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Executive Summary
This consultancy report deals with the strategic growth prospects of Sofitel Singapore City Centre, which is a luxury hotel located in the Central Business District of Singapore. It is to be noted that the hotel is owned by the Accor Group. Here, a luxurious experience can be enjoyed along with an experience of diversity in culture, financial districts, and upscale dining. Despite its strategic location and luxurious amenities, Sofitel Singapore City Centre still faces stern challenges in dealing with its identity and meeting evolving expectations from customers in a highly competitive hospitality market.
The 2017-opened hotel has been criticised on the following matters of guest experience: minibar selection, Smart TV usability, and layout of the interiors. It is regrettable that, at the higher tier, it had check-in and check-out delays, outdated amenities, and unacceptable rates, nullifying the value to be obtained for what one pays. Guest satisfaction across the board has, in recent times, declined, which drives its performance on revenue and, equally so, occupancy figures.
Sofitel Singapore City Centre collaborated with Hospitality Solutions Ltd, which is a consulting firm that specialises in hospitality operation optimisation as well as providing better guest experience, to achieve this. With data-driven analysis, strategic planning, and an understanding of the hospitality industry, such consultancy agencies operate to assist in differentiating hotels such as the Sofitel brand in competitive markets. Based on these aspects, the aim of this report is to present recommendations for improving the unique appeal of the hotel, solidifying its brand image, and ensuring sustainable growth in a competitive hospitality industry. 
Analysis of the Challenges
A holistic analysis of the challenges that Sofitel Singapore City Centre faces indicates quite a number that led to the present failures of this hotel. On one hand, even though strategically positioned as luxuries, critical customer feedback against this hotel still shows a sizeable gap in the quality of services and goods provided. Perhaps, the principal challenge is its minibar; it lacks significant diversity, yet this is well beyond the capacity expected from boutique luxury hotels for guests. The in-room Smart TVs of the hotel are also deemed under-functional, disallowing the guests to fully enjoy a contemporary and seamless entertainment experience.
The accessibility and navigation of the hotel are also significant concerns. Even though the hotel is in the Central Business District, there have been criticisms from guests regarding the absence of transportation and difficulty in navigating the location. This is a key concern for the guest experience, which is an aspect of upholding the reputation of the hotel. Furthermore, the amenities of the hotel during peak times have also been criticized negatively, particularly in terms of delays during check-in and check-out. This becomes frustrating and time-consuming for visitors. Finally, visitors have complained about the aged facilities and amenities, which are not in accordance with the high expectations of luxury hotels.
The other vital problem that impacts the performance of Sofitel is its pricing strategy, which is not constant. It is a luxury hotel, but the value delivered to the guests does not match the premium price charged. Competitors offering similar services at lower prices are threatening the market share of Sofitel. The loyalty programs and guest retention strategies of the hotel are also underdeveloped, and there are lost opportunities to retain high-value customers. 
Methodologies and the Strategic Framework
To address the problems of Sofitel Singapore City Centre, enhance the experience of the visitors, and fortify its market position, this research utilises several strategic frameworks. Among the strategic frameworks used in this research are STEEPLED analysis, SOAR analysis, and TOWS analysis.
The STEEPLED analysis is used to look at the external factors affecting the hotel, such as social, technological, economic, environmental, political, legal, ethical, and demographic trends. Socially, the emergence of millennials and Gen Z travellers that require immersive experiences can be taken as an opportunity by Sofitel to attract them. Technologically, smart systems can be implemented to increase the convenience of the guests. Economically, regional competition may force Sofitel to have flexible pricing. Environmental issues provide an opportunity for Sofitel to take a lead in sustainability. Legal and ethical considerations like responsible sourcing would help Sofitel maintain its reputation and abide by regulations.
SOAR analysis is applied in the Sofitel, based on its inner strengths, opportunities, aspirations, and results. Inner strengths comprise a global reputation, strategic location, luxury accommodation, and a multicultural workforce. The opportunities are exploiting guest data to tailor services and embracing cultural immersion as well as innovation in technologies. Aspirations include sustainability leadership and service excellence. The hotel's results show high occupancy rates and excellent reviews, signifying its dominant position in the luxury market.
The TOWS analysis is the synthesis of the insights derived from the STEEPLED and SOAR analyses to provide strategic recommendations. The strength of location and brand identity at Sofitel can be used to overcome the weakness of old facilities and slow service. Dynamic pricing and differentiation of services may mitigate external threats like competition and customer preference shifts. Opportunities in sustainability and technological innovation can be exploited to raise the guest experience and reinforce the brand of the hotel.
Recommendations
Sofitel's competitive position should be enhanced using the following recommendations. Modernized amenities and a minibar to cater to luxurious expectations will also be implemented. The introduction of advanced technologies like AI-driven entertainment and digital concierge services would improve the experience of the guests. The efficiency of service could be improved through streamlined operations in check-in and check-out services.
Another move that Sofitel should make is to adopt dynamic pricing models and personalize guest retention programs to stimulate loyalty. Besides, the addition of eco-friendly initiatives, including reducing single-use plastics and investment in energy-efficient technologies, would appeal to travellers who are sustainable. Lastly, adding local cultural experiences to its guest offerings would set Sofitel apart from other competitors. 
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[bookmark: _Toc190553988]1.1 Hotel Background
Singapore is a modern, dynamic, and vibrant hub that blends very well with some of the great cultural heritage existing in the nation (Ismail, 2016). Strategically located in the heart of the Central Business District in the country's capital city, Sofitel Singapore City Centre caters to affluent business and leisure travellers (sofitel-singapore-citycentre.com;2025a). Since its opening in 2017, the 186-room hotel has provided an elegant refuge for guests seeking unparalleled access to Singapore's financial sector, cultural diversity, and fine dining. Strategically located and with a sophisticated ambience, this hotel attracts corporate executives, affluent tourists, and couples seeking a refined urban retreat.
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Fig 1: Place of the hotel 
[bookmark: _Toc190553989]1.2 Consultancy Firm Background
Hospitality Solutions Ltd is one such specialized consultancy firm that focuses on optimizing hotel operations and enhancing experiences for guests. With a very strong track record within the hospitality industry, Hospitality Solutions Ltd utilises industry expertise, data-driven insights, and strategic planning to help hotels differentiate themselves in highly competitive markets.
