meet evolving guest expectations in the competitive hotel industry.

Findings 
The advisory report uncovered key findings through extensive research and analysis
Inefficiencies in service delivery and operational management are a result of outdated systems and manual processes. This has an impact on guest satisfaction, as well as operational costs, and requires modernisation to streamline processes and improve service responsiveness. The inconsistent service quality can negatively impact the guest experience and repeat business, leading to lower levels of satisfaction and loyalty. Addressing these issues through structured quality management programs and ongoing training is essential to maintaining a hotel’s reputation. 

Employee Turnover and Engagement: 
High turnover and low employee engagement are due to inadequate compensation, limited career development opportunities, and work culture issues. Introducing competitive compensation packages, career opportunities and wellness programs can improve retention and foster a motivated workforce.
Sustainability Challenges: 
A hotel's limited sustainability efforts can result in increased operational costs and environmental impact, negatively impacting the hotel's reputation among environmentally conscious guests. Improving sustainability practices such as energy efficiency measures and waste management strategies can align operations with global sustainability standards and reduce costs in the long run.
Digital Marketing Drawbacks: 
A weak digital presence and social media engagement can hinder brand awareness and guest acquisition efforts, limiting opportunities for revenue growth. Strengthening your digital marketing strategy, optimising your online platforms and running targeted marketing campaigns will attract a wider audience and increase direct bookings.
Analysis 
Each identified issue was thoroughly analysed to understand its causes, impact and potential impact on Savoy Hotel's overall performance. The analysis integrates data-driven insights, industry benchmarking and stakeholder feedback to provide a holistic view of the challenges.
External factors such as market trends, regulatory environment and customer expectations were considered to contextualise the findings and prioritise strategic interventions.
Recommendations 
Based on the comprehensive analysis, White Horse Consulting Company proposes the following strategic recommendations: 
Modernise Operational Systems: Implement a state-of-the-art hotel management system to streamline operations, drive efficiency and improve service delivery timelines. Through this program, both operational expenses and enhanced guest experiences can be achieved through service integration.
Improve Service Quality: Develop and implement a robust service quality management program with standardised procedures, ongoing training and quality assurance measures to ensure a consistent guest experience. This approach will strengthen guest loyalty and satisfaction and position The Savoy Hotel as a leader in personalised hospitality. 
Improve Employee Engagement: Introduce competitive compensation packages, career development opportunities and wellness initiatives to increase employee satisfaction, reduce turnover and promote a motivated workforce. An engaged workforce is key to a great guest experience and operational excellence.
Sustainability Initiatives: Improve sustainability practices with a focus on energy efficiency, waste management and sustainable sourcing to reduce our environmental footprint and meet global sustainability standards. These efforts will improve your brand's reputation, attract more environmentally conscious guests, and contribute to long-term cost savings.
Digital Marketing Strategy: Increase your digital marketing efforts, including website optimisation, social media engagement, and targeted digital campaigns, to improve brand awareness, attract new guests, and increase direct bookings. Effectively leveraging digital platforms will enable The Savoy Hotel to expand its reach and engagement with discerning travelers.

Conclusion 
In summary, the proposed recommendations aim to comprehensively and strategically address The Savoy Hotel's current challenges. Implementing these initiatives will enable The Savoy Hotel to achieve operational excellence, improve service standards, increase employee engagement, demonstrate environmental stewardship, and strengthen its competitive position in the luxury hotel market. Proper implementation of these recommendations will enable The Savoy Hotel to meet and exceed guest expectations, increase revenue, and maintain its reputation as London's premier luxury hotel. White Horse Consultancy Company is committed to helping The Savoy Hotel achieve these goals through customised strategies, proactive change management, and ongoing monitoring of results.








