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[bookmark: _Toc167880405]Executive Summary
Introduction: The following report explores data breaches as a security issue and concern in the UK’s hospitality industry. The following report is informed by the challenges that organisations and businesses face in their effort to integrate digitization into their operations and meet customer’s needs. The data security analysis in this report was conducted and prepared by Petrons Consultancy firm, a consultancy firm incorporated in May 2021. The business’s head office is located in London, W1U 8EW, 55 Baker Street. Petrons Consultancy offers services such as talent management, profitability management, technological integration as well as customer service. Other services include operation efficiency, strategic planning, change management, staff training and leadership development. The present analysis also focuses on the Ritz London Hotel, known for its luxury taste and quality services in the UK’s hospitality sector. The hotel has been in operation for 118 years and has a capacity of 136 rooms, which include 25 suites and 111 bedrooms.
Analysis: Based on the risk management theory, Ritz London Hotel experienced a significant cyberattack that affected most of its operations. Cyberattack involves malicious attempts by third parties to access personal data and information. The hotel's integration of digital technology in its operations increased its vulnerability to cyberattacks. The identified cyberattack at the hotel was caused by human error and inadequate staff training on cyber security, which enabled hackers to access confidential customer data. The data breach affected the hotel's customers, who became vulnerable to scammers. The scammers used stolen credit card information to make expensive purchases at Argos. Also, the data breach affected the hotel's reputation, which translated to reduced customers and occupancy rates. It had to incur additional expenses in its budget for installing modern surveillance technology.
A PESTLE analysis of the security breach revealed that politics influenced the establishment of legislation like the 2018 Data Protection Act to facilitate enforcement of the GDPR by organisations like Ritz London Hotel. Economically, the hotel risked litigation and customer compensation, which affected it financially. Socially, the data breach affected customer's trust in the hotel and compelled the hotel to introduce cyber security awareness among its customers. Technologically, hotel's integration of digital technology in their operations demands the adoption of security measures like secure payment systems, advanced encryption, and breach detection systems. Environmentally, the issue of data breach affected the hotel's competitive edge by disrupting its operations and increasing the risk of overinvestment in cybersecurity, which may affect the accomplishment of the hotel's sustainability goals. Legally, the hotel should comply with GDPR to reduce the risk of endless legal battles and compensations. 
Consequently, the SWOT and TOWS analysis revealed the hotel has strengths like a strong brand and huge financial resources and weaknesses such as vulnerability to cyberattacks and eroded reputation. It has opportunities to improve its reputation after the cyberattacks by increasing customer engagement and advancing cyber security innovation to improve its surveillance. Achieving these opportunities may be affected by threats like risks of litigation, cyber security issues, and stiff competition for data security.  
Recommendations: The following report also provides evidence-based recommendations on how Ritz London Hotel can enhance its data security as well as prevent future attacks. Some of the recommendations include investing in risk assessment and threats, creating security awareness among staff members, regular monitoring of employee activities and establishing a security response team to handle external threats. This section also recommends that Ritz London Hotel manage user access, and implement credential management automation. The report also integrates Kurt Lewin's Three-Step Model to demonstrate the stages through which the proposed changes in cyber security will take place. Additionally, the report recommends vital change practices and procedures to be utilized in change implementation. These practices include customer-centric communication, feedback provision, emphasising quality services, reward and recognition of excellence and creating clear vision and objectives for the involved stakeholders. Furthermore, the report recommends that Ritz management offer change management through developing a comprehensive change management plan, allocating adequate resources, engaging stakeholders, training employees and ensuring continuous monitoring of the changes. This section also highlights change management strategies to be implemented which include stakeholder involvement, leadership engagement, creation of a communication plan and rolling of a pilot program. The two major benefits of this recommendation include enhanced data protection and enhanced compliance to data protection regulatory compliance. Lastly, this section approximated the cost of implementing the recommendations to be £350,000.
Action Plan: Ritz London Hotel should consider investing in modern cybersecurity systems and conducting regular risk assessments of its systems to identify and rectify vulnerabilities to cyber threats. These actions should be implemented within three months, costing the hotel approximately £4000. Besides, the hotel should train its employees on cyber security and conduct team-building activities to promote teamwork when dealing with cyber threats. It should implement the action every month at approximately £16,666. Lastly, the hotel should outsource auditing of its systems to help identify cyber threats and establish appropriate measures to counter cyber security issues. It should implement this action within a year for £36500 on a quarterly basis.
