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[bookmark: _Toc165722491][bookmark: _Toc166138189]Executive Summary
[bookmark: _Toc165722492]In the modern luxury hospitality business, where the demand for guests is increasing, providing the right customer experience isn’t a privilege; it’s a must. Peninsula Hong Kong Hotel is famous for its impeccable service and sophisticated accommodation, and it charged us to carry out an extensive quality of service study. The present paper presents our findings, lists the areas for enhancements, and draws up an effective plan based on the required improvement in the quality of service to the guests. A full assessment of the internal database, guest feedback, and relevant industry standards helped us understand the current landscape service-wise at The Peninsula Hong Kong in even greater depth. Despite positive experiences with some staff members who reflected the excellence of personal luxury services at the hotel, disconnections were attracted from various departments. The limited level of technology integration, as well as the absence of proper guest feedback systems, is identified by the study as the two main problems that need to be solved. This report proposes a comprehensive and multi-dimensional plan to overcome these obstacles by proposing multiple strategies.
We recommend the implementation of staff training that focuses on the development of mental capabilities and skills, to provide superlative customer care services at all times. Adding technology solutions like a handy mobile app and exploring in-room amenities are advantages that will provide a comfy experience for the guests and let them personalize their stay at the hotel. In summation, developing a mechanism to receive, parse, and act on customer complaints will not only assist in learning from the past but also enable better and tailored services in the future. The change management plan that Kotter’s 8-step model has been a basis for improving the transition and maximising the staff buy-in will be made by us. The framework developed communicates the essence of speed, guiding the team and disseminating the visions for great service all over the company. Consistently assessing the effect of enacted changes using guest satisfaction surveys, operational reviews, and employee engagement studies is an absolute necessity that determines the direction of the program’s evolution. The deep knowledge and understanding of how services were being delivered by the departments enabled us to note the areas of inconsistency. On the other hand, my experience with the staff members was diverse, ranging from the excellent regard of the host to a not-so-great one, assuming the expectation of a 5-star treatment. The researchers have identified two reasons for the problem: outdated automation and guest feedback, which is not precise enough. The key operation inefficiencies, as connected with product delivery, can result in disappointed clients, unclear reviews online, and lost sales. The deficiency of a robust guest feedback loop deprives the hotel of realizing and correcting the reoccurring problems, which, in sight, constitutes a major endurance of quality enhancement efforts. To tackle the given difficulties, we have in mind a multi-cancel approach. First of all, tailored seminars and workshops for staff, including subjects like communication skills, cultural sensitivity, and personal approaches to luxury service, will be provided to give them the required professional qualifications to satisfy customers’ expectations in every case. In addition, incorporating certain technological solutions can uplift the guests’ convenience and can even help them personalize their experience. This may incorporate an attainable mobile app, say, for check-in, room service orders, and stockholder messages, all together with the elaboration of the dwelling features like active voice assistants and digital concierges. Last, a feedback-gathering mechanism and hardware for critiquing, studying, and streamlining action plans with subsequent feedback will provide useful ideas for guiding improvements. The last step is to provide a change management plan based on Kotter’s 8-Step Change model to guarantee a seamless implementation of the proposed recommendations and create a team environment that would facilitate staff buy-in. This model is known for the following: clarity of objectives, formation of a potent coalition of leaders, generating a future promising vision of unmatched service, and clear communication of this vision through the whole framework of the organization. It likewise utilizes ongoing monitoring through guest satisfaction surveys, executive reviews, and staff engagement surveys to evaluate progress and revise the strategy if needed. By the recommendations and management change plans, the Peninsula Hong Kong will get a multitude of reasonable benefits. For instance, guest satisfaction will be improved, employee morale will be boosted, a brand reputation of being a leader in customer service delivery can come in, and there can be an increase in revenue. We believe that this partnership will not only have a huge positive effect on the constant growth but also play a major role in the unique hospitality world of The Peninsula Hong Kong.