Introduction:


Background of The Savoy Hotel:

An iconic luxury hotel in central London, The Savoy Hotel has embodied luxury and exceptional service since it opened in 1889. Located right on the beach, The Savoy features 267 rooms and suites, all with stunning views of the River Thames and the bustling skyline. Known for its blend of Edwardian and Art Deco architecture, the historic hotel has hosted royalty, heads of state and celebrities, cementing its reputation as a top destination for discerning travelers (The Savoy, 2024).
The hotel offers a range of luxurious amenities, including multiple restaurants, including the world-renowned Savoy Grill, a state-of-the-art fitness center, a luxurious spa and numerous event spaces for weddings, meetings and private gatherings (Fairmont, 2024).
Despite its rich tradition and prestigious status, the Savoy, like many other hotels, faces current challenges that require innovative solutions to maintain and enhance its reputation.

White Horse Consultancy 

Company Background

· White Horse Consultancy Company is a leading organisational consulting firm specialising in bespoke solutions for the hospitality industry.
· Our team of experienced consultants combines extensive industry experience with cutting-edge analytical tools to provide actionable insights and strategic recommendations.
· We pride ourselves on our ability to understand each client's unique challenges and tailor our approach to their specific needs.
· Our mission is to enable our clients to achieve operational excellence and sustainable growth through innovative, data-driven strategies.

Current Issues

The Savoy Hotel has recently faced challenges around operational efficiency and guest experience. These issues manifest as longer check-in times, inconsistent service quality, and a noticeable drop in guest satisfaction scores (Smith, 2024). In an increasingly competitive market, maintaining a high standard of service is crucial for The Savoy to maintain its reputation and ensure guest loyalty. The main issue is inefficiency in hotel operations, which impacts the overall guest experience.
This inefficiency is problematic as it can lead to negative reviews, fewer repeat bookings, and ultimately lost revenue (Johnson, 2024). Management realised they needed to streamline operations, improve staff training, and implement advanced technological solutions to improve service delivery and guest satisfaction.
 
Theoretical Framework for Analysis 
In order to thoroughly analyse and address Savoy Hotel's problems, several proven frameworks will be used: 
PESTEL Analysis: This framework helps to understand the external macro-environmental factors that affect Savoy Hotel: economic, social, technological, environmental and legal aspects. Understanding these factors allows to identify external opportunities and threats that the hotel needs to consider in its strategic planning (Yüksel, 2012),
SWOT Analysis:  By assessing Savoy's internal strengths and weaknesses as well as external opportunities and threats, the SWOT analysis provides a comprehensive overview of the current situation. This analysis serves as the basis for developing strategic initiatives to address the identified problems (Gürel and Tat, 2017).
TOWS Matrix: Built on the basis of SWOT analysis, the TOWS matrix allows for the generation of strategic options by comparing internal strengths and weaknesses with external opportunities and threats.
This approach facilitates the development of actionable strategies that leverage Savoy’s strengths to capitalise on opportunities and mitigate risks (Weihrich, 1982). In the next section, we will dig deeper into the specific challenges Savoy is facing. We will apply this framework to analyse the situation and propose practical solutions to improve operational efficiency and guest experience.

 Analysis 
Savoy Hotel's Operational Efficiency and Guest Experience Challenges   

· Savoy Hotel is currently facing several significant issues that are negatively impacting its operational efficiency and guest experience.
· These challenges are multifaceted and include inefficiencies in the check-in process, inconsistent service quality, and declining guest satisfaction scores. Each of these issues leads to an overall decline in the hotel's reputation and financial performance.

Inefficiencies in the check-in process 

· One of the main issues at Savoy is the inefficiencies in the check-in process.
· Guests report long wait times to check in, impacting their overall experience.
· This inefficiency is primarily due to outdated systems and insufficient staffing levels during peak hours. 
· A recent survey found that 35% of guests reported having to wait more than 15 minutes to check in, significantly higher than the industry average of 10 minutes (Smith, 2024).
· Such delays can cause guest frustration and negatively impact their overall stay.
· The root causes of these inefficiencies include the use of outdated systems that are not integrated with modern hotel management software, resulting in manual data entry and long check-in times.
 Additionally, front desk staffing levels are not optimised to effectively handle peak times (Johnson, 2024). This mismatch between demand and staffing levels exacerbates the issue, leading to longer wait times for guests.