Conclusion: This report concludes that the data breach proved to be a significant challenge for the Ritz London Hotel. Cyber security is a serious threat affecting approximately 31% of businesses in the hospitality industry, with more than 89% experiencing cyber threats within the past year. The leading causes of cyber threats at Ritz London Hotel were human errors and inadequate training of employees on cyber security. The PESTLE, SWOT, and TOWS analysis of the hotel's cyber security breach indicates the need to prioritise cyber security and adhere to GDPR guidelines to reduce data breaches. The hotel should consider various recommendations for cyber threats, such as regular auditing of its systems, cyber security awareness and training, establishing a security response team and adopting change management. Finally, the hotel will require approximately £350000 to resolve the cyber security issues.







[bookmark: _Toc167880406]Introduction
Data breach in the hospitality industry remains a huge challenge not only to the hotel owners but also to the customers. As hotels work towards increasing their customer base, they tend to handle large amounts of customers' information making them a target for hackers. Some of the sensitive information handled by hotels includes personal data and payment details which makes them preferred targets for cyber criminals. The dynamics in the modern hospitality space have pushed nearly all hotels to integrate technology into their operations. Therefore, the rise in online reservations and integration of digital transactions in the hotel business has made hospitality players become susceptible to cyber threats. Cyber-attacks remain problematic to hospitality players in the hospitality sector due to the detrimental consequences which include damaged reputation, costly litigations and financial losses.
The following report focuses on cybersecurity threats as a significant issue facing the Ritz London. The hotel was launched on the 25th of May, 1906 (The Ritz Hotel London n.d.). The luxury hotel was an idea conceived by César Ritz, a famous hotelier. The five-star luxury hotel has been in active operation for about 118 years. Ritz London is located at 150 Piccadilly, St. James, London W1J9BR in the United Kingdom (UK) (The Ritz Hotel London n.d.). The hotel boasts 136 room capacity, which includes 25 suites and 111 bedrooms. Some of the notable achievements of the Ritz London include receiving a Royal Warrant from His Royal Highness the Prince of Wales. The 2002 award was for Banqueting and Catering Services. In 2016, the hotel also received the Michelin star award under the Michelin Guide in Great Britain and Ireland (Royal Life Magazine 2024). Furthermore, in 2024, His Majesty King Charles III granted the Ritz London a Royal Warrant in acknowledging the continued services that the hotel has given to the Royal Family (Royal Life Magazine 2024.).
The consultancy service in this report was offered by Petrons Consultancy firm, an organisational that offers consultancy services to organisations with management challenges. Petrons Consultancy firm was incorporated in May 2021 and has continued to offer consultancy services to businesses in London for the past two years. The business’s head office is located in London, W1U 8EW, 55 Baker Street. Petrons Consultancy firm has is a business partnership between Petronella Williams and Sammy West. The firm has employed 9 staff members. Petrons Consultancy firm is known for consultancy services such as operation efficiency, strategic planning, change management, staff training and leadership development. Additionally, Petrons Consultancy Group offers consultancy services in talent management, profitability management, technological integration as well as customer service. The vision of Petrons Consultancy firm is to offer sustainable solutions to organisations facing management challenges within the UK. The present report addressed the cybersecurity challenge as a result of technological integration within the Ritz London Hotel.
The following report is founded on the risk management theory, which entails identification, assessment and risk prioritisation within a given environment or Organisation (Ajupov et al. 2019). The theory also emphasises a coordinated approach to risk minimisation, monitoring and control of the impact (Ajupov et al. 2019). The proactive approach safeguards business entities against adverse impacts of the challenges they face as well as ensure sustenance. The report is also based on the theory of regulatory compliance which emphasises utilising the right procedures, policies and regulations in different aspects of in organisation’s operations (Fiene 2019). In other words, the theory lays emphasis on putting in place internal policies and procedures that are in line with existing regulatory requirements as well as standards on cybersecurity (Fiene 2019). The General Data Protection Regulation (GDPR) implementation is a requirement by the UK’s Data Protection Act of 2018 hence the need for hotel businesses like Ritz London to consider its implementation. The following analysis also utilises SWOT, TOWS and PESTEL frameworks in analysing the cyber security challenge at the Ritz London Hotel.