[bookmark: _Toc166138190]Introduction
[bookmark: _Toc165722493]The vision of The Peninsula Hong Kong emerged in 1928. It has become a one-of-a-kind landmark that is beyond compare(Peninsula.com, 2019). It is a symbol of utter luxury. They provide canonical service and always raise the bar. The company was situated in the beautiful Kowloon. The landmark features 300 top-class rooms overlooking Victoria Harbor (Aus et al., 2019). Throughout all the years of its existence, The Peninsula Hotel has established and indeed set new standards for the hospitality industry. It attracts discerning travelers both local and abroad, searching for their truly unforgettable experience within the very heart of Asia(Baron and Armstrong, 2007). The last few years have radically altered the guest’s point of view. Critical comments and internal feedback show that there is a deprivation in service quality. There is also an expiration date for customer service, which is not up to the standard. This is vital in a Hilton resort of such a rank. The consistency of service experiences damages the brand’s reputation. It decreases the guest’s satisfaction as well as the loss of financial streams (Belcourt et al., 2013). Stella Hospitality is a leading consultancy in the hospitality environment. It concentrates on uplifting the hotels and the lodges to ensure that they deliver excellent services that build lasting ties with the guests. The experienced professionals who comprise our staff have many years of accumulated expertise in the hospitality business with a truly profound knowledge of the wishes of the guests and their changing demands (Bruyère and Barrington, 2013). We also adopt the data-driven approach, using a broad set of tools such as various frameworks and methodologies to explore development opportunities and to apply strategic solutions. This plan will be based on the PESTEL and SWOT frameworks. It will help to comprehend the external environment and understand the strengths and weaknesses of The Peninsula from an in-house perspective. Political stability is an important feature of a thriving luxury tourism industry in Hong Kong(Brierley, 2006). Possible political turmoil makes the travelers to the hotels apprehensive, which in turn affects the hotel occupancy rates. Economic factors such as currency volatility, global economic environment, and inflation have an impact on guest purchasing patterns as well as their attitudes toward spending on travel(Burnes, 2014). Sustainability has become a hot topic for savvy travelers. Without a doubt, the Peninsula must prove its green thinking and tourists’ responsible values. It is also important to use the TOWS matrix as this will help in taking advantage of existing strengths and vulnerable threats that may convert into opportunities. Service quality in the competitive arena of the luxury tourism sector is the discriminator (Buttrick, 2009). Guests nowadays are no longer impressed by just delicate bedding and perfectly polished rooms. They are demanding personalized experiences, ease of communication, and acknowledgement from the house team. The effect of poor service cannot be underestimated. It can be assumed that the ripples are so big that they cause negative word of mouth, a decline in guest satisfaction scores, and a loss of market share (Bwalya and Phiri, 2014). We shall utilize our knowledge to probe deeper to identify the exact causes of the insufficiency. We will create a defined plan that we will use to address them, which will form the basis of our service quality improvement strategy. This report includes not only the assessment of the reasons for service inconsistencies but also the action plan. It provides a roadmap for the improvement activities, including concrete steps and clearly defined goals.
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Figure 1: The Peninsula Hong Kong
Source: (Peninsula.com, 2019)


[bookmark: _Toc166138191]Analysis
The Peninsula Hong Kong, which in the past was associated exclusively with incomparable service, actively deals with a major problem. The problem is customer complaints regarding a decreasing level of service. This predicament puts the hotel’s reputation, guest satisfaction, and financial performance at risk.
[bookmark: _Toc166138192]Demonstration of the problem that the hotel found
Identifying the Problem:
Negative Online Reviews: A marked increase in the number of bad reviews on review platforms such as Trip Advisor and Google Reviews is an indication that the guests are disappointed.
Internal Feedback: The spike in the number of complaints received through the guest comment cards or staff reports signifies a systemic problem.
Impact Analysis:
Bad reviews play a crucial role in the brand’s reputation. A recent study has revealed that 89% of customers read online reviews before visiting a business(Chicha and Phiri, 2024). The inconsistency in service provision leads to guest dissatisfaction, thereby resulting in reduced fulfilment scores and reduced chances of getting the guests back. Dissatisfied guests do not usually make referrals to the hotel or reserve rooms for the future, which lowers occupancy rates and revenues.