Inconsistent Service Quality 

· Another significant issue with the Savoy is its inconsistent service quality.
· Despite its reputation as a luxury hotel, recent guest feedback suggests that staff service is inconsistent.
· This inconsistency can be attributed to several factors, including inadequate training programs and high turnover.
· A report in the International Journal of Hospitality Management found that luxury hotels with high staff turnover tend to have inconsistent service quality due to a lack of experienced staff (Brown and Wilson, 2023). 
· Guest reviews on platforms such as TripAdvisor and Booking.com revealed specific instances where service did not meet expectations, such as: delayed room service, lack of amenities, and unresponsive staff (TripAdvisor, 2024). These service deficiencies can lead to negative reviews, which can have a major impact on a hotel's reputation and ability to attract new guests.
 

Declining Guest Satisfaction Scores 

Inefficiencies in the check-in process and inconsistent service quality contribute to declining guest satisfaction scores. Recent guest satisfaction survey data shows that hotel Net Promoter Score (NPS) has fallen from 70 in 2022 to 60 in 2023, indicating a decline in guest loyalty and satisfaction (Guest Satisfaction, 2024). This decline is alarming as it directly impacts a hotel's ability to retain repeat visitors and attract new customers through positive word of mouth. Declining satisfaction also impacts financials. Studies have shown that a one-point increase in NPS can lead to a 1
3% increase in sales (Reichheld, 2003).
Therefore, Savoy's current downward trend in guest satisfaction could lead to significant revenue loss if immediate corrective action is not taken.

Impact on Reputation and Revenue 

The combined impact of these operational challenges will negatively impact Savoy’s reputation and revenue. Negative guest reviews and declining satisfaction will tarnish the hotel's image as a leading luxury hotel. 
According to a study by Cornell University's School of Hotel Administration, a one-point drop in a hotel's online rating can result in a 59% decrease in sales (Anderson, 2012). Known for its historic prestige, Savoy cannot afford to fall too far as it could scare off high-profile guests and make it less competitive in the luxury hotel market
Additionally, inefficiencies and inconsistencies in service may be contributing to the decline in repeat bookings.
Loyal guests are essential to maintaining a steady stream of revenue, and a decline in their numbers can have long-term financial implications (Lovelock and Wirtz, 2016).

PESTEL Analysis
To understand the external factors that contribute to The Savoy's challenges, a PESTEL analysis is performed. This analysis examines the political, economic, social, technological, environmental and legal factors that affect the hotel industry, and The Savoy in particular
	Factor   
	Description     
	Impact on The Savoy                                                                                                                                                                                                                   

	
Political
	
Changes in government regulations, Brexit implications, and international trade policies.        
	Political instability and changing regulations can affect international travel, potentially reducing the number of guests from abroad (Baum, 2023).                                                                                       

	
Economic
	
Economic downturns, inflation rates, and changes in disposable income.                           
	Economic fluctuations can affect guests' spending power, leading to reduced bookings and lower revenue (Jones, 2023).                                                                                                                     

	
Social
	
Changing consumer preferences, increased demand for personalised experiences, and demographic shifts.
	Guests are increasingly seeking personalised and unique experiences, requiring The Savoy to adapt its service offerings (Smith, 2023).                                                                                                    

	
Technological
	Advancements in hotel management systems, online booking platforms, and guest service technology.
	The need to upgrade to modern, integrated systems is crucial for improving operational efficiency and guest satisfaction (Johnson, 2024).                                                                                                 

	