[bookmark: _Toc167880407]Analysis
A cyber-attack refers to a malicious attempt by an outside or internal party to gain unauthorised access to the information system of a given entity (Guembe et al. 2022). The goals of a cyber-attack include stealing data, paralysing operations, or causing financial losses. Some of the common cyber-attack methods in the hospitality industry include phishing, service denial, use of malware and exploitation of vulnerabilities of software in a given organisation (Parikh, and Patel 2017). Therefore, cyber-attack remains a huge challenge facing various businesses across the globe despite the amount of money that businesses invest in ensuring cyber security. From a global perspective, data breaches continue to wreak havoc in the operations of hospitality organisations. According to Law (2023), approximately 31% of hospitality businesses have reported data breaches at least once in their history. Additionally, 89% of these organisations have had more than one data breach incident in a year. Furthermore, that data breach among hospitality organisations has cost implications of around $ 3.4 million (Law 2023). 
Narrowing down to the UK, a data breach in hospitality entities continues to affect industry players as both customers remain the primary victims. A study by the Hotel Management Network revealed the UK’s hospitality sector comes second in vulnerability to cybercrimes (Dabo 2024). This study looked into crime prevalence and the percentage of businesses that suffer from online fraud across various industries in the UK. The study concluded that the retail and wholesale sector remains the sector with the highest prevalence at 42%, followed by the food and accommodation sector at 36% (Dabo 2024). The three major fraud experiences in the UK's hospitality sector include card fraud, online booking scams and data breaches (Capcon.co.uk. 2023).
The Ritz London Hotel establishment is among the many hotels in the UK that over the years have embraced the use of modern use of Technology in offering hospitality services to guests. For instance, the hotel has enabled online booking and reservations, integrated service payments for guests and invested in a 10GB internet connection to facilitate service delivery (Exponential-e Ltd. n.d.). Despite the success in utilising the digital space to its advantage, the hotel has faced significant threats from cyber-attacks (Exponential-e Ltd, n.d.). In 2020, the hotel establishment faced a potential data breach from hackers. While the breach targeted the hotel, the hackers focused on the hotel's guests who were active users of the Ritz London food and beverages reservation system as reported by Winder (2020). According to the BBC report, the online scammers not only managed to gain access to the hotel's information system, but also impersonated the hotel's employees (Fox 2020). For instance, the scammers made calls to guests about their reservations and booking prior to the actual days, hence, stealing their card details (Fox 2020).
[bookmark: _Toc167880408]a) Causes of data breach The Ritz London Hotel
Two major factors could have contributed to the 2020 data breach incident at The Ritz London Hotel. One of these factors is the human element which could have been used to enable phishing on customers. Shabani and Munir (2020) explain that employee negligence or collusion in many cases has given hackers access to the information systems of various organisations leading to phishing activities. Ritz in its tweet explained that their investigations revealed that the hackers exploited the weaknesses in the food and beverage registration system (Cyber Protection Group 2020). The IT department of the hotel failed to detect the issue, hence, the data breach. Secondly, it can be argued that the data breach was also caused by inadequate staff training on modern cybersecurity measures. According to the Cyber Protection Group (2020), the hotel's management in a tweet agreed that the hackers were smart enough to navigate the Ritz London cyber security systems and access clients' data. This incident could have been prevented or detected early enough could the staff be exposed to up-to-date training on data security and threats.
[bookmark: _Toc167880409]b) Impact on the hotel 
The data breach has a substantial impact on the organisation and customers. The primary victims who felt the weight of the scam were the customers who lost money and had their payment methods compromised. It is clear that the incident resulted in reputation damage to the hotel. Even though The Ritz London Hotel is known and respected for luxury, the incident watered down its reputation in the hospitality industry. For instance, being put in the limelight for a negative reason by media houses with global audiences such as the British Broadcasting Corporation (BBC) was detrimental. Chang et al. (2023) in a study argue that incidences that compromise guests' comfort and breach their trust can lead to a damaged reputation for the hotel. Even though there are no reports on how much the hackers managed to obtain from the guests, it is clear that the data breach had financial implications for the customers and the hotel. The BBC report claimed that scammers made attempts to order goods worth $ 1,300 from Argos while it pushed the hotel to invest in an advanced security system (Schwartz 2020).