[bookmark: _Toc165827652][bookmark: _Toc165852171]Figure 2: Impact analysis of the problems
Source: Author


Potential causes
Employees could be inadequate at communicating and solving problems, or they could be culturally sensitive, causing the service to be exceptional at all times(IPMA, 1987). The efficacy of training may not conform to the transitioning guest demands or those of the latest standards and trends in the industry (CIPD, 2023). The gap between the department and management or staff can result in discrepancies in service or product delivery. The customers of the Peninsula may be accustomed to deluxe services, but the absence of technology integration might result in lower-quality services.

[bookmark: _Toc165827653][bookmark: _Toc165852172]Figure 3: Root Causes of the Problem
Source: Author
Data and Statistics to Support the Analysis:
· ReviewTrackers came out with a recent study that indicates 94% of guests take account of these reviews when planning their travels, and 22% of them are discouraged by a single negative review (II, 2022).
· Hospitality Net research proves that the correlation between service qualities is high. The effect of 1 satisfaction point growth in guest satisfaction maybe 2.2% Revenue per guest room (Jereb, 2024).
Research Methodology:
The utilization of a multi-pronged approach that would bring together guest feedback, industry-wide data, and an expert analysis may bring us a step forward from the bias in the service quality problems Cosmas and Krishnan, 2023). It will be able to give a more objective view of the situation. This analysis combines insights from various sources to provide a comprehensive picture of the situation in the Peninsula of Hong Kong:
Online Review Analysis: An analysis of the latest guest comments from websites such as TripAdvisor and Google Reviews helps to understand the visitors’ opinion about the services and what slight slips they noticed.
Industry Reports: Publications are considered credible sources of data on how service quality affects guest satisfaction and income (John Arthur Henschke, 2021).
Hotel Industry News: Such source materials as print news releases and journals provide information included in the more broad-based tendencies that are shaping the level of service quality in hotels (Johnson, 2005).
Scope of the Issue:
There seems to be an overall issue affecting several parts of the visitor experience. This is called the fall in the level of service (Kipping and Clark, 2012). Negative reviews point to departmental inconsistencies. It points to the necessity of a thorough improvement plan. A multifaceted strategy involves service audits and focused employee training (Covey, 2021). Deliberate technology integration is needed to address these issues. The Peninsula Hong Kong may regain its position as a frontrunner in the hospitality industry. It is distinguished by its outstanding customer service, by putting these steps into practice.
[bookmark: _Toc166138193]Pestle Analysis
A PESTEL analysis, which is a strategic tool for external factors identification, can help a business stay competitive and achieve its goals (Dlačić, Grbac and Lazarić, 2018). PESTEL includes Political, Economic, Social, Technological, environmental, and Legal aspects. Through scrutinizing them, enterprises are empowered to find out the reasons that can result in both risks and opportunities that can affect the surrounding environment (Drucker and Maciariello, 2015). 
	Factors
	Description 
	Possible Effect on the Quality of Services

	Political 
	1. Hong Kong’s legislative stability. 
2. The administration implements tourism and hospitality regulations.
3. Travel is impacted by international relations.
	Political upheaval may discourage foreign visitors. It will have an immediate effect on hotel occupancy and rates (Kotter, 2012).

	Economical 
	1. The stability of Hong Kong and the world economy.
2. Traveler expenditure trends are changing.
3. A robust international economy encourages development through higher travel expenditure.
	A decline in economic growth may cause the clients to try to choose budgetary options. These are why revenue is reducing and leading to a staffing level decrease. It has become an existential thing.

	Social 
	1. Guests demand personalized, tech-enabled experiences.
2. Tourism trends are changing. 
3. The requirements of guests are changing. 
4. An increasing value is placed on sustainability.
	Millennial and Gen Z passengers value experience over just any other holiday (Kumar, 2023). They are looking to get the most out of social media, such as by creating a perfect authentic shot (Liang and Chi, 2011). The resort realizes that it might have to develop new amenities like pools or spas (Mavridopoulou and O’Mahoney, 2020). These services attract customers who like these amenities. Also, the hotel may need to modify its communication strategy to meet these needs.