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Fig 2: Logo of the consultancy
Having realized that luxury accommodations are no longer enough to compete with others, Sofitel Singapore City Centre sought the expertise of Hospitality Solutions Ltd to face one of the major challenges that the hotel faced: how it could maintain a distinct identity in a highly competitive hospitality market yet attract new guests. Being part of Accor's vast portfolio, Sofitel Singapore City Centre had to preserve its refined heritage while embracing new guest engagement innovations. This consultancy report aims to give actionable recommendations that will reinforce the unique appeal of the hotel so that it stays on top for visitors in Singapore.
[bookmark: _Toc190553990]1.3 Analytical Frameworks
A combination of analytical tools and change management frameworks will be used in developing a comprehensive strategy for Sofitel Singapore City Centre. External factors, such as Social, Technological, Economic, Environmental, Political, Legal, Ethical, and Demographic trends, will be assessed through STEEPLED analysis to gain an understanding of evolving consumer expectations and industry challenges (Makos, 2024). A SOAR analysis will further scrutinize the strengths, opportunities, aspirations, and results of the hotel, such as its excellent location, luxury facilities, and easy access to transport networks, including the MRT (Watkins and Mohr, 2011). All these findings will be integrated into a TOWS analysis that will generate strategic recommendations to take advantage of the strengths of the hotel while at the same time addressing external threats (Weihrich, 1982).
Change management frameworks will be applied to implement these changes. By doing away with these inefficiencies and service delays, Six Sigma is going to really streamline the entire operations (Antony and Banuelas, 2002). Also, using the McKinsey 7S Model can align those internally existing factors—strategy, structure, and people—to deliver increased organisational effectiveness (Waterman, Peters and Phillips, 1980). Kotter's 8-Step Process to leadership-driven change will enhance and sustain employees in the workforce engaged in such improved service delivery that will take forever (Kotter, 1996). Together, these methodologies will provide a structured roadmap for Sofitel Singapore City Centre, enhancing guest experience, strengthening its position in the market and creating sustainable growth in revenue within Singapore's competitive hospitality industry.
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[bookmark: _Toc190553992]2.1 The Issues
[bookmark: _Toc190553993]2.1.1 Decline in Guest Satisfaction and Performance at Accor Singapore
Several aspects of Accor Singapore's guest experience have to be developed to better satisfy the changing demands of customers. These include minibar options offered, the functionality of in-room Smart TVs, and access to the hotel itself (Nga, 2020; group.accor.com, 2023). Negative customer reviews and less-than-positive comments on social media have resulted in a decline in the performance and revenue of the hotel as well as its reputation. Despite the Accor Group 2014 mission statement, which clearly indicates that the mission is to deliver a distinctive guest experience with excellent service and warm hospitality (group.accor.com, 2023), current customer feedback reflects that Accor Singapore has not met the promise.
[bookmark: _Toc190553994]2.1.2 Issues Affecting Guest Experience at Accor Singapore
One common criticism by guests is the small selection of the minibars, not corresponding to what one would expect from a luxury high-end boutique hotel. The presence of Smart TVs in rooms remains somewhat limited to normal use cases and reduces the overall ease of utilisation and entertainment in houses for guests. Furthermore, although the hotel is centrally located in Singapore's central business district, guests have frequently complained about the difficulty in navigating the area and finding easy transportation access (Nga, 2020). The new challenges are essential because of growing demands for sustainability and immersion while travelling, whereby the visitors show increased interest in ethical tourism practices and authentic engagement with the locals (Berezina et al., 2016; Nga, 2020).
[bookmark: _Toc190553995]2.1.3 Key Issues Identified from Customer Feedback
Analysing online reviews on TripAdvisor and Google Reviews indicates a recurring complaint by guests about Sofitel Singapore City Centre: slow service during peak hours when guests check in and out, causing them to wait for quite a long time and ultimately disappoint them (tripadvisor.com; 2018). Also, some guests complain that certain amenities seem out of date. Certain room features and facilities seem not to match the expectations a luxury brand ought to provide. Other issues include pricing, where some guests feel that the hotel charges are not commensurate with the value experienced, especially when comparing it to similar experiences at a lower price point from competitors. These complaints necessitate the implementation of operational efficiency improvements, modernized amenities, and more competitive pricing strategies in order to boost guest satisfaction and maintain Sofitel's premium reputation in Singapore's highly competitive hospitality market (Buttrick, 2009).
[bookmark: _Toc190553996]2.1.4 Revenue Growth Barriers
One of the critical barriers to Sofitel Singapore City Centre's revenue growth is sustainability is pricing strategy misalignment, where it can be positioned at a luxury level but the perceived value for what the guests feel they are receiving in terms of service and facility is not priced appropriately (sofitel-singapore-citycentre.com, 2025b). Competitors with similar products at slightly lower prices create a challenge for Sofitel, which must revisit its pricing model to reflect value and exclusivity. Another critical issue is the lack of high-value customer retention programs. While Accor has a global loyalty program, Sofitel Singapore City Centre lacks personalized engagement strategies to retain repeat customers. Loss of revenue opportunities in targeted incentives to high-spending guests. Tailored retention programs, personalized experiences, and member benefits are some of the approaches the hotel has to ensure that loyalty is achieved for repeat bookings, thus bringing profitability and keeping the customer long-term (Burnes, 2014).
Industry data further accentuates the implications of these shortcomings in guest experiences. A 2023 study by Accor Group reported that sustainability has emerged as a primary concern for travellers, with 84% of Accor hotels worldwide having banned single-use plastics from their services (Chaker, 2023). While the exact cause of guest dissatisfaction at Accor Singapore may vary, it is undoubtedly a contributory factor to visitor loyalty and overall satisfaction levels.
In a 2022 Publicis Sapient study, it was discovered that traveller preferences across multiple countries are similar due to emotional and practical reasons (group.accor.com, 2023). The most important finding in the study is that servicing variety has to be diverse according to the preferences of guests to stay competitive and achieve customer satisfaction (Hotels, 2015). The customer experience issues at Accor Singapore least minibar quality, Smart TV usability, and access- immediately affect the hotel's revenue and reputation. Data collected within the industry also reflect that authentic local experiences and wider sustainability initiatives are increasingly critical factors in what guests are expecting (Noordzife, 2014).
[bookmark: _Toc190553997]2.2 STEEPLED Analysis
	Factor
	Impact on Accor Singapore

