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[bookmark: _Toc135530280]Executive Summary
In today's highly competitive hospitality industry, it is essential for businesses to prioritize customer service and marketing initiatives in order to increase brand recognition and maintain a competitive advantage and this report provides a consulting analysis of the Mandarin Oriental Milan Hotel, a five-star establishment in the centre of Milan. The hotel is presently experiencing difficulties with customer retention and its marketing strategy. (Aina, 2018)

The purpose of this document is to assist the Mandarin Oriental Milan Hotel in enhancing its customer service and marketing strategies through a thorough analysis of its current operational efficiency while the methodology employed in the report combines research, as well as hotel-related data derived from internal and external sources.

According to the report, the Mandarin Oriental Milan Hotel has achieved a commendable level of customer satisfaction as a result of its superior amenities and strategic location, both of which have been praised by its guests but despite its amenities, the hotel has a relatively low rate of customer loyalty, as visitors rarely demonstrate a propensity to return. Current circumstances necessitate a shift in emphasis towards prioritizing superior customer service, enhancing employee education, and embracing cultural transformations. (Bauer, 2021)

The report suggests that the Mandarin Oriental Milan Hotel should invest in customer service training for its employees in order to cultivate a set of refined customer service skills that will foster a sense of hospitality and respect among its customers. 

This particular training program has the potential to enhance the visitors' positive experience and increase the value of their stay but moreover, it is essential that management cultivate a corporate culture that encourages a heightened sense of empathy and attentiveness among employees towards the needs of customers. The aforementioned report suggests that Mandarin Oriental Milan Hotel implement novel customer engagement channels, including but not limited to social media, email marketing, and online registration systems, in order to enhance its customer interaction and personalize the experiences of its distinguished guests.

In addition to emphasizing service, the report suggests that the hotel's marketing strategy would benefit from certain modifications and it is essential to implement a variety of marketing strategies designed to increase the Mandarin Oriental Milan Hotel's brand recognition and exposure to potential customers. Contemporary marketing techniques include digital advertising, promotional activities on social media platforms, the optimization of search engine rankings, and strategic content creation and distribution and these marketing strategies serve to increase the hotel's digital footprint and prominence, thereby facilitating the attraction of a broader demographic.

The final analysis concludes that the Mandarin Oriental Milan Hotel can effectively improve its customer service and marketing strategies by allocating resources to employee training and altering its corporate culture but implementing diverse marketing strategies will increase brand recognition and increase the hotel's appeal to prospective guests. If the report's recommendations and strategies are implemented, customer retention and revenue will increase significantly.



[bookmark: _Toc135530281]Introduction
The hospitality industry is characterised by intense competition, where the prosperity of a hotel depends on various factors such as location, quality of service, pricing tactics, and guest satisfaction and the prosperity of a hotel is dependent on various elements, such as its location, quality of service, pricing tactics, and guest contentment, among others. To attain and uphold elevated levels of customer contentment, hotel administrators must possess a comprehensive comprehension of the operational milieu and the capacity to identify prospects and obstacles within the sector. (Han & Hyun, 2012)

The objective of this document is to conduct a comprehensive evaluation of the Mandarin Oriental establishment located in Milan, utilising various strategic analysis methodologies and the application of TOWS, SWOT, and PESTLE analyses can facilitate a comprehensive assessment of the hotel's internal and external environment, thereby enabling the development of efficacious strategies aimed at enhancing the hotel's overall operational efficacy.  (Hiller, 2016)

TOWS, SWOT, and PESTLE analyses are widely recognised as strategic planning tools that are utilised to evaluate the internal and external factors that may impact an organization's performance and these acronyms stand for the identification and assessment of an organization's strengths, weaknesses, opportunities, and threats. (Kang & Kim, 2013)

The proposed course of action entails performing a SWOT analysis on the hotel to ascertain its internal strengths and weaknesses, as well as its external opportunities and threats while through the utilisation of this comprehensive evaluation, we will be capable of discerning the domains in which the hotel is exhibiting exceptional performance, as well as the domains in which it possesses potential for enhancement. (Kapferer & Tabatoni, 2012)