	Technological 
	1. Improvements in hospitality technology
2. Increases in the adoption of smartphone apps.
3. Accessibility of trained IT personnel
	Limited technology integration may seem to inhibit convenience for guests and personalized interactions (Merrilees and Herington, 2007). Incorporating systems such as mobile check-in, guest messaging, and more enhanced entertainment systems in the room. These can up the guest experience.

	Environmental 
	1. Regulations about the environment emphasize sustainable activities.
2. Customers and guests are becoming aware of the environment
3. They appreciateeco-friendly projects.
	A poor focus on eco practices can hurt the hotel’s reputation among environmentally conscious guests (Moonitz, 2016). These are among some of the current industry trends.

	Legal 
	The legal factors include:
1. Labor laws and rules.
2. Data privacy laws and rules.
3. Protection and security requirements.
	Old regulations are likely to become redundant. New policies and arrangements may need to be put in place. There are staffing services or guest service communication methods.



The resulting PESTEL analysis makes the notion that external forces might affect the quality of service from The Peninsula Hong Kong obvious. These factors might not entirely depend on management (Newton, 2019). Perceiving these factors as important would allow proactive measures against the fallouts and promotion of opportunities (Njuka and Phiri, 2021). For example, if the economic trend indicates guests may spend less, the hotel could offer targeted packages or promotions to attract guests while not compromising on service standards.
[bookmark: _Toc166138194]
SWOT Analysis
A SWOT analysis is an assessment tool for checking the good and bad points of a business (O’Mahoney, 2021). “SWOT” is the acronym of the concept “Strengths, Weaknesses, Opportunities, and Threats.” Through this analysis of strengths and weaknesses, as well as opportunities and threats, firms get rid of uncertainty about their positions within the market (Robberson, 2019). 
	Strengths
	

	
	· The Peninsula established a reputation for high standards of service and luxury living, which can still be drawn to lure and maintain customers.
· In the hotel, there must be a team of experienced personnel with a wide variety of knowledge, including the basics of the property and a broad overview of the city.
· The location of the hotel on the Kowloon Peninsula allows for gorgeous panoramic sights and provides proximity to probable tourist attractions, which is an important advertising point as well.
· The hotel offers more than just a place to stay with its suite of penthouse sets for the snooty traveler.

	Weakness 
	

	
	· Unfortunately, current evaluations indicate that service failures, inconsistent treatment received by customers, and, therefore, service weakness are highlighted as the priority challenges to be immediately faced and well addressed.
· Perhaps seeming knowledge voids or old training methods can be in play when it comes to service crackdowns.
· Alienation between the desired guest experience and the delivered guest service. Guest expectations, according to contemporary trends, are constantly evolving. Hence, a great customer experience entails satisfying these requirements (Roger et al., 2024).
· The hotel could look into using technical tools to make things easier for the guests and also give each guest an individualized experience.

	Opportunities 
	

	
	· The application of technology combinations like mobile check-in or guest messaging apps boosts convenience levels as well as personalization.
· This could be the first step to a profitable, eco-friendly hotel business.
· It is possible that by aligning experiences with the individual guest’s desired outcome, one will increase their satisfaction (Sarala, 2000).
· The programs being designed to fill in skill gaps must be the training programs that produce the best results in client services.

	Threats
	

	
	· Guests spending less could mean a big drop in revenue, which may lead to a reduction in staff working (Scheuing and Christopher, 1994).
· Often, missing flights and wondering about repayment are major concerns as travelers are afraid to come to Hong Kong. Thereby, hotel occupancy rates decline severely.
· The luxury hospitality niche, as a result of new entrants, may cause a challenge. 
· Keeping up with the growing demand for modern travel styles and customer demands remains extremely important for any tourism provider.