	Social
	Evolving Tourist Demographics: Modern-day tourists, especially millennials and Gen Z, are focused on authentic experience-over-luxury attitudes (Dobre et al., 2021). Thus, Accor Singapore needs to create packages that are similar to the experience that these younger visitors are interested in. Cultural localism incorporated into the experience of the guests will not only make their stay memorable but also demonstrate the seriousness that a hotel has towards cultural sensitivity and authenticity (Yurur, et al., 2021).
Multicultural Society in Singapore: Singapore has many different ethnic groups, which harmoniously coexist within the population. The services and offerings at the hotel need to be made so appealing as to embrace the nation's multiculturalism and reflect its multicultural society. Incorporating different cultural influences into the hotel is bound to be attractive to an international and culturally diverse clientele (Hashemi, 2024).

	Technological 
	Integration of Smart Technology: This may bring about a higher level of guest convenience, thus increasing satisfaction levels. Operations may be optimized through smart technologies such as digital concierge services and Smart TVs ((Yang et al., 2021). However, there is also a need for proper management of infrastructure maintenance and cybersecurity risks in order to achieve seamless functionality and protect data.
Data Privacy and Cybersecurity: Guest data should be protected so that trust is maintained and brand reputation is protected. Cyber threats are a big risk, so the hotel should implement strong measures to protect the data (Rawat, Doku and Garuba, 2019). It should have appropriate encryption protocols in place and data handling practices for personal and financial information.