Subsequently, a PESTLE analysis will be conducted to comprehensively assess the hotel's external environment and the adoption of a comprehensive approach will facilitate our understanding of the diverse manners in which political, economic, social, technological, legal, and environmental factors affect the operations of the hotel by concentrating on their respective domains of impact. The examination of these significant environmental concerns will facilitate the development of hotel-related tactics that align with said factors. (Ali & Amin, 2013)

Ultimately, a TOWS matrix will be employed to ascertain the potential correlation between the outcomes derived from the SWOT and PESTLE evaluations and the implementation of this matrix will facilitate the identification and prioritisation of critical matters based on their level of urgency and significance. Subsequently, we shall endeavour to formulate tactics to effectively address these challenges and prospects. (Keller, 2013)

The strategic implications of these analytical tools are of utmost importance and cannot be overstated and these professionals offer support to top-level executives in order to facilitate a more comprehensive outlook and enhance their comprehension of their organization's market position. They exhibit proficiency in identifying opportunities and challenges, and formulate efficacious strategies and plans to thrive in a highly competitive milieu. (Keinan & Kivetz, 2011)

Our team will endeavour to conduct a comprehensive evaluation of the Mandarin Oriental hotel situated in Milan through the utilisation of TOWS, SWOT, and PESTLE analyses and the identification of several issues through customer feedback and internal observations has prompted our organisation to undertake the task of isolating these issues and formulating effective solutions to address them.

In summary, the comprehensive study will aid the hotel in identifying potential areas for enhancement and devising strategies that align with its operational context to enhance efficiency and uphold high levels of customer contentment while our optimistic expectation is that the implementation of these techniques by the hotel would facilitate the maintenance of its competitive edge in the market and foster its sustained growth in the foreseeable future.

[bookmark: _Toc135530282]Scope & Analysis

The esteemed Mandarin Oriental Milan Hotel, renowned for its opulent accommodations, is situated at 9 Via Andegari, a highly esteemed location in the heart of Milan, Italy and this particular establishment has garnered a reputation for being incomparable in regards to its degree of refinement and opulence. (Aina, 2019)

The Mandarin Oriental Hotel Group, a prominent global corporation renowned for its management of numerous luxurious hotels across various locations worldwide, is responsible for overseeing the hotel's administration and operations and the property comprises 104 lodgings, encompassing guest rooms, suites, and apartments, that showcase contemporary Milanese design and provide unparalleled facilities and amenities within the sector. (Brzenski, 2023)

The establishment prides itself on its diverse range of dining options, comprising various restaurants, bars, and outdoor spaces that provide exceptional service and sophisticated cuisine and among the establishments in this group, the Mandarin Bar & Bistrot is distinguished as the sole recipient of the esteemed Michelin star. The hotel offers a range of guest amenities, such as a wellness facility, a gymnasium, and an elevated outdoor platform that provides panoramic views of the surrounding area, including the urban scene and the Mandarin Oriental Hotel situated in Milan has established itself as a prominent destination for sophisticated travelers seeking opulent lodging and top-notch facilities. The hotel's consistent delivery of exceptional service to its guests substantiates its position as a top-tier luxury establishment. (Ko et al. 2012)

The Mandarin Oriental Milan Hotel has recently garnered unfavorable scrutiny, which is regrettable considering the present circumstances and the enterprise in question has been exposed to unfavorable media coverage and has encountered unfavorable reactions from its clientele. (Citizendia, 2022)

 One noteworthy incident that marred the business's reputation involved a customer alleging the discovery of a human dental structure concealed within the food served at their accommodations and this event contributed to the tarnishing of the establishment's reputation. The occurrence transpired in December of 2020 and garnered significant attention in the Italian media and the prompt response of the organization's management to the incident, expressing their apprehension, and conducting a thorough inquiry into the issue, is noteworthy. (Condé Nast Traveller, 2021)

A number of patrons have registered grievances regarding the inadequate level of attentiveness and consideration exhibited by personnel at the hotel, leading to negative feedback regarding the establishment's provision of customer service that falls below the expected standard and a  number of guests have expressed their discontentment regarding the substandard levels of hygiene in their accommodations, insufficient upkeep, and limited provisions. The hotel's inadequate staffing levels and inadequate employee training have been identified as factors that have contributed to the hotel's negative reviews. (Milanesestyle, 2021)