[bookmark: _Toc165722494]Through the SWOT analysis, The Peninsula Hong Kong’s existing position in the current marketplace is summarized. In comparison, the hotel has a positive brand reputation, highly experienced staff, and a nice location. Yet, several service quality issues have emerged, therefore posing a real threat to the business (Schreyögg, 2005). Besides that, one can use technology, customize their services, and even solve the troubles in the ecology (Shahid et al., 2018). The Peninsula Hong Kong can recognize the market opportunities and mitigate the risk with a strategic plan according to both strengths and weaknesses and hence, a great future is awaited in the very competitive luxury hospitality market.
[bookmark: _Toc166138195]TWOS Matrix
The TOWS Matrix is the specific strategic planning tool that evaluates the condition by analyzing not only internal but also external factors (Sinman, 2024). Using the SWOT analysis as a base, the manager can strategically use the strengths and weaknesses of The Peninsula Hong Kong when the constraints and benefits of the environment surrounding the brand are being considered (Sou Veasna et al., 2024). 
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[bookmark: _Toc165852173]Figure 4: TWOS Matrix
 Source: (Sinman, 2024)

This framework guides the development of actionable solutions to address service quality issues and ensure future success (Subramaniam et al., 2011).
	 (
External
)Internal
	 (
Strengths
)

1. Staff Expertise
2. Brand Reputation
3. Prime Location
4. High-End Amenities
	 (
Weakness
)

1. Inconsistency in Service Quality.
2. Inadequate Worker Training
3. Limited Technology Integration

	 (
Opportunities
)

1. Leverage Technology
2. Address Sustainability
3. Personalised Service
4. Enhance Staff Training
	 (
SO strategies
)

· Building a user-friendly mobile application for registration, ordering dinner services, and communicating with the guests and the hotel personnel.
· Introducing in-room technology such as digital assistants or the digital concierge into the room is one of them.
	 (
WO strategies
)

· Providing a feedback guest survey within the mobile App will be crucial for the company to know the changes in the traveler’sexpectations.
· Allocating the environmental improvements to unnecessary amenities and operation practices to attract eco-friendly tourists.

	 (
Threats
)

1. Economic Downturn
2. Political Instability
3. Competitors 
4. Changing Guest Expectations
	 (
ST strategies
)

· The qualified staff that has to take the increased competition as a buffer is the hotel’s experienced staff.
· They need to have targeted training programs to enhance the quality of service provision. 
· Another area that cannot be forgotten is the strategic position, which can also be enhanced during the political instability to attract guests who are seeking a secure and favored environment.
	 (
WT strategies
)

· To adequately counter a potential downturn in the economy is closely linked with delivering consistent service because guests become pickier with spending less. 
· This might result in a gap between guests’ expectations and their offerings.
· Thus it requires bridging it and maintaining their hotel relevance in the transforming hospitality industry.