[bookmark: _Toc167880410]c) PESTEL Analysis 
The following analysis utilises PESTEL as an environmental scanning tool to look into external factors that prevent or contribute to the cyber security challenge in the general hospitality industry. 
Political
The UK government through its legislation has in place regulations that ensure adherence to data protection. For instance, the 2018 Data Protection Act ensures enforcement of GDPR by making every data user adhere to the set guidelines. This policy mandates organisations such as Ritz London Hotel to make sure that information and personal data are used in a transparent, lawful and fair manner (GOV.UK 2018). 
Economic
Ritz London Hotel also operates in a highly regulated environment in which going against the set policies may result in financial consequences. In other words, a data breach has financial implications, that is, it may cause the business to face litigation compensations to customers where data privacy is compromised (Martin et al. 2017). Hospitality businesses are also dependent on market confidence, therefore, a data breach may negatively impact market confidence and result in reduced bookings and profits for Ritz London Hotel (Martin et al. 2017). 
Social
The success of hospitality entities such as Ritz London Hotel is pegged on customer trust and this comes with high expectations on security and data protection. This calls for customer trust in handling their personal data as illustrated by Buhalis and Leung, (2018). Additionally, the advancement in technology has increased cyber security awareness among customers, raising expectations of customers when it comes to data protection (Rao, and Sahu 2013). 
Technological 
Challenges like cyber-attacks underscore the need for improved technologies in cyberspace. Technological advancement in the UK continues to avail technologies such as secure payment systems, breach detection systems and advanced encryption systems that ensure data integrity (Ahmed et al. 2021). On the other hand, the transitioning of hotels to the digital platform makes it necessary for advanced measures to be put in place to seal emerging software weaknesses in hospitality organisations (‌Shabani and Munir 2020).
Environmental
Ritz London Hotel operates in a highly competitive environment with many cases of data breaches. Even though not directly, data breaches in the hospitality sector significantly disrupt the operations of hotels derailing their efficiency in service delivery (‌Shabani and Munir 2020). On the other hand, cyber-attacks call for increased investment to avert negative impacts. However, overinvestment in this area can make an entity like Ritz London Hotel ignore other goals such as sustainability goals in its operations.
Legal factors
As mentioned before, the Ritz London Hotel operates in a highly regulated business space defined by law, regulations and policies. Therefore, there is a need for hospitality organisations to comply with GDPR or face hefty and expensive legal battles (Sharma 2019). Non-compliance with the data security regulations may also result in a damaged reputation.
[bookmark: _Toc167880411]d) SWOT analysis
The following analysis looked into internal factors that make the hotel do better, areas of challenges, potential areas to exploit in future and the uncertainties available.
Strength
S1: Brand Reputation: One of the strengths of Ritz London Hotel is its brand reputation as a luxury hotel offering unique and quality services (The Ritz Hotel London.n.d.). This has helped the hotel retain its customer base despite the 2020 data breach incident. 
S2: Adequate financial resources: The hotel has adequate financial resources that can help it realize its plan and execute investment in advanced cyber security (Sandle 2019).
Weaknesses
W1: System vulnerability: According to Ritz London Hotel's internal investigations, one of the avenues exploited by the hackers was system vulnerability (Cyber Protection Group 2020). This weakness calls for the need for adequate investment in advanced cyber security systems. 
W2: Eroded trust: The prestigious hotel brand slightly suffered from reputation damage given its brand positioning in the market. Customers in the hospitality sector are very serious when it comes to data protection and privacy and this can negatively impact brand loyalty (Morey, Forbath. and Schoop 2015).
Opportunities
O1: Increased customer engagement: The Ritz London Hotel also has an opportunity to redeem its reputation among its customers through proactive customer engagement in data privacy. According to Hassan, and Ahmed (2023), enhancing data privacy can be an effective step in winning lost customer trust. The organisation also has the opportunity to learn from previous data breaches enforce online security and create personalised customer experience on its platforms.