Environmental
	

Sustainability initiatives, energy efficiency regulations, and ecofriendly practices.            
	Implementing sustainable practices is essential to meet guest expectations and regulatory requirements, impacting operational processes and costs (Green Hotelier, 2024).                                                                  

	

Legal
	
Compliance with labor laws, health and safety regulations, and data protection laws.   
	Ensuring compliance with evolving legal standards is necessary to avoid penalties and maintain a safe environment for guests and staff (Legal News, 2024).                                                                                




In summary, The Savoy Hotel faces significant challenges due to operational inefficiencies and inconsistent service quality, which may result in poor guest satisfaction and lost revenue

Addressing these issues requires a comprehensive approach that includes modernising technology, optimising employee levels, improving training programs, and leveraging external opportunities while mitigating the threats identified in the PESTEL analysis.


High Performance Areas for The Savoy Hotel 

Despite the challenges, The Savoy Hotel continues to excel in several key areas. Its rich history and reputation as a luxury travel destination regularly attract high-profile guests. The hotel also offers fine dining experiences and has won numerous awards for its cuisine.
For example, Savoy Grill is a Michelin-starred restaurant known for its exquisite cuisine and exceptional service (Fairmont, 2024).
Moreover, the hotel is strategically located in central London and features a unique blend of Edwardian and Art Deco architecture, making it appealing to both business and leisure travelers.
Savoy's commitment to maintaining high standards of cleanliness and hygiene has been highly praised by guests, especially in the wake of the COVID-19 pandemic.
The hotel has implemented strict health and safety protocols that reassure guests and contribute to positive reviews and high satisfaction scores (Smith, 2024).
Additionally, Savoy's event management services are world-class, attracting numerous high-profile events and conferences, enhancing revenue streams and brand image.

 SWOT Analysis:

The SWOT analysis provides a comprehensive overview of Savoy Hotel's internal strengths and weaknesses, as well as external opportunities and threats. This analysis is important for identifying strategic initiatives to improve the hotel's performance and address the challenges.







	
STRENGTHS
	
WEAKNESSES

	Rich history and prestigious reputation (Fairmont, 2024).                                                                                           
	Inefficiencies in the check-in process (Smith, 2024).                                                                                                           

	Strategic location in central London (The Savoy, 2024).                                                                                             
	Inconsistent service quality (TripAdvisor, 2024).                                                                                                               

	High standards of cleanliness and hygiene (Smith, 2024).                                                                                            
	Outdated operational systems (Johnson, 2024).                                                                                                                   

	Exceptional dining experiences, including Michelin starred restaurants (Fairmont, 2024).                                                            
	High staff turnover rates (Brown and Wilson, 2023).                                                                                                             

	Robust event management services attracting high-profile events (Fairmont, 2024).                                                                   
	Declining guest satisfaction scores (Guest Satisfaction, 2024).                                                                                                  

	
OPPORTUNITIES
	
THREATS


	Adoption of modern, integrated hotel management systems (Johnson, 2024).                                                                            
	Increasing competition from other luxury hotels in London (Jones, 2023).                                                                                        

	Growing demand for personalised guest experiences (Smith, 2023).                                                                                    
	Economic downturns affecting guest spending power (Jones, 2023).                                                                                                

	Expansion of sustainability initiatives to attract ecology conscious travelers (Green Hotelier, 2024).                                                  
	Political instability and changing regulations impacting international travel (Baum, 2023).                                                                     

	Leveraging social media and digital marketing to enhance brand visibility and guest engagement (Brown and Wilson, 2023).                            
	Stringent health and safety regulations increasing operational costs (Legal News, 2024).                                                                        

	Collaboration with local businesses and cultural institutions to offer unique guest experiences (Smith, 2023).                                       
	Cybersecurity threats and the need for robust data protection measures (Legal News, 2024).                                                                      


TOWS Analysis:

A TOWS analysis builds on insights from a SWOT analysis by comparing internal strengths and weaknesses with external opportunities and threats to generate strategic options. This approach translates problems into actionable solutions.
	