[bookmark: _Toc166138196]Recommendations and Change Management
[bookmark: _Toc166138197]Recommendations
The Peninsula Hong Kong can solve the service complications with these recommendations. They can improve guest experiences. This hotel stands up at the top of luxury hospitality. The proposed strategies for this transition plan make sure that it runs smoothly and that staff buy into them (The Ritz, 2023). Monitoring the impact and success of these successive phases will be very instrumental in fostering learning and continually improving effectiveness (UK HRM, 2020).
1. Targeted Staff Training Programs:
Scope & Scale: At this point, they need to emphasize the development of communication skills, cultural sensitivity, and luxury service. These training systems must adjust to the special circumstances and demands of each division.
Implementation:
· Align our collaborative training modules with department heads to incorporate relevance.
· Provide classes that readers do not cause the company extra downtime.
· Build on the combination of classroom instruction, mock-up talks, and practical simulations using guest interaction.
· Training can be improved by the introduction of e-learning modules or collaboration with local hospitality schools for on-site practical’s (Wales, 2024). It is lamentable that most of the time, these techniques are cheaper than regular training methods (Whittington and Molloy, 2005).
2. Technology Integration:
Scope & Scale: Utilize technology contrivances to increase guest service and make the experience individualized. The new standard is an Internet smartphone application for communicating, ordering hospitality services, and visitor check-in(Whittington et al., 2020). For those who desire to escape the high touch, there are in-room technologies such as voice-activated assistants or digital concierge services.
Implementation:
· The company is supposed to exhaustively research and pick out trustworthy technological solutions that are user-friendly.
· Cooperate with a well-known IT vendor to help during installation and training. They can use our AI to write for them about any topic.
· They need to develop a detailed data protection policy to safeguard their guests’ information.
· The scale of the proposed recommendations will depend on the size and the level of the financial resources within The Peninsula of Hong Kong. A major hotel with a large number of guests paying their bills can purchase a broader spectrum of technology systems than a smaller property (Wilkins et al., 2007).
· We need to think about the gradual implementation of technology solutions instead of an all-out transformation. We can begin with elements that provide the greatest benefit for customers. It involves scaling up, which cuts down on the costs and initial investments, too.
· Utilizing the existing infrastructure is the most recommended way to go ahead. The question here, perhaps, is how advanced an internal messaging system for guest communication should be before rolling out a full-scale digital concierge.
3. Guest Feedback Loop:
Scope & Scale: Create a protocol for capturing, analyzing, and taking action on guest comments.
Implementation:
· Incorporate guest feedback surveys into the App or utilize online review websites.
· Train the staff on proficiently gathering and responding to guest feedback, both positive and negative.
· Design a system to take care of regularly voiced problems by guests and make the necessary changes.
· We suggest arranging priorities in terms of efficiency by focusing on the cost-to-impact ratio. With this approach, the impact for the most benefited is guaranteed.
· The effect of applied renewals will be traced through guest satisfaction metrics, staff engagement surveys, and operational reviews (ONS, 2022).
· The ROI measurement will demonstrate the financial benefits of the changes and make sense of their continuation or fine-tuning by directing the resources to be spent efficiently (Fernando, 2023).
[bookmark: _Toc166138198]Costs for implementation:
By considering the rule of cost-effectiveness, scalability of the solutions to the size of the hotel, and return on investment, service quality of The Peninsula Hong Kong can be substantially enhanced without necessarily hurting the financial side. Employing those strategies should form an affordable campaign.
· Depending on the number of staff and the program’s versatility, costs will be different (Fineer, 2022). Think about allocating funds for the utilization of trainers from outside or an online training module. It can be assumed that there will be a range of 10,000 - 25,000 dead programmers for each program.
· The costs, however, will be on the developed platform and its unique features. Set aside a budget for licensing compensation, installation, and continuous management. Make provision for a period of between $50,000 and $100,000 for initial implementation to happen.
· The costs are minimal and involve due diligence like staff training and potential integration of the software with existing systems (GoAudits, 2022). Budget $2,000 - $5,000 allowance for initial startup costs.
[bookmark: _Toc166138199]Impact & Measurement
· The company can track the customer satisfaction ratings and the appraisal from the staff that have gone through the training after the training.
· They need to find out how many downloads the track is getting and how frequently the track is used. The Peninsula needs to keep track of guest satisfaction feedback as regards new technologies.
· They need to measure the number and kinds of guest feedback received. Monitor guests’ satisfaction scores to see how well the company has been meeting their needs.
· The techniques for measuring that have been described will yield information that may be used to monitor development, show that the modifications that have been made have been successful, and guide additional approach optimization.
[bookmark: _Toc166138200]Benefits
· These strategies will help to enhance the guest experience. Personalized user interactions, consistent services, and convenient technology will improve the customer experience (Hospitality soften, 2021).
· Guest satisfaction will also increase by following. Answering questions or exceeding expectations will lead to higher feedback scores and positive reviews online.
· These will also help to improve Staff Morale. Effective training, open communication, and appreciation schemes will increase the morale and engagement of staff.
· These will enhance brand reputation. It will offer excellent service and reinforce the brand prestige of The Peninsula as a luxury operator.
· These will also help to Increase revenue. Word-of-mouth, positive reviews, and high occupancy rates can raise more income.
[bookmark: _Toc166138201]Change Management
Change management models are the tools that are used to align organizations for periods of transition (Kotter, 2014). These frameworks provide a strategic path to organizing new approaches to any process, technology, or culture and doing so in a manner that removes disruption while almost guaranteeing success. One simple yet effective model is Kotter’s 8-Step Change Model, which stresses the importance of creating a perception of urgency and establishing a clear vision for what we intend to achieve(Kotter and Whitehead, 2010). 
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[bookmark: _Toc165852174]Figure 5: KOTTER’S 8-STEP MODEL
Source: (Kotter, 2014)
It emphasizes the necessity of building on the original strategy, creating anchor points to fortify the cultural shift, and acknowledging little victories along the road to maintain momentum (Ali et al., 2021). The Kotter model enables firms to transform effectively and realize their full potential with the help of these steps. 
	[bookmark: _Toc165722495]
Kotter’s 8-step change management model