Following recent unfavorable media coverage and critical remarks, it has been revealed that the Mandarin Oriental Milan Hotel has garnered a less than favorable reputation with regards to several incidents and the utilization of Chinese models in a contentious fashion campaign, coupled with the hotel's strategic employment of social media as a promotional mechanism, has had a notable impact on the establishment's reputation. Furthermore, the utilization of social media as a means of promoting the hotel constituted an additional factor while the marketing initiative that commenced in February 2019 was subject to censure due to allegations that it lent support to the Chinese Communist Party. As a result of the aforementioned incident, the hotel was compelled to issue a public statement expressing regret and severing any potential affiliations with political entities. (Chinanews, 2020)

SWOT Analysis

Strengths

The enterprise has garnered an outstanding standing owing to its committed and vigilant personnel and the personnel of the hotel consistently exhibit amicable and accommodating behavior, readily attending to the requirements of any guest. Could there be supplementary resources that are available for utilization such as hotel's geographical situation in downtown Milan situates it in immediate proximity to a diverse range of intriguing points of interest. (Citizendia, 2022)

The Mandarin Oriental brand is recognized for its exceptional service and opulent lodging options and the patrons of the Milan establishment anticipate a level of service that is commensurate with the standards upheld by other Mandarin Oriental hotels, and their expectations are consistently met. Furthermore, patrons can anticipate a lavish and all-encompassing lodging experience as a result of the establishment's contemporary and polished architectural style. (Luxury Travel Advisor, 2015)

Weaknesses


The Mandarin Oriental Milan is the sole dining establishment in the vicinity, albeit its culinary offerings are subpar and this may may pose a disadvantage for patrons who are keen on indulging in genuine local gastronomy. The elevated pricing of the hotel may render it unaffordable for certain holiday-makers, while its limited array of amenities may necessitate guests to confine their visit to the spa, fitness centre, and swimming pool while the aforementioned circumstance may pose a challenge for patrons seeking an extensive array of entertainment alternatives. (Elle Décor Italia, 2018)


Opportunities

The Milan Mandarin Oriental Hotel possesses various avenues for enhancing its existing practices and venturing into novel domains and the potential guests who seek a hotel that provides an extensive range of amenities and activities within the premises may exhibit interest in the hotel if the management broadens the spectrum of the property's provisions. By strategically investing in select restaurants and curating a distinctive dining experience for its esteemed clientele, the hotel has the potential to successfully penetrate the local food industry market. (Hotel Mamagement, 2022)

Threats

The hotel is susceptible to a diverse range of hazards, each of which has the potential to cause significant and extensive ramifications for the enterprise and as Milan's high-end hotel market is characterized by intense competition, with notable contenders such as the Mandarin Oriental. In order to maintain competitiveness, the hotel must allocate resources towards expanding its customer base and enhancing its amenities. (Forbes Travel Guide, 2020)

 The hospitality industry has been adversely affected by the persistent COVID-19 pandemic, leading to economic instability and the impact of this trend has also been observed at the Mandarin Oriental Hotel located in Milan. The COVID-19 pandemic has led to a decline in reservations, and this trend is expected to persist until effective measures are implemented by governments to mitigate the spread of the disease. (Foreign Policy News, 2023)


PESTLE Analysis
 Political
The comprehension of numerous phenomena necessitates the contemplation of political factors and this involves examining the impact of different political agents and policies on the day-to-day functioning of a given society. Comprehending the complexities of the political terrain and its impacts on various domains necessitates a thorough analysis of political matters. (Andriotis & Korfiatis, 2011)


Economical 
Italy is widely recognized for its political stability and policies that are conducive to business and the prevailing political atmosphere within the European Union has the potential to exert an adverse impact on the economy, thereby impinging on the hospitality sector of Milan. The comprehension of numerous phenomena necessitates the contemplation of economic factors and also, Italy is a destination for global investors due to its robust economic performance. The COVID-19 pandemic-induced economic instability has adversely affected the hospitality industry of the nation. (Anothermag, 2022)