O2: Advanced cyber security: Given the financial resources and the continuous innovation in the cyber security sector, the Ritz London Hotel has a lucrative opportunity to invest in a state-of-the-art information system.
Threats
T1: Cyber threats: According to Perwej et al. (2021), cyber threats are evolving as well as advancements in cyber security, this is likely to create a never-ending cycle of data breaches at the Ritz.
T2. Risks of litigation: There are threats when it comes to non-compliance with the UK's Data Security Act of 2018 as well as GDPR (Wolff and Atallah 2021).
T3. Competition: Currently, there is a high demand for data security in the UK's hospitality sector due to increased cases of data breaches (Buhalis et al. 2019). This demand has created competition that may threaten to push customers from the Ritz London Hotel to other hospitality entities with more advanced data security systems.
[bookmark: _Toc167880412]e) TOWS analysis
The following section combines internal and external factors in relation to data breach.
Threats and opportunities
T1: Cyber threats- Apply (O2) to implement cyber security practices that enhance resilience on cyber threats.
T2: Litigation Risks-Apply (O2) to invest in modern cyber security technologies to minimise litigation compensations.
Weakness and opportunities
W1: System Vulnerabilities-Embrace (O2) and enhance cyber security by upgrading to an advanced system that counters the vulnerability.
W2: Eroded trust -Apply (O1) by utilising targeted communication to re-build customer confidence by introducing new security measures.
Weakness and strength 
W1. System vulnerability- Utilise (S2) to invest in a more resilient cyber security system.
W2. Eroded Trust- Rely on (S1) to convince customers of the organisation's commitment to data privacy.
Threats and Strengths 
 T1: Cyber threats- Use (S2) to regularly upgrade technologies the organisation uses in cybersecurity.
T2: Risk of Litigations-Utilise (S1) to offer personalised customer services and support to the victims of the 2020 scam.     
[bookmark: _Toc167880413]Recommendation and Change Management
[bookmark: _Toc167880414]Overview 
Several high-profile organisations have been targeted including the Ritz London hotel, a five-star luxury hotel that fell to a cyber-attack that saw the systems of the hotel being breached and clients’ important details including credit card details. This, in some way, undermines the creditability of the hotel and has the potential of damaging the reputation of the organisation while at the same time causing losses and jeopardising the prospect of the hotel enterprises by putting the future financial prospects of the hotel at risk (Aryee 2020).  These are due to the system vulnerability, staff negligence, or lack of proper training of the human resources that might result in such loopholes, which should warrant more high-security measures toward safeguarding these elections (Yadav et al. 2023).
[bookmark: _Toc167880415]i). Assess emerging security threats and risks
When it comes to building a resilient and secure information system, we recommend that Ritz Hotel conduct regular risk assessments in its system. This is vital in detecting new threats as well as unearthing vulnerabilities that the system might have (Kuzminykh et al. 2021). Additionally, system risk assessment helps the cybersecurity team predict the potential impacts of the existing threat and recommend immediate solutions (Tarakçı and Gönül 2023). The recommended scope of risk assessment should include security breaches in other hotels, security breaches within the Ritz system, the resilience of the current security control system and adherence to the PCI DSS guidelines in guarding point of sales (POS) and electronic payment systems. This can be implemented through the establishment of an internal organisational policy that mandates the IT department to conduct regular internal risk assessments.
[bookmark: _Toc167880416]ii). Conduct security awareness among Ritz staff
Based on our problem assessment, it was clear from Ritz's internal investigations that one of the causes of the security breach was a lack of training among employees on data security. It is therefore our recommendation that the hotel conduct security awareness to minimise and eliminate instances of negligence and mistakes. According to Rustad, and Koenig, (2005), employee malicious intents can leak vital information and expose customers to cyber threats. Therefore, there is a need to enrol employees on short internal courses or programs to enhance security awareness. At Petrons Consultancy, we recommend an online course to help employees recognise new types of phishing, detect malicious activities, and enhance employee ability to protect the hotel’s resources (Aloul 2012). This recommendation can be implemented through a policy approach, where employees of Ritz London Hotel are mandated to undertake an on-the-job refresher course at the end of every month.