	1. Establish a Sense of Urgency
	· Demonstrate obvious customer dissatisfaction with a self-evident decrease in satisfaction scores, disadvantageous online reviews, and revenue loss as a result of service irregularities.
· Highlighting Section The Peninsula’s performance with industry leaders will best describe the need for improvement.
· Among the prominent factors for service inconsistency is the inability of staff to use contemporary practices and the efficiency of staff in some areas due to skill gaps.

	2. Create a Guiding Coalition
	· Form teams made of senior management members, department heads, and people representatives who are goal-oriented and service excellence-oriented.
· Entrust this team with the role of promoting the change and addressing it at different levels of employees.

	3. Form a Powerful Vision
	· Simplify the mission of The Peninsula Hong Kong brand as the number one luxury hotel offering smart service with a personal touch.
· Put into focus the moment of defying guests’ expectations and making memorable trips for every single guest.

	4. Communicate the Vision
	· Consider different channels of communication in a bid to ensure that the vision is properly spread and well understood. Such a program could be done by holding town hall meetings, department briefings, internal e-newsletters, leaflets, and placards.
· Facilitate open conversation and answer employee queries to allay all fears. 

	5. Empower Broad-Based Action
	· Introduce purposeful staff development centers that concentrate on conversation adeptness, cultural sensitivity, and luxury service tactics. Indicate to the staff with the required information and competence to offer the conceived service.
· The task of quality improvement pilot projects may be assigned to departmental heads, and thus, they have the authority to make important decisions independently.

	6. Generate Short-Term Wins
	· The process is never easy, but the celebration of early successes and milestones is lit by the light at the end of the tunnel(Zhang, 2019), for this purpose, a staff award can be declared, which could be for the staff that shows the best performance or mentions positive customer feedback.
· Note progress and continue to move towards the end goal by disseminating stories of successes and showing the influence of the change.

	7. Reinforce the Change
	· Redesign programs after the appraisal of attendees as well as continued needs. More examples and explanations can be found on our Instruction page.
· Timely assessment of progress against the target service quality vision and having an adaptable strategy.
· Propagate a culture of ever-improvement where the staff regularly seeks feedback and suggestions for further enhancement.

	8. Make it stick
	· Integrate the newly established service standards into performance appraisals and employee recognition programs.
· Hire new staff aligned with the service excellence vision and provide ongoing coaching to reinforce desired behaviors.
· Celebrate the hotel’s reputation for exceptional service and leverage it as a key differentiator in the competitive landscape.



The Peninsula Hong Kong possesses the power to ensure that is no longer seen as a hotel with service quality inconsistencies and instead has a guest-oriented culture that positions it as a five-star hotel. Kotter’s 8-Step Change Model guides change leadership, strengthens staff participation, and safeguards the durability of the implemented modifications through its sequential structure (ACAS, 2023).

[bookmark: _Toc166138202]Action Plan
The action plan is a facilitated guide on how to convert an objective into steps that can be quantified (Ford et al., 2011). This is a step-by-step process of the issues the company confronts, offers possible ways to address them, and finalizes the expected outcomes. For The Peninsula Hong Kong, the strategic plan will look into areas such as service hits, e.g. possible service delivery or not enough guest feedback. It can then give recommendations such as staff training or incorporating a mobile app in the solution (Gert Noordzij, 2014). To avoid delays and cost overruns in implementation, a timeline would be put together with the estimated costs of different milestones toward an effective allocation of resources (Fisman and Sullivan, 2014). This combined facilitates The Peninsula Hong Kong to act on the changes actively to keep up the speed and finally accomplish the goal of excellent service.
	No
	Problems
	Solutions
	Desired outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Variable Level of Service
	Design focused programs for building museum staff communication competence, cultural understanding, and heritage servicing traditions.
Devise direction protocols and explicitly explain them to all departments.
	Boosting the guest satisfaction scores by delivering skilled and consistent service via customer-oriented interactions.
Guest complaints were drastically minimized and service recovery was added to their metrics.
	6 months
	June 30th 2025
	$50,000 for Training programs & materials.