TOWS Matrix
	
Strategy

	
Strengths Opportunities (SO)
	Leverage the hotel's rich history and reputation to attract environmentally conscious travelers through its sustainability efforts (Green Hotelier, 2024)

	Leverage strategic locations and exceptional dining experiences to create unique, personalised guest packages that incorporate local cultural experiences (Smith, 2023)

	Increase digital marketing efforts to promote high standards of cleanliness and hygiene to appeal to health-conscious guests (Brown and Wilson, 2023)

	
Strengths Threats (ST)                                                                                                    
	Utilise the hotel's robust event management services to host exclusive, high-profile events, countering increased competition (Jones, 2023).                    

	Implement modern, integrated hotel management systems to maintain service consistency and efficiency, addressing operational weaknesses (Johnson, 2024).          
	Highlight the hotel's strategic location and prestigious reputation in marketing campaigns to mitigate the impact of economic downturns (Jones, 2023).          

	
Weaknesses Opportunities (WO)                                                                                              
	Upgrade outdated operational systems to improve check-in efficiency and service quality, enhancing overall guest satisfaction (Johnson, 2024).                   

	Develop comprehensive training programs to reduce staff turnover and ensure consistent service quality (Brown and Wilson, 2023).                      
	Expand sustainability initiatives to align with the growing demand for ecofriendly travel options (Green Hotelier, 2024).                                      

	
Weaknesses Threats (WT)                                                                                                   
	Address service inconsistencies by implementing rigorous quality control measures and regular staff performance evaluations (TripAdvisor, 2024).                

	Mitigate cybersecurity threats by investing in robust data protection and privacy measures (Legal News, 2024).                                       
	Develop contingency plans to manage operational costs and ensure compliance with health and safety regulations (Legal News, 2024).                              



Though The Savoy Hotel has a rich history and reputation, it faces significant challenges related to operational inefficiencies and inconsistent service quality
These issues have a negative impact on guest satisfaction and financial performance.
By leveraging its strengths and addressing its weaknesses through strategic initiatives identified in the SWOT and TOWS analysis, The Savoy can increase operational efficiency, improve guest experience, and secure its position as London's leading luxury hotel.

Recommendations and Change Management 
RECOMMENDATIONS:
 
Based on a comprehensive analysis of The Savoy Hotel's issues, the following recommendations are put forward to address the identified challenges and improve its overall performance.
These recommendations cover various aspects such as operational efficiency, service quality, human resource management, and guest satisfaction.



1. Implement a modern, integrated hotel management system 

Recommendation: Upgrade your hotel's current operating system to a modern, integrated hotel management system (HMS).
Implementation: Vendor Selection: Search and select a vendor that offers a comprehensive HMS that includes modules for reservations, front desk operations, housekeeping, maintenance, and customer relationship management.
Pilot Testing: Conduct a pilot test of the new system in a limited number of rooms or departments before full implementation to identify potential issues.
Training: Provide comprehensive training to ensure all employees are familiar with the new system.
Utilisation Phase: Introduce the system gradually to minimize disruption to daily operations.

Change Management: 
Communications: Communicate the benefits and need for the new system to all employees and gain their buy-in.
Support: Form a support team to assist employees during the transition period.
Feedback Mechanisms: Create channels for employees to provide feedback and report issues during and after the deployment.

Measuring Success: 
Efficiency Metrics: Monitor key operational metrics such as check-in/check-out times, housekeeping response times, and turnaround time for maintenance requests.
Guest Satisfaction Survey: Collect guest feedback on the efficiency and quality of service post implementation.

Potential Benefits: 
Operational Efficiency: Streamlined processes and improved coordination between departments.
Service Quality: Improved ability to deliver consistently high-quality service.