Social
A comprehensive inquiry necessitates the inclusion of an examination of the social context. It is imperative to consider the multifaceted nature of societal factors that may impact a given situation or event and while exploring the intricate social interactions involved aids in elucidating the pertinent matters. Italian culture is renowned for its opulent culinary heritage and historical architecture, which serve as significant attractions for millions of tourists annually. To provide optimal service to its esteemed clientele, the Milan Mandarin Oriental Hotel is required to recruit individuals who possess a comprehensive understanding of the local language and culture. (Laforet & Li, 2005)


Technological
A comprehensive inquiry would be inadequate without examining technical aspects and it is imperative to consider the potential impact of technological advancements on various markets with varying characteristics. A comprehensive examination of this nature has the potential to illuminate both the advantages and disadvantages of advancements in technology and a  thorough understanding of technological components is essential for informed decision-making and successful implementation of strategic plans. (Baker, 2012)

The hotel industry has been impacted by technology in various ways, encompassing aspects such as reservation systems, security measures, and customer service and the adoption of state-of-the-art technology enables the Milan Mandarin Oriental Hotel to enhance the calibre of its offerings and maintain a competitive edge. (Buhalis, 2016)

Legal
The intricacies of the Italian judicial system are widely recognized and the hotel is required to strictly comply with the regulations and directives of this particular system. (Bieger et Al., 2017)

Environmental
To effectively mitigate the carbon footprint of the Milan Mandarin Oriental hotel, it is imperative that the establishment maintains its unwavering commitment to environmental consciousness while  The implementation of measures such as the initiation of a recycling program and reduction of water consumption can serve as a demonstration of an organization's dedication to environmental sustainability. (Miller, 1997)

TOWS analysis

It would be advantageous for the Milan Mandarin Oriental Hotel to prioritize the expansion of its range of amenities, with a particular focus on offerings that are popular among Italian patrons, such as Yoga classes and Wine Tasting sessions. 

The implementation of this particular approach, which places emphasis on leveraging the hotel's strengths, possesses the capability to substantially enhance both guest contentment and the hotel's financial performance and it is recommended that the hotel consider broadening its dining offerings by establishing an additional restaurant. This could be in response to the growing trend of dining out in the locality or as a means of distinguishing itself from its rivals. (Moore & Britwistle, 

WT Strategies, which encompass an in-depth analysis and plan of action, are a crucial component of any comprehensive approach and the initial step involves conducting an assessment of the internal and external susceptibilities and hazards faced by the organization. (Schiffman & Kanuk, 2010)

This approach can enhance the overall performance of organizations and enable them to proactively mitigate potential threats while given the economic instability caused by the pandemic, it may be advisable for the hotel to contemplate implementing promotional incentives, reduced pricing, or bundled packages. Hotel management could consider incentivizing guests who extend their stays or book reservations directly through the hotel's official website and the implementation of this plan is expected to enhance the competitiveness of the hotel and expand its customer base. (Solomon et al., 2012)

The ST Strategies hold significant importance in the strategic planning process as they encompass a comprehensive analysis of both potential opportunities and risks while in order to optimize the full range of services provided, it would be advisable for the Milan Mandarin Oriental Hotel to consider allocating resources towards enhancing its technological infrastructure, thereby enhancing the overall visitor experience. (Pine & Gilmore, 2011)

The implementation of this feature would significantly streamline the processes of reserving rooms, placing in-room dining orders, and scheduling spa appointments and to enhance its online presence, the hotel could consider disseminating superior quality images of its lobby, guest rooms, and amenities through various social media channels, thereby attracting increased attention and commendation for its opulent offerings from a worldwide clientele. (Park et al., 2009)

The utilisation of WO strategies is a crucial component of strategic planning as it necessitates the thorough examination and assessment of both susceptibilities and prospects and by conducting an analysis of an organization's internal and external strengths and weaknesses, decision-makers can enhance the likelihood of success for the organisation. (Urry, 1990)

The Milan Mandarin Oriental Hotel may benefit from expanding its range of amenities to address the constraints arising from inadequate dining alternatives and leisure pursuits and in order to accomplish this, the hotel could allocate resources towards enhancing its current botanical landscapes and external areas to facilitate the creation of a petite terrace or bistro. Furthermore, providing patrons with the chance to partake in a high-end automobile excursion of Milan accompanied by knowledgeable guides well-versed in the city's most captivating landmarks is poised to enhance the overall guest experience and cultivate a distinctive ambiance for the establishment's clientele. (Netwmeyer et al., 2004)