[bookmark: _Toc167880417]iii). Regularly monitor employee activity
It is our recommendation that Ritz London Hotel should either constitute a competent team to help with managing its system or outsource cyber security services to a competent cyber security firm. This is because close system monitoring helps detect employee activities that might make the system vulnerable to hackers (Ertan, et al. 2020).  The following analysis attributed the 2020 data breach at Ritz to human factors, therefore, it is important that the employee's access to the system remain monitored and controlled. This approach will help the hotel detect security violation attempts in time, and understand the context of employee’s malicious activities. Ritz Hotel can implement this recommendation through its IT department, by integrating the user activity monitoring (UAM) system. This will help the IT department remain vigilant of employee activities in different endpoints (Mudgal, Punj, and Pillai 2021). This can also help inform future areas of security enforcement in the hotel reservation and food system. 
[bookmark: _Toc167880418]iv). Establish a security response to threat
Data breach is detrimental to the reputation of any establishment or organisation. Our preliminary analysis revealed that the Ritz London Hotel slightly suffered reputation damage when the 2020 data breach occurred. According to Stastny (2022), security threats are inevitable, however, customers expect quick and effective responses to avert its impact when it occurs. Additionally, physical and manual detection of security threats is ineffective in a busy work environment like the Ritz London Hotel. It is therefore our recommendation that the Ritz put in place a security response team to enhance threat response. As Nikkhah and Grover (2022) point out organisations can deploy systems alerts to detect suspicious activities and use software to enable automatic response. This can be implemented by constituting a cyber-threat response team or outsourcing cybersecurity services to an independent company to monitor and avert system threats.
[bookmark: _Toc167880419]v). Manage user access
Employees do have access to the organisation’s system in different ways for different reasons. For instance, receptionists at Ritz can access the system to assist clients make reservations, checking payments or editing records. While employee's use of the hotel's information system remains indispensable in service provision within the hotel industry, it is also important that system access be managed. Unlimited access to the system can be risky as it can allow hackers through internal collusion with the employee to access vital information (Wang et al. 2018). It is our recommendation that Ritz London Hotel address this vulnerability through system configuration and restricted employee access to relevant and important areas. In other words, we recommend that the hotel integrate its system into a role-based access control approach and allow access for users with the same roles and responsibilities (Figueroa-Lorenzo, Añorga, and Arrizabalaga 2019). This approach will also allow Ritz employees to access the reservation and food system based on their resource needs.
[bookmark: _Toc167880420]vi). Credential management automation
Internal collusion and system vulnerability can give hackers access to legitimate user credentials and help them gain access to the organisation’s system. This in turn increases the system's vulnerability to activities such as phishing or data breaches (Shepherd, Akram, and Markantonakis 2019). To address this challenge, we recommend that Ritz London Hotel integrate its system with credential management software that allows automatic verification. In other words, the automation will eliminate the errors and vulnerabilities that come with physical or manual credential management. The organisation can implement this recommendation by investing in modern and more advanced credential management software.
[bookmark: _Toc167880421]a) Change Management Theory 
A key feature of the organisational setting is change management, which is a structured approach to the process of successful implementation of changes. The current overhaul in the Ritz’s cyber security management is based on the change management theory. Kurt Lewin's Three-Step Model is a widely recognised change management theory, consisting of the following stages: Unfreeze, which comprises recognizing the need for change (Neumeier, 2013). In the present context, data breach gives Ritz London Hotel the need to change its current data management approach. Secondly, change refers to the implementation of the change with various activities (Sittrop. and Crosthwaite 2021). In the present context, Ritz is expected to enable change through employee training and investment in modern cybersecurity infrastructure. Lastly is the Refreeze which refers to the act of consolidating and anchoring the change to become the new way of doing things in the organisation (Ruta 2005.). In the present context, refreeze entails making data security awareness, and use of advanced cyber security systems part of the Ritz organisational culture.
[bookmark: _Toc167880422]b) Change management practices and procedures
Effective change management practices and procedures should be incorporated to ensure a smooth and successful transition to enhanced cyber security measures at the Ritz London Hotel: 
1. Customer-centric Communication: As changes are being implemented, there is a need for clear communication management between customers and employees to minimise conflicts and misunderstanding (Finne. and Grönroos 2017).