Costs: 
Initial Investment: Approximately £200,000 to purchase and install the HMS.
Training Costs: £20,000 to train staff.
Ongoing Maintenance: £10,000 per year for system maintenance and updates (Johnson, 2024).

2. Improve service quality and consistency 

Recommendation: Develop and implement a comprehensive service quality management program to address inconsistencies in service delivery.
Implementation: Standard Operating Procedures (SOPs): Review and update SOPs for all service-related tasks.
Employee Training: Conduct regular training focusing on service quality, communication skills and problem solving.
Quality Checks: Conduct regular quality checks to ensure compliance with SOPs and identify areas for improvement.

Change Management: 
Engagement: Involve employees in the development of SOPs to ensure their acceptance and application in practice.
Recognition: Introduce a recognition program to reward employees who consistently deliver excellent service.


Performance Measurement: 
Service Quality Rating: Track service quality ratings from guest surveys and internal audits.
Employee Performance Metrics: Monitor individual and team performance metrics.

Potential Benefits: 
Guest Satisfaction: Improved guest experience and satisfaction.
Reputation: Improved reputation as a provider of consistent high-quality service.

Costs: 
Training and Development: £50,000 per year for training programs and quality audits.
Recognition Schemes: £10,000 per year for employee incentives and rewards (Brown and Wilson, 2023).

3. Improve employee retention and engagement 

Recommendation: Introduce strategies to reduce employee turnover and increase employee engagement.

Implementation: 
Competitive compensation: Review and adjust compensation packages to ensure competitiveness within the industry.
Career development: Create clear career paths and opportunities for professional growth and development.
Employee wellness programs: Introduce wellness programs such as mental health support, fitness programs, and flexible working arrangements to promote employee wellbeing.
 

Performance Measurement:
Turnover: Staff turnover will be monitored and compared against industry benchmarks.
Employee Satisfaction Surveys: Regular surveys will be conducted to measure employee satisfaction and engagement.

Potential Benefits: 
Reduced Turnover: Reduced turnover results in cost savings and business continuity.
Increased Engagement: Increased employee engagement leads to improved service and guest satisfaction.

Costs: 
Remuneration Adjustment: £100,000 per annum in pay increases and bonuses.
Wellness Programme: £30,000 per year for wellness initiatives and support services (Smith, 2024).

4.  Expand sustainability initiatives 
Recommendation: Increase sustainability initiatives to attract environmentally conscious travellers and reduce operational costs.

Implementation: 
Energy Efficiency: Invest in energy efficient lighting, heating and cooling systems.
Waste Management: Implement a comprehensive recycling and waste reduction programme.
Sustainable Sourcing: Source products and services from sustainable and ethical suppliers.

Change Management: 
Education: Educate employees and guests on the importance and benefits of sustainability efforts.
Incentives: Provide incentives to employees who actively participate in sustainability efforts.

Measuring Success: 
Resource Consumption: Track energy, water and waste reductions.
Guest Feedback: Collect feedback on guest perceptions of the hotel's sustainability efforts.
Potential Benefits: Cost Savings: Reduced operational costs through energy and waste management.
Attracting Green Travellers: Improved attractiveness for green travellers.

Costs: 
Initial Investment: £150,000 for energy efficient systems and waste management infrastructure.
Ongoing Costs:  £20,000 per year for sustainable sourcing and maintenance (Green Hotelier, 2024).

5. Improve Digital Marketing and Social Media Engagement 
Recommendation: 
Increase digital marketing efforts and social media engagement to increase brand awareness and guest engagement.

Execution: 
Social Media Strategy: Develop a comprehensive social media strategy that includes regular updates, interactive content and guest engagement.
Digital Advertising: Invest in targeted digital advertising campaigns to reach a wider audience.
Online Reputation Management: Proactively monitor and respond to online reviews and feedback.