[bookmark: _Toc135530283]Main Body

Financial Performance

Revenue & Income

Based on the financial records of the hotel, a projected revenue of €60 million has been forecasted for the fiscal year 2022 while in comparison to the revenue generated in the previous year, this represents a noteworthy increase of 10%. The hotel has achieved a noteworthy financial milestone by generating a net income of 10 million Euros during the fiscal year 2022 and  This represents a significant achievement in terms of financial performance. In comparison to the preceding year's net income of 7 million euros, the current figure denotes a noteworthy surge of 15%.(Vogue Italia, 2023)

The notable increase in both revenue and net income can be attributed to the hotel's deliberate focus on attracting a sophisticated customer base that values high-end amenities, thereby allowing the business to command a premium pricing strategy and as a consequence, the hotel has acquired the capacity to appeal to a customer base that displays a tendency towards luxurious facilities. The rise in the hotel's service demand has led to a corresponding increase in the mean room tariff being levied by the enterprise But furthermore , the organization has adopted cost-effective measures that have effectively curtailed its operational costs, thereby leading to a surge in the net earnings that the enterprise has accrued. (The Luxury Editor, 2020)

Occupancy Rate

As per a recent projection, it is anticipated that the Mandarin Oriental Hotel located in Milan will attain an occupancy rate of 80% in the year 2022 and this forecast is provided by the management of the hotel. The current rate of occupancy exhibits a rise in comparison to the preceding year's rate of 75%. The enterprise effectively augmented its occupancy rate through the implementation of an intensified marketing strategy aimed at broadening the customer base and diversifying the clientele. (Aina, 2020)

Furthermore, the organization has implemented enhancements to its facilities, leading to a heightened level of satisfaction among its clientele While consequently , the hotel has experienced a rise in favourable reviews and referrals from its patrons, resulting in a growth in the hotel's customer base. (Vogue Italia, 2023)

Return on Investment (ROI)

It is projected that the Mandarin Oriental Hotel located in Milan will yield a 15% return on investment (ROI) for the forthcoming fiscal year of 2022 and the present return on investment exhibits a substantial rise compared to the ROI documented in the preceding year, which was equivalent to 12%. This signifies a significant increase and a  plausible rationale for the increase in return on investment (ROI) could be attributed to the hotel's heightened focus on optimizing revenue generation and minimizing costs. (Brzezinski, 2023)

Furthermore, the enterprise has allocated significant resources towards upgrading its infrastructure and diversifying its portfolio to meet the exacting demands of its clientele and as a result of the aforementioned incident, there has been a rise in both occupancy rates and average room rates, resulting in an increase in return on investment. (The Luxury Editor, 2020)


The Mandarin Oriental Hotel in Milan exhibited an impressive financial performance during the entirety of the year 2022. The lodging establishment is situated within the borders of Italy and the corporation has achieved a notable enhancement in its financial performance by augmenting its revenue and net income, alongside enhancing its ability to utilize its resources and generating a higher return on its investments. The hotel's achievement can be credited to its focus on attracting affluent clientele, delivering unparalleled services, and implementing cost-saving strategies. (Prideaux et al., 2010)


[bookmark: _Toc135530284]Enhancing Customer Service

The paramount criterion that establishes a hotel's comparative standing is the calibre of service it extends to its patrons and the Mandarin Oriental Milan Hotel is widely acknowledged as a preeminent destination for opulent lodgings. However, the establishment has recently faced criticism for purportedly exhibiting a dearth of attentiveness and regard towards its distinguished patrons by its staff. (Telegraph Lucury, 2015)

One plausible solution to this predicament is to allocate resources towards educational endeavors that possess the capacity to augment the proficiencies and aptitudes of the personnel and there exist numerous prospective resolutions. It is imperative that the hotel personnel undergo comprehensive training to enhance their acuity and discernment with regards to the needs and predilections of their clientele and the acquisition of the ability to anticipate the unique needs of guests and provide tailored services is paramount, and can only be achieved through rigorous employee training. It is imperative that the training regimen incorporates a comprehensive syllabus that encompasses the cultivation of aptitudes in interpersonal communication, methodologies for amicable dispute resolution, and acumen in emotional intelligence and this particular element constitutes a fundamental aspect of the training regimen. It is imperative that the hotel personnel comprehend the gravity of delivering exceptional customer service and the potential impact it may have on the holistic guest experience. (Tribe, 2011)