2. Provision of continuous feedback: The organisation's leadership must also ensure continuous feedback channels on the prevailing changes (Minelli and Ruffini 2018).
3. Focus on quality of service: It is also important to ensure that the changes do not compromise the quality of services offered by the organisation (Randeree 2008).
4. Recognise and reward excellence: It is necessary to create a reward and recognition program as the change in data protection is being implemented (Bii 2017).
5. Crate clear vision and objectives: There will be the need to clearly communicate to the employees the objectives and goals for the new approach to cyber security (Stouten, Rousseau, and De Cremer 2018).
[bookmark: _Toc167880423]c) How the Hotel Will Manage the Recommended Changes. 
The following changes will be managed in the following ways:
1. Developing a change Management Plan: Some of them are; Specific targets, the timing of the project, the roles of implementing authorities, communication and reporting plans, accreditation requirements, and the project performance indicators (Ramluckan, and Martins 2020). 
 2. Allocating Necessary Resources: Stakeholders should see that enough financial human and operating resources are appropriately tagged and have enough capacity of effort needed to support the strategies developed (Preciado et al. 2014). 
 3. Stakeholder Engagement and Communication: Pursue and refresh all the personnel who are present in the project and reassure them, informing them to extend support for the change (Alshaikh, et al. 2023). 
 4. Employee Training and Development: The following measures should be taken to achieve the laid down objectives to improve training (Soomro, Shah, and Ahmed 2016).
 5. Continuous Monitoring and Adjustment: Find other means through which the effectiveness of the impact, feedback, responses to feedback, and the adjustments to the strategy in the future continuous ideas and implementations can be assessed (Lee 2020).
[bookmark: _Toc167880424]d) Discuss Change Management Strategies and Measuring Success
To ensure the successful implementation of the recommended cyber security changes, the Ritz London Hotel should adopt a combination of change management strategies:
1. Embrace stakeholder involvement: To help the staff commit to change, there will be the need to involve those at the top of the pyramid as well as the subordinates who are required to perform the change (Imperial 2021). This can be measured through the adoption rate of the proposed cybersecurity changes.
 2. Create a comprehensive communication plan: The change management framework should emphasise a communication plan to conceptualise all the partners on the necessity, advantages, and repercussions of cyber security changes (Errida and Lotfi 2021). This can be measured based on the level of feedback from the stakeholders.
 3. Embrace Leadership engagement: It is recommended that organisations should reinforce positive behavioural change through incentives and recognition to continuously maintain organisational change (Gärtner 2023). This can be measured through the level of resistance from employees.
 4. Run Pilot Programs: Pilot programs can be carried out whereby the changes would be made at a small scale before it is made at a larger scale (Kho et al. 2020). Measure through completion rates of the deliverables.
[bookmark: _Toc167880425]e) Potential Benefits that the Recommendations Will Offer the Hotel
Implementing the recommended cyber security measures above will provide the Ritz London Hotel with several significant benefits and they include: 
1. It will enhance Data Protection and Customer Trust as illustrated by Zhang, Hassandoust, and Williams (2020). In other words, the minimum that is required to increase the present but still quite a fragile level of formalisation of the policy concerning threats to the cyber security of the hotel, guaranteeing that the customer's information on which the hotel may rely when providing services, bonuses to the customer, or any reward points, shall not be stolen, or intercepted by other individuals or legal entities, is likely to contribute to enhancing customer confidence in the hotel
 2. The recommendations will also enhance Regulatory Compliance and Risk Mitigation (AL-Hawamleh, 2024). Due to the legal and financial consequences in matters of security and noncompliance, research must be made on the laws like General Data Protection Regulation Act as well as other laws that have been enacted for a certain country, like the UK and the Data Protection Act that was enacted in 2018 (Keller 2018).
[bookmark: _Toc167880426]f) Potential costs
The potential cost of implementing this recommendation is approximately £350,000. The rationale of this cost is based on the cost of cyber security software which is an average £ 4000. Additionally, the cost is based on the annual cost of training an employee in the UK at an average of 1500 per employee (Sourbutts 2023). Lastly, the £ 146,000 is the annual cost of a regular system audit by an external cyber security company.