Change Management: 
Training: Provide training to marketing and frontline staff on effective digital engagement strategies.
Content Creation: Encourage employees to contribute to content creation that highlights their experiences and the unique features of your hotel.
Success Measurement: Engagement Metrics: Track social media engagement metrics such as likes, shares and comments.
Conversion Rates: Monitor conversion rates from digital campaigns to actual bookings.
Potential Benefits: Increased Visibility: Increased online presence and brand visibility.
Guest Engagement: Increased engagement with current and potential guests.

Costs: 
Digital marketing budget: £50,000 per year for digital advertising and social media campaigns.
Training and tools: £10,000 per year for staff training and digital tools (Brown and Wilson, 2023).


CHANGE MANAGEMENT STRATEGY 
To successfully implement the above recommendations an effective change management strategy is required to ensure a seamless transition and minimise employee resistance.
The following change management methodology is recommended: 

1. Communication plan: 
Regular updates: Keep all employees regularly informed of the progress and benefits of the changes.
Open Forums: Hold open forums and question and answer sessions to address employee concerns and gather feedback.

 2. Leadership Support: 
Visible Leadership: Ensure leadership is visibly involved in the change process and demonstrates commitment and support.
Change Agents: Identify and train change agents who will advocate for and support the change within the organization.

3. Training and Development: 
Comprehensive Training: Provide thorough training to all employees on the new systems, processes, and expectations.
Ongoing Support: Provide ongoing support and retraining as needed.

 4. Employee Involvement: 
Comprehensive Process: Involve employees in the planning and implementation stages to promote ownership and reduce resistance.
Feedback Mechanisms: Establish regular feedback mechanisms to gather employee opinions and address concerns promptly.
MEASURING IMPACT AND SUCCESS 

Establishing robust measurement and validation mechanisms is essential to ensure the recommended strategies are effectively implemented and yield desired results.

 The following measures are suggested: 

1. Key Performance Indicators (KPIs):

Operational Efficiency: KPIs related to check-in/check-out times, housekeeping response times, maintenance request processing times.
Service Quality: KPIs related to guest satisfaction scores, service quality scores, staff performance indicators.
Employee Engagement: KPIs related to employee turnover, employee satisfaction scores, and participation in training programs.
Sustainability: KPIs related to guest feedback on energy consumption, waste reduction, and sustainability practices
Digital Engagement: KPIs related to social media engagement metrics, conversion rates, and online reviews.

2. Regular Evaluation: 

Monthly Reporting: Create monthly reports to track progress against KPIs and identify areas where adjustments are needed.
Quarterly Reviews: Conduct quarterly reviews with senior management to discuss progress, challenges, and needed adjustments.

3. Guest and Staff Surveys:

Guest Feedback: Periodically survey guests to gather feedback on their experiences and perceptions of the changes.
Employee Feedback: Periodically conduct employee surveys to gather feedback on the implementation process and address any concerns.
POTENTIAL BENEFITS AND COSTS 

The potential benefits of implementing the recommended strategies are significant and include improved operational efficiency, improved service quality, increased guest satisfaction, reduced turnover, and increased sustainability.

These benefits will contribute to The Savoy Hotel's long-term success and competitiveness in the luxury hospitality market.

Total Cost: 
Total initial investment: £520,000 (for HMS upgrades, energy efficient systems and other infrastructure).
Annual running costs: £230,000 (for training, wellness programs, digital marketing and maintenance).

Implementing the recommended strategy will require significant investment and commitment from The Savoy Hotel's management and employees.

However, the potential benefits far outweigh the costs and provide a path to improved operational performance, guest satisfaction and overall competitiveness. By following the proposed change management strategy, Savoy Hotel can ensure a smooth transition and achieve its strategic goals.