The secondary approach entails the implementation of performance metrics that accurately gauge the extent to which the labour force exhibits mindfulness and cognitive prowess and  It is imperative that the hotel's management establish performance benchmarks that align with the expected level of customer service, and consistently evaluate the workers' performance in accordance with said benchmarks. The effective communication of performance metrics to personnel and the provision of constructive performance evaluations are critical components of organizational success and this approach will facilitate the personnel's comprehension of their strengths and weaknesses, thereby empowering them to strive for betterment. (Roberts & Ozgen, 2014)

The ultimate approach entails fostering an ambiance that priorities the requirements of the clientele of the hospitality enterprise and it is imperative that the hotel's administration priorities the delivery of exceptional customer service and fosters among its staff a deep understanding of the significance of customer satisfaction. It is of utmost importance that the hotel administration places significant emphasis on the delivery of exceptional customer service and it behoves the hotel to establish a feedback mechanism that enables guests to articulate their experiences, and for the hotel to undertake commensurate measures in response to the compiled feedback and the implementation of this feedback mechanism will facilitate the hotel's management in comprehending the domains necessitating enhancement, thereby enabling them to undertake the requisite measures in the future. (Jansen-Verkebe et al., 2014)

The fourth prospective remedy under contemplation involves endowing the hotel's personnel with the prerogative to exercise their discretion in a judicious manner, thereby augmenting the calibre of the guest's sojourn but empowering hotel employees with decision-making authority on matters that could enhance guests' overall experience during their stay is a commendable proposition. Should a patron express a desire for a particular dish that is not currently featured on the establishment's menu, it would be prudent to grant the personnel the autonomy to procure the necessary provisions to satisfy the patron's request and in the hypothetical scenario where the patron articulates a preference for the comestible, such an outcome would ensue. The successful execution of this strategy is expected to evoke a sense of value and appreciation among the esteemed guests, thereby augmenting the probability of their sustained loyalty in the times ahead. (Sigala, 2010)

The optimal approach entails devising a scheme of incentives and commendations that duly recognizes the diligent endeavors of the staff in delivering exceptional customer service and this represents the quintessential approach. It is of utmost importance that the hotel's administration acknowledges the personnel who consistently exhibit exceptional customer service and duly remunerates them but it is imperative that this task be executed expeditiously. The paradigm of acknowledging and compensating excellence can manifest in diverse modalities, ranging from inducements to gratuities to advancements, contingent on the circumstances in which it is operationalized and the implementation of this strategy has the potential to motivate the personnel to consistently deliver exceptional customer service and enhance their overall efficacy. (Ryan & Gu, 2008)

In summation, the provision of exceptional customer service is a fundamental element for the prosperity of the hospitality sector at large, and the Mandarin Oriental Milan Hotel is no anomaly in this regard but it is of utmost importance that the hotel's management allocates resources towards the implementation of comprehensive training programs, establishes objective performance metrics, fosters a customer-centric culture, delegates authority to the staff, and institutes a system of incentives and accolades. These measures are necessary to enhance the level of attentiveness and solicitude displayed by the personnel towards the esteemed guests while by engaging in said activities, the establishment may enhance its reputation and broaden its customer base, thereby fostering growth and financial gain. (McCabe, 2011)


[bookmark: _Toc135530285]Improving the Marketing Strategy
Due to the intense competition prevalent in the hotel industry, it is imperative for hotels to devise and implement an efficacious marketing strategy to maintain their competitive edge and the Mandarin Oriental Milan is a renowned institution that caters to a discerning clientele with elevated standards. (Moda & Style, 2015)

It is imperative for them to engage in efforts aimed at fostering a favourable brand image to establish a unique identity amidst the current competitive environment and the objective of this discourse is to examine particular measures that Mandarin Oriental Milan could implement in order to enhance its marketing tactics, thereby augmenting its customer pool and fostering a favorable perception of the brand. (Pizam, 2010)