	Economic Factors
	Competition from Nearby Destinations: Singapore faces competition for international tourists with the regional travel hotspots of Thailand, Malaysia, and Indonesia (travelandtourworld.com, 2024). To be competitive, Accor Singapore needs to differentiate through the provision of unique, value-driven experiences that create premium pricing. A dynamic pricing model must, therefore, be adopted to adjust to changing market conditions.
Economic Instability and Spending Patterns: Global economic fluctuations influence tourist spending behaviour and travel frequency. The hotel must maintain resilience through flexible pricing strategies, seasonal promotions, and values in offerings during uncertain periods of the economy (Whittington, 2020).

	Environmental 
	Sustainability and Eco-Conscious Initiatives: The hospitality industry is being forced to turn towards sustainability. Accor Singapore could utilise this opportunity in order to increase environmental responsibilities by eliminating single-use plastics, enforcing single-use technology that conserves energy, and integrating their policies through eco-friendly objectives in accordance with environmentally aware tourists' expectations (travelandtourworld.com, 2024; Chaker, 2023).

	Political 
	Government Policies and Tourism Regulations: Singapore mandates strict policies and regulations in terms of operational tourism and hospitality operations. Adherence to local laws and government initiatives remains the hotel's key license for operating. The involvement of government tourism initiatives can also enable the promotion of hotel provisions towards further extensive audiences.

	Legal 
	Adherence to Contractual Agreements: To ensure effective running, the hotel should fully comply with the legal obligations including contractual commitments towards suppliers and service providers (Chaker, 2023). Strict adherence to the regulatory standards and deadlines prevents disagreements and operational halts.

	Ethical 
	Ethical Business and Sourcing Practices: Accor Singapore should adhere to high ethical standards in its selection of suppliers and business practices (Yurur, et al., 2021). This is through partnering with vendors that comply with ethical sourcing guidelines and CSR initiatives that meet global best practice standards. Ethical operations increase the reputation of the brand and appeal to socially conscious travellers.

	Demographic
	Shifting Consumer Demographics: Demographic changes affect traveller behaviour and expectations. The hotel can design experiences that better satisfy the needs of its guests by understanding the changing needs of different customer segments. Continuous market research and analysis of customer feedback help the hotel adjust services to the emerging trends in travel.
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2.3 SOAR Analysis
	Factor
	Description

	Strengths
	Global Brand Recognition: It is an Accor-branded hotel, with the name already known for premium hospitality and services.
Strategically located in the heart of Singapore, this hotel offers easy access to all major attractions, shopping hubs, and renowned dining establishments.
Luxurious Accommodations: The property has beautiful guest rooms, modern facilities, and high-class dining that makes the guests feel comfortable and satisfied (Mavridopoulou O’Mahoney, 2020).
Inclusive environment: A multilingual and culturally heterogeneous team welcomes international travellers and promotes the idea of inclusiveness.

	
	

	
	

	
	

	Opportunities
	Customized Guest Services: The hotel can use guest data and preferences to deliver highly customized experiences, thus elevating personalisation and customer satisfaction (O’Mahoney, 2021).
Cultural Immersion: Incorporate the rich cultural heritage of Singapore in hospitality experiences to create unique and memorable stays for those who seek authenticity.
Technology Integration: Innovations such as AI-driven concierge services and mobile-based check-in and check-out can enhance operational efficiency and guest convenience (Kipping and Clark, 2012).

	
	

	
	

	Aspirations
	Sustainability Leadership: The hotel wants to be the leader in environmentally friendly hospitality, adopting green initiatives, reducing the environmental footprint, and promoting responsible tourism (Kotter, 2012).
Unmatched service excellence: To exceed customer expectations, the hotel strives to give highly personalized interaction and unforgettable experiences.
Community Engagement: Nurturing relationships with the local community through alliances, outreach events and activities, and cultural programs underpinning social responsibility efforts (Subramaniam et al., 2011).

	
	

	
	

	Results
	Outstanding Guest Reviews: Visitors praise the hotel with consistently high ratings for its sophisticated ambience, attentive customer service, and prime location.
High occupancy: Usually, guest satisfaction and strong market demand are reflected in consistently high occupancy rates.
Brand Prestige and Loyalty: the connection with Accor adds a value of recognition of the brand for business travellers as well as leisure travellers (Newton, 2010).