	2
	Technology-Integral Gap
	Introduce mobile application to run operation aspects such as check-in, room service ordering, and guest interaction.
 Examine utilizing In-room technology like voice-activated assistants or digital concierge services.
	Adding to the traditional level of guest convenience and the subjectivity of the service quality through the features of the mobile App. Staff efficiency enhancement and proceeding with guest interactions in a better way.
	9 Months 
	September 30, 2025
	$100,000 for Mobile app development & integration

	3
	Insufficient Feedback Mechanisms for Guests
	Transform guest feedback surveys into app solutions and online review platforms smoothly. Educate the employees to confidently deal with feedback from guests positively and negatively.
	Regular guest surveys and monitoring of guest experiences to understand evolving guest needs and expectations. Increased capacity to identify and resolve guests’ worries and develop improvement measures across departments.
	3 months 
	March 31, 2025,	
	$5000 for Software integration & staff training

	4
	Discrepancy Between Staff & Visitor Viewpoints
	Use the results of guest surveys to see how expectations are changing over time. Deliver frequent reports, including guests’ positive feedback comments and employees’ feedback trends, which can serve as a guide to improving service.
	The tourist information centers cater to the interest of tourists by bridging the gap between expected service and delivery(IES, 2022). By familiarizing staff with guests’ needs as well as with the part they play in guest satisfaction, the hotel brand can improve its customer service standards.
	Ongoing Process
	Continual Training
	$15000-$75000


[bookmark: _Toc165722496]
[bookmark: _Toc166138203]Conclusion
[bookmark: _Toc165722497]In a nutshell, our detailed evaluation of the quality of service at The Peninsula Hong Kong discovered areas that require improvements. This set of recommendations has been put together, and a strategy that effectively addresses the change management process has been developed. The major factors that were found to be holding the smooth flow of service delivery, limited technology integration, and a lack of strong guest feedback mechanisms were identified as key constraints that were affecting the guest experience. It is proposed that a multi-carrier strategy be adopted to address this situation. Firstly, organizing specific training programs for staff on communication skills, cultural sensitivity, and luxury standards can be an option for them to learn the desired knowledge and skills to always ensure top-quality service. In addition to that, our technological solutions will cover a user-friendly mobile app, and those in-room features can allow guests to not just be more convenient but also feel their experience is personalized. Lastly, the creation of a data capture system that collects, analyses, and responds effectively to guest feedback will help pinpoint areas to enhance the experience as time goes by. Kotter’s model contains 8 action items for banking employees to promote change and buy-in. Our change strategy meets these criteria. This model focuses on creating an illusion of urgency, having a powerful vision, and having a group as a coalition, hence helping communicate it strongly to employees. Periodically ascertaining the effects of the changes through guest satisfaction surveys, operational audits, and staff engagement surveys would be the key to the evaluation of the performance and modification of the approach. We now believe that if we implement those suggestions along with the suggested change management strategy, The Peninsula Hong Kong could effectively overcome the problem of service quality inconsistencies. Such steps would result in a more positive guest experience, higher employee motivation levels, and an increased reputation of the brand in the highly competitive luxury hospitality industry as being the industry’s leading provider in client service. As a result, The Peninsula Hong Kong is better prepared to handle service irregularities and improve visitor satisfaction thanks to this report’s practical suggestions and adaptability strategy. They will remain a leader in opulent hospitality if they put these methods into practice. Lastly, we would like to express our sincere gratitude to The Peninsula Hong Kong for allowing us to be the business of their joint venture. Effective communication is something we value, and sharing knowledge is essential to our effective approaches. We do not doubt that this partnership will have a significant impact in the future as we continue to provide our clients with unmatched hospitality.
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