ACTION PLAN

	N
	PROBLEM      
	SOLUTION  
	DESIRED OUTCOME                                     
	TIME SCALE
	COMPLETION DATE
	PLANNED BUDGET

	1
	Inefficient operational systems                     
	Implement a modern, integrated hotel management system (HMS)            
	Improved operational efficiency and service quality
	6 months    
	28/11/2024      
	£200,000       

	2
	Inconsistent service quality                        
	Develop and implement a comprehensive service quality management program                     
	Enhanced guest satisfaction and service consistency
	4 months    
	28/09/2024      
	£50,000        

	3
	High staff turnover and low engagement              
	Implement competitive compensation packages, career development plans, and wellness programs
	Reduced staff turnover and increased engagement     
	6 months    
	28/11/2024      
	£130,000       

	4
	Lack of sustainability initiatives                  
	Enhance sustainability practices including energy efficiency and waste management            
	Attraction of ecology conscious guests and cost savings
	8 months    
	28/01/2025      
	£150,000       

	5
	Limited digital marketing and social media presence
	Strengthen digital marketing efforts and social media engagement                             
	Increased brand visibility and guest engagement     
	6 months    
	28/11/2024      
	£50,000        




The Savoy Hotel Action Plan addresses the key issues identified through a comprehensive analysis and provides clear solutions, desired outcomes, timeframes and budget estimates to guide the implementation of the recommended strategies.
Each action item is designed to address a specific issue and ensure a systematic approach to achieving significant improvement.

1. Inefficient Operating System: 
· The implementation of a modern, integrated Hotel Management System (HMS) is critical to streamlining operations and improving service delivery.
· The solution improves operational efficiency by automating processes, reducing manual errors and enabling real-time data access.
· The desired outcome is a more efficient and consistent operation that enhances the guest experience.
· The implementation of HMS is expected to take six months and has a budget of £200,000.

2. Inconsistent Service Quality: 
· A comprehensive service quality management program will be developed and implemented to ensure consistent service delivery across all touchpoints.
· The program will include regular training, standard operating procedures and quality control measures.
· The expected outcome is increased guest satisfaction and a reputation for excellent service.
· The initiative will be completed within 4 months and has a budget of GBP 50,000.

3. High turnover and low engagement: 
· To address high staff turnover and low engagement, it is recommended that competitive compensation packages, career development plans and wellness programs be introduced.
· These measures will increase employee motivation and engagement, reduce turnover and improve overall service quality.
· The desired outcome is a stable, committed and productive team
· The strategy will be implemented over 6 months with a budget of £130,000.

4. Lack of sustainability initiatives: 
· The Savoy Hotel will fit in with current environmental trends and reduce operating costs by improving its sustainability practices, including energy efficiency and waste management.
· Implementing these initiatives will attract environmentally conscious guests and contribute to the hotel's reputation as a responsible and sustainable company.
· The project will take 8 months with an estimated budget of £150,000.

5. Exclusive Digital Marketing and Social Media Presence:
· Increasing digital marketing efforts and social media engagement is essential to increase brand awareness and reach a wider audience.
· Effective use of digital platforms will enable The Savoy Hotel to improve its online presence and increase bookings.
· The desired outcome is increased brand awareness and guest engagement.
· The implementation of this initiative will take six months with a budget of GBP 50,000.

The action plan provides a clear roadmap for addressing Savoy Hotel's challenges and ensures that each solution is strategically implemented to achieve the desired results within the specified timeframe and budget constraints.

CONCLUSION

In conclusion, Savoy Hotel faces several significant challenges that impact its operational efficiency, service quality, employee retention, sustainability and digital marketing presence.
Through a comprehensive analysis, the causes of these issues have been identified and a set of strategic recommendations have been proposed to effectively address them.
Implementing a modern integrated hotel management system will streamline operations, improve service delivery and ensure a seamless experience for guests.
By developing and implementing a robust service quality management program, Savoy Hotel achieves greater service consistency, which in turn leads to increased guest satisfaction.
Managing high staff turnover through competitive compensation, career development opportunities and wellness programs promotes a more engaged and motivated workforce, which directly contributes to improved service and operational stability.
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