	
	

	
	


Table 2: SOAR Analysis
(Source: group.accor.com, 2025a, b; all.accor.com, 2025)
[bookmark: _Toc190553999]2.4 TOWS Analysis
	Internal

	Factor
	Strengths
	Weaknesses

	
	· Strategic Location: Ideally positioned in Singapore’s business and cultural hub, providing easy access to key attractions (Brierley, 2006).
· Well-Established Brand Identity: Being part of the Accor network enhances credibility and customer trust.
· Premium Facilities: Offers high-end features such as a rooftop pool and an authentic French dining experience.
· Highly Trained Workforce: Skilled and multilingual staff contribute to exceptional service quality (Fisman and Sullivan, 2014).
	· Lack of Unique Positioning: Struggles to stand out among competitors offering distinctive experiences (Baron and Armstrong, 2007).
· Limited Technological Integration: Insufficient use of smart technology to enhance guest convenience.
· Personalisation Gaps: Guest preferences, dietary needs, and customized services are not fully accommodated.
· Restricted In-Room Offerings: Minibar selections and personalized in-room experiences are limited.

	External

	Factor
	Opportunities
	Threats (T)

	
	Shifting Travel Preferences: Growing demand for culturally immersive and experiential stays.
Sustainability Trends: Increased interest in eco-friendly accommodations and green initiatives.
Supportive Government Policies: Tourism initiatives and incentives provide opportunities for strategic partnerships.
Advancements in Hospitality Tech: Adoption of AI-powered guest services and contactless solutions can enhance operations.
	Competitive Luxury Market: Other high-end hotels offer unique and exclusive experiences that differentiate them.
Economic Uncertainty: Fluctuating economic conditions impact tourist spending habits and hotel occupancy rates.
Strict Data Protection Regulations: Compliance with evolving cybersecurity and privacy laws is essential.
Ageing Demographic Shift: Changing the travel habits of older generations may affect market demand.