[bookmark: _Toc167880427]Action Plan
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion date
	Planned Budget

	1
	System Vulnerability
	Use organisational resources to invest in modern cyber security systems and face out the old system. This is the be done through care full transition process to avoid system disruptions and continuous service provision within the hotel. Also, ensure continuous risk assessment of the organisation’s system to detect any threat or vulnerability that might put the system at risk of data breach.
	Improved safety in the organisation's data security and Reduced cases of cyber-attacks.
	3 months
	9/9/2024
	£4000 to be incurred once.

	2
	Employee data security awareness.
	Offer training to Ritz employees on data security. Involve experts in the creation of a comprehensive refresher course that helps the employees remain on course with data security. Additionally, conduct team building activities to enhance teamwork to be reflected when dealing with cyber breaches in the company. 
	Improved employee awareness of data protection. Improved knowledge of new phishing techniques and improved reporting of security threats. Additionally, it is expected that the training will reduce the risk of employee collusion with hackers through enhanced integrity and trust.
	1 month
	Take the refresher course every last week of every month.
	£16,666 per month. Or £200,00 annually.

	3
	Data breach threats to the company
	Ritz to outsource system audits to competent cyber security firms to carry out regular system evaluations, identify potential threats independent of the internal IT department and give recommendations to the Organisation for improvement. 
	It is expected that the outsourcing program will minimise data breach threats within the organisation's reservation, payment and food ordering system. It is also expected that the contracted cyber security company will work independently as well as collaboratively with the IT department of the Organisation to improve data security through the implementation of its reports. It is expected that the firm will recommend effective data protection approaches that will help minimise cyber security threats within the Organisation.
	Audit after every 4 months in a year.
	Prepare and present system audit findings after 1 month to Ritz within 3 weeks after the audit.
	£ 36,500 every quarter.
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In summary, the following report identifies data breaches as a significant challenge at the Ritz London Hotel. The hotel is famous for its luxury taste and is located at 150 Piccadilly, St. James, London W1J9BR in the UK. The consulting firm contracted in this exercise is Petrons Consultancy firm incorporated in May 2021. The analysis identifies data breaches as a threat to the existence and operations of the Ritz organisation. A global overview of data breaches reveals that approximately 31% of hospitality businesses have reported data breaches at least once in their history. Besides, 89% of these organisations have had more than one data breach in a year. A focus on data breaches within the UK hospitality sector reveals that the food and accommodation sector at 36% comes second in prevalence. The analysis also looks into the 2020 data breach incident at The Ritz London Hotel. Some of the causes of this incident include the human element which could have made the system vulnerable to phishing activities. The second cause was attributed to a lack of training or cyber security awareness, hence, hackers gained access to the customer's database. Some of the impacts that the data breach had on the hotel include reputation damage and erosion of trust. Data breaches also had financial implications for the hotel, that is, the need to invest in a more advanced and secure data management system.
The analysis also carries out a PESTEL analysis on the external factors that impact data security at the hotel. Political factors identified include the 2018 Data Protection Act and GDPR policies. Economic factors include financial implications, that is, it may cause the business to face litigation compensation to customers where data privacy is compromised. Technological factors on the other hand include transition to the digital platform and advancement in the digital space. Environmental and legal factors include stiff competition and compliance needs respectively. A SWOT analysis reveals that the organisation has strengths in brand reputation and financial resources. The organisation has weaknesses in terms of system vulnerability and eroded trust. When it comes to opportunities, the Ritz has the opportunity to increase customer engagement as well as invest in advanced cybersecurity systems. Some of the threats the organisation is likely to face include cyber threats, litigation risks and stiff competition in data security. Some of the recommendations in this report include: assessing emerging security threats and risks, conducting security awareness among Ritz staff, employee training, establishing a security response team, credential management and managing user access. On the other hand, change management strategies recommended in the report include shareholder involvement, establishing a communication plan, leadership engagement and running pilot programs. The potential benefits that Ritz is likely to derive from this recommendation include enhanced Data Protection and Customer as well as enhanced Regulatory Compliance and Risk Mitigation. Lastly, the approximate cost of implementing the report is estimated to be £350,000. £4000 for addressing system vulnerability by investing in modern and advanced systems, £200, 000, for employee training and £ 36,500 for quarterly system audits.
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