[bookmark: _t833dz55gppi]Table 3: TOWS Analysis
(Source: group.accor.com, 2025 b, c; all.accor.com, 2025 a)
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[bookmark: _Toc190554001]3.1 Actionable Recommendations for Guest Experience Improvement
Sofitel Singapore City Centre needs to undertake strategic improvement in customer experience when it registers declining scores for guest satisfaction and prevailing low overall service quality. The following three recommended strategies are to be employed on an urgent basis to navigate through the competitive environment and get a competitive advantage for a sustained period of time in the relevant industry. These three areas must be focused on to pursue uninterrupted market growth for the company. Training Staff to Interact Individually with Guests, Check-in and Check-out with Digital Solutions and Room and Facility Upgrades as a Result of Guest preference are the main aspects to improve for better customer experience so that it can further enhance guest reviews and word-of-mouth. 
I. Training Staff to Interact Individually with Guests
It goes without saying that the reputation of a hotel depends on the level of service that it provides and that personalised interaction with guests forms a significant proportion of customer satisfaction (Das, 2023). Most of the complaints regarding guests are associated with inconsistent services, which could be improved with targeted staff training programs on engaging customers, solving problems, and cultural awareness (Johnson, 2005).
Key Training Areas
Empathy and Communication: Train staff to listen actively, anticipate guests' needs, and provide warm personalised interactions (Talukder, Rahman and Khan, 2025). Guests should be treated with names and preferences remembered by staff and anticipation of assistance whenever needed.
Multicultural Awareness: Singapore is one of the prime tourist destinations across the globe; it attracts numerous visitors from diversified cultural backgrounds (Veríssimo and Loureiro, 2014). Training programs will include modules related to cultural competence to help them understand the difference in expectations among guests and in etiquette.
Problem-Solving and Service Recovery: The employees must be able to address guest complaints efficiently, thereby converting negative experiences into positive ones by responding rapidly with solution-based responses (Veríssimo and Loureiro, 2014). Training must include role-playing and case studies to simulate real-life scenarios.
Upskilling in Digital Hospitality Tools: To embrace AI-driven customer service tools and digital concierge services, staff training in using these technologies to improve the efficiency of the service (Mohammed Shobri and Putit, 2015).
Expected Impact
· Guest satisfaction scores are bound to increase due to personalized interactions (Kalgi and Hire, 2024).
· Positive online reviews will soar, and the luxury brand image of Sofitel will be reinforced.
· Customer loyalty and return visits will boost higher revenue.
II. Accelerated Check-in and Check-out with Digital Solution
One of the most common negative remarks from guests in Sofitel Singapore City Centre is that they had to wait a while during check-in and check-out (Kalgi and Hire, 2024). Traditional front-desk processes give rise to bottlenecks with traditional front-desk processes during peak times (Whittington and Molloy, 2005). Going digital can drastically improve the efficiency and convenience of the guest.
Recommended Digital Enhancements
Kiosks: Self-service kiosks around the lobby allow one to check in and out in minutes without relying on front-desk staff, reducing bottlenecks.
Mobile Check-in and Digital Key Access: With mobile app-based check-in, guests can check in without ever stepping foot at the front desk. Using the same app, guests will receive their digital key and have direct access to their rooms (Suleri, Meijer and Tarus, 2021). This could be linked to Accor's loyalty program so that guests get tailored promotions and room upgrades.
AI-Enabled Chatbots and Virtual Concierges: Guests can communicate with an AI-powered concierge through their mobile devices, allowing it to respond to common queries on amenities, restaurant reservations, and local attractions, freeing staff to provide more personalized assistance (Suleri, Meijer and Tarus, 2021).
Automated Bill and Express Check-out: The guest should be able to view his/ her bill and check out by using his mobile or room TV screen (Tsiopanis, 2021). Avoids long queues at the reception desk and assures an incident-free checkout experience.
Expected Impact:
· Average check-in time is reduced from 10 - 15 minutes to 2-3 minutes.
· Seamless contactless experience increases guest delight (Tsiopanis, 2021).
· Increased operational efficiency, which frees up front-desk staff to focus on VIP guests and personalized services.
III.	Room and Facility Upgrades as a Result of Guest preference 
Sofitel Singapore City Centre needs to pay attention to what guests voice in online reviews about outdated room features and old facilities. No luxury hotel these days would allow its rooms, dining areas, and recreational facilities to not fit guest expectations (Vasadze, Mosashvili and Duruli, 2018). Improvement of these features will enhance both satisfaction among guests and the reputation of the brand.
Suggested Improvements:
Smart Room Technology: Installing smart thermostats, voice-controlled lighting, and AI-powered room assistants (like Amazon Alexa or Google Assistant) will significantly improve the in-room experience. Lighting, air conditioning, and entertainment systems should be accessible to guests via a mobile app.
Enhanced In-Room Entertainment: Many business and leisure travellers expect high-speed connectivity and premium entertainment options. Installing 4K smart TVs, high-speed Wi-Fi, and streaming services like Netflix and Spotify will cater to modern guest preferences (Ford and Sturman, 2019). 
Bathroom and Bedding Enhancements: Upgrading bathroom amenities (e.g., luxury rain showers, and high-end toiletries) and investing in high-thread-count linens and memory foam pillows will improve guest comfort.
Refurbish Common Spaces and Recreation Amenities: Upon reading through the guest reviews, it's common to find old pools and spas (Pinho et al., 2024). Reinventing the swimming pool, spa, and gym space with modern designs and equipment will improve the guest experience.
Eco-Friendly Upgrades: Some ideas for environmentally friendly improvements include motion-sensitive lighting, water-conserving fixtures, and recycling programs in every room, all of which are gaining popularity among guests and can be used as a competitive advantage in marketing (Pinho et al., 2024). 
Expected Impact 
· More customer satisfaction ratings for modernized facilities.
· Differentiates itself in Singapore's luxury hotel market (Stringam and Gerdes, 2021).
· High RevPAR or Revenue per Available Room as clients are willing to pay the premium due to the excellence of the service.
[bookmark: _Toc190554002]3.2 Revenue Growth Strategies
In addition to the above-recommended approaches, the strategies recommendation discussed below would be compatible to enhance the service quality and further customer experience. 
I. Implement Targeted Loyalty Programs
High-value customers are attracted by loyalty programs. Accor must enhance the current loyalty program in Sofitel Singapore City Centre through incentives such as personalized deals in accordance with guests' preferences and behaviour (Stringam and Gerdes, 2021).
Recommended Strategies:
Tiered Membership Perks: To provide free upgrades, free breakfast, or check-out time from the regular timings for repeat visitors (Stringamand Gerdes, 2021).
Personalized Rewards: Leveraging guest information to provide discount coupons, vouchers for spa sessions, or restaurant credits based on their preferences (TILEAGĂ and OPRIȘAN, 2018).
Partnership with Local Operators: Partner with luxury brands, restaurants, or tourist attractions offering exclusive benefits on top of this loyalty program to add more value. Expected Impact:
Higher customer retention rates and increased lifetime value of repeat guests. Improved guest satisfaction and positive word-of-mouth marketing (Tran, 2024).
II. Upselling and Cross-Selling Techniques
Upselling and cross-selling might be implemented strategically, enhancing revenue per guest by encouraging the purchase of premium services with enhanced revenue per guest.
Recommended Techniques:
Discounted upgrade offers to rooms or suites at check-in time. Customized Service. Bundles with discounted rates for spa treatment, dining experiences, or airport transfers (Tran, 2024). Using data analytics to recommend personalized service add-ons via a hotel's mobile app or e-mail marketing (Kimura, 2022).
Expected Impact
Additional purchases translate to improved average revenue per booking. Guests will appreciate better experiences when well-recommended tailored services are offered (Kimura, 2022).
III. Developing Digital Marketing and Dynamic Pricing Strategy
Recommended Strategies:
Data-Driven Dynamic Pricing: Employing AI and predictive analytics to dynamically change the room rate in view of demand, seasonality, and competitor prices.
SEO and PPC Advertising: Positioning the hotel better on Google Ads with content marketing to achieve a better online presence.
Social Media and Influencer Collaborations: Partnering with influential travelling members in luxury travels to feature experiences at the hotel for a larger base (Nahara, 2023).
Retargeting and Email Marketing Campaigns: Personalized offers to former guests according to their stay history, encouraging repeat bookings (Kimura, 2022).
Impact:
AI-driven revenue stream optimisation in relation to pricing adjustments (Nahara, 2023). Increase in direct booking with reduced dependency on third-party travel agencies. Brand visibility and engagement across digital platforms will be improved (Kimura, 2022).
[bookmark: _Toc190554003]3.3 Change Management Implementation
To ensure that the change process does not rock the boat in guest satisfaction and revenue problems, the Sofitel Singapore City Centre should embrace a systematized approach to change management. It entails optimizing the efficiency of the service with Six Sigma, aligning internal operations with the McKinsey 7S Model, and managing employee resistance using Kotter's 8-Step Process. Adopting these models will lead to improvements in operations while maintaining strategic cohesion and promoting a culture of change.
a. Improving the Efficiency of Services Using Six Sigma
Six Sigma is a data-driven approach, which helps eliminate inefficiencies and reduce service errors (BALE and EMMANUEL, 2024). Using this approach, Sofitel will improve customer experience through streamlined processes, such as check-in/check-out, housekeeping response times, and guest requests.
This aspect of Six Sigma involves the identification of bottlenecks in service delivery through process mapping. For example, if online reviews reflect that there are many delays in check-in, a Six Sigma approach would include analysing workflow inefficiencies, retraining staff, and implementing digital solutions to minimize waiting times (Gao, 2024). The hotel can also use guest feedback and operational data to track performance improvements and ensure consistent service quality.
b. Using McKinsey 7S Model for Organisational Alignment
According to the McKinsey 7S Model, internal processes in organisations are streamlined as all the functional elements are lined up to produce business goals. Sofitel Singapore City Centre should apply this in order to strengthen its internal operation and department interaction (Bhale et al., 2017).
For instance, staffing and training have to support the hotel's zeal for bespoke guest experiences (Ramphal, 2017). Therefore, employ people who enjoy good customer service delivery and continually train them. Second, the common sense of luxury and excellence in serving has to be imputed on all employee levels so that they are keen on delivering service standards.
One of the major advantages of the application of the 7S Model is that interdependencies within the organisation are emphasized (Mesut and GÜLMEZ, 2020). If an area such as staff training remains underdeveloped, it impacts one aspect of the organisation such as service delivery and customer satisfaction. The three elements of strategy, staff, and systems can be aligned to ensure long-term, continued operational efficiencies of a hotel.
c. Employee Resistance Management Using Kotter's 8-Step Process
Changes often encounter resistance from employees when there is new technology, changes in processes, or even changes in the workplace culture. Kotter's 8-Step Process offers a clear, step-by-step approach to managing resistance and achieving employee buy-in (Sharma, Simran and Kaur, 2024).  The hotel needs to create urgency in starting with the improvement by expressing why guest experience and revenue need to be improved. The employees need to be made to understand that change, which includes ideas like digital check-in solutions and upselling strategies, will work for the benefit of the hotel and the employee's professional growth.
A guiding coalition needs to be developed: Involving department heads and influential employees in the adoption of change guarantees the support that such initiatives deserve. With an appropriate training course, a continuous improvement culture, and the acknowledgement of early achievements, Sofitel will be able to maintain its pace and allow for long-term changes (Karlsson and Westermark, 2021). Through combining these change management practices, Sofitel Singapore City Centre can achieve better implementation of improvements in services, enhancement of financial performance, and realisation of an agile, customer-centric culture within the organisation.
[bookmark: _Toc190554004]3.4 Monitoring and Success Evaluation
Monitoring and evaluation of the recommended strategies will ensure their successful implementation. Robust monitoring and evaluation systems for Sofitel Singapore City Centre will allow it to measure progress and modify operations for constant improvement.
Some key performance indicators of guest satisfaction for Sofitel Singapore City Centre are:
a. Guest Satisfaction Scores: Utilise online review sites, guest surveys, and post-stay feedback forms to track guest satisfaction (Karadag, 2017). Score trend monitoring will then reflect the benefits of personalized service and facility enhancement.
b. Net Promoter Score: Measure guest loyalty and the likelihood of recommending the hotel (Karadag, 2017).
c. Response Time to Complaints: Monitor service recovery speed and quality to have issues resolved timely to increase satisfaction.
Monthly Revenue Performance Reviews
ADR, RevPAR: Monitor these to see how digital solutions, upselling, and loyalty programs are improving revenues (Yang, Mao and Tang, 2018).
Occupancy Rates: Keeping in touch will ensure that the rooms are available in the right volume as well as tariff to suit the needs of the market
Employee Feedback Mechanisms:
Employee Engagement Surveys: To assess the employee's satisfaction level and willingness to change, ensuring that they are ready and supported during the transformation (Yang, Mao and Tang, 2018).
Training Efficiency: Assess whether or not training programs are effective by monitoring feedback and performance metrics about customer interactions.


[bookmark: _Toc190554005][bookmark: _5cl0eyyn7cv3]4.0 Action Plan
	Identified Problems
	Solutions
	Desired Outcomes
	Time Frame
	Budget Allocation

	Lack of Differentiation
	Develop unique guest experiences such as cultural immersion programs, wellness retreats, and exclusive culinary events.
	Enhanced brand identity, increased guest engagement, and competitive advantage.
	6 months
	$60,000 

	Limited Technology Integration
	Implement smart room controls, AI-powered concierge services, and contactless mobile check-in/out.
	Improved operational efficiency, enhanced guest convenience, and reduced service delays.
	3–6 months
	$100,000 

	Limited Personalisation (Guest Preferences & Dietary Needs)
	Leverage guest data analytics to tailor room amenities, dining options, and special services.
	Higher guest satisfaction, increased repeat bookings, and stronger customer loyalty.
	3 months
	$30,000 

	Restricted Minibar Offerings
	Expand minibar selections to include local artisanal snacks, dietary-friendly options, and personalized choices.
	Elevated guest experience and additional revenue streams.
	2 months
	$20,000 

	Competitive Luxury Market
	Strengthen loyalty programs by offering exclusive benefits, personalized rewards, and premium membership tiers.
	Increased repeat customers, higher occupancy rates, and long-term guest retention.
	6 months
	$50,000 

	Ageing Demographic Shift
	Introduce accessible room features, senior-friendly wellness programs, and targeted marketing campaigns.
	Expanded target audience and improved guest inclusivity.
	4 months
	$40,000 

	Economic Fluctuations
	Adjust pricing strategies with dynamic pricing models and seasonal promotional offers.
	Stable revenue streams and maintained competitiveness during economic shifts.
	Ongoing
	$15,000 


[bookmark: _7icswps6pu31][bookmark: _Toc190554006]Table 5: Action Plan
5.0 Conclusion
This report gives an in-depth analysis of the main issues Accor Singapore faces, such as a decline in guest satisfaction scores and revenue growth. Through a detailed analysis of customer feedback and market analysis, several critical areas of improvement were found. These included slow service, outdated amenities, and pricing concerns, to a lack of high-value customer retention programs. These issues have affected both the guest experience and the ability of the hotel to increase revenue in the highly competitive market. The recommendations that the report will provide will aim to solve these problems in the most effective manner, with the main goal being to improve guest experience and generate revenue. The main strategy to improve guest satisfaction is through the personalisation of staff training, digital solutions to ensure easy check-in and check-out, and updating the hotel facilities to suit modern expectations. Training staff to work with guests, one by one, and thereby resolve complaints to a great level is expected to greatly enhance service quality, customer satisfaction scores as well as ratings in online travel portals. Digitisation through options like self-check-in kiosks and check-in through cell phones will eventually reduce the bunching at counter desks, so the operational productivity will increase besides guest satisfaction.
Upgrading hotel facilities such as smart rooms, more fun and games and going green upgrades will also keep on delighting guests. Accor Singapore, being in a highly competitive market of luxury hotels, these renovations will meet guests' expectations to set the firm apart. Ensuring the alignment of the physical environment with that of guest's preferences will further allow Accor to command a premium price as well as revenue per available room (RevPAR).
Implementation of specific loyalty programs, upselling and cross-selling practices will further improve revenue yield by leveraging revenue-generating ability among existing customers. Coupled with digital marketing enhanced strategies and dynamic pricing, the revenue yield can be more likely to gain maximum market demands at Accor Singapore. More significantly, with all change management tools, including the application of Six Sigma, McKinsey's 7s Model, and Kotter's 8-Step Process, the change could be enforced among Accor for necessary organisations that could have resisted change in all ways, along with an error-free outcome in implementation.
Employee feedback systems, monthly revenue evaluations, and KPIs will all be used to rigorously monitor the effectiveness of these tactics. This way, Accor Singapore will stay on course while pursuing means to achieve its goals of increased revenue and improved guest satisfaction. This would ultimately put into action the recommended tactics for a more individualized, effective, and modern visitor experience on the part of Accor Singapore. Thereby, visitor satisfaction levels are to increase more and its competitive position in the market is to rise better in revenue performance. It would set up the proposed enhancements of facilities and the training given to the employees, which along with upgrading technologies will get Accor Singapore prepared for the long term.
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