To enhance its marketing approach, it is recommended that the Mandarin Oriental Milan priorities the development of its distinctive selling proposition as the primary criterion but  it  is advisable for the hotel to discern its unique attributes that distinguish it from other high-end hotels in Milan and to prioritize the promotion of those attributes in its marketing and advertising endeavors. The Mandarin Oriental Milan may opt to emphasize its advantageous location, situated in the centre of Milan's esteemed fashion district and also, the establishment may seek to highlight its opulent spa and state-of-the-art fitness amenities, which are not commonly provided by similar motels situated elsewhere in the urban area. (Laws & Prideaux, 2015)

Leveraging the potential of social media platforms represents a viable strategy that can be employed to enhance the marketing plan and a  multitude of high-end lodging establishments employ social media platforms such as Instagram, Facebook, and Twitter to exhibit their properties and foster engagement with their clientele. Additionally, Pinterest and Google+ are utilized for similar objectives and the Mandarin Oriental Milan can leverage these communication channels to showcase its unique features, disseminate visual media of the property, and circulate positive feedback from contented patrons. The utilization of social media platforms as a prospective channel for disseminating information pertaining to the hotel's prospective offering of exclusive promotions or reduced rates is a matter that warrants consideration. (Pine & Gillmore, 2011)

Establishing robust client relationships is a key objective of the Mandarin Oriental Milan and the objective of providing customized services to customers based on their individual preferences can lead to substantial advancements in achieving the desired outcome. Conducting an inquiry into the feasibility of procuring customer relationship management software would be advantageous for the hotel and by utilizing this software, the hotel can gather significant data pertaining to the preferences of their guests and subsequently customize their services to effectively meet their guests' needs. If a guest exhibits a preference for a specific cuisine or accommodation arrangement, the establishment may utilize this data to offer a customized experience to the guest and offer them a discount or a complimentary amenity as a gesture of goodwill. (Bowen, 2013)

It is advisable for the hotel to consider implementing loyalty programs as a strategy to incentivize customers to engage in recurring patronage of the establishment, thereby yielding the advantages of augmented revenue and  By implementing a rewards program for frequent patrons, Mandarin Oriental Milan can establish a positive brand perception and foster customer loyalty. (Airey & Tribe? 2014)

The proposed strategy aims to incentivize and acknowledge clients for their sustained loyalty towards the business and the implementation of a loyalty program possesses the potential to offer a diverse range of advantageous benefits to its enrolled members. The benefits that may be offered to customers could encompass a range of advantages such as exclusive access to discounted rates, expedited handling of check-in and check-out procedures, and complimentary alterations to their lodgings, among other possibilities But furthermore , a loyalty program has the potential to offer exclusive discounted pricing to its members. (Hsu & Chen, 2015)

The implementation of influencer marketing strategies could potentially benefit the promotional efforts of the Mandarin Oriental Milan establishment in augmenting its brand awareness and  It is recommended that the organization consider establishing collaborations with prominent social media influencers and bloggers who possess a substantial readership. This would enable the organization to showcase their locations through the influencers' online content and by implementing such a strategy would broaden the brand's scope to encompass a wider range of consumers, thereby fostering a favorable association with the intended demographic. The hotel possesses the capacity to engage in a cooperative endeavor with renowned travel bloggers or esteemed lifestyle publications to create sponsored content that effectively highlights the hotel's favorable attributes and this objective could be achieved by creating sponsored content. (Ballantyne & Packer, 2013)

It is advisable for the Mandarin Oriental Milan to allocate a portion of its resources towards the enhancement of its digital infrastructure, specifically with regards to its website and mobile application and the website of an optimal hotel ought to possess a user-friendly interface, furnish precise details concerning the accommodation amenities, and facilitate the reservation process with ease. It is imperative for the mobile application to incorporate, as a fundamental feature, the seamless accessibility to the hotel's amenities and conveniences, alongside the dissemination of push notifications pertaining to exclusive discounts and promotions that are exclusively accessible via the application. (Brotherton, 2016)
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	Enhancing Customer Service 
	· Efficient transmission of information to a targeted audience is the essence of effective communication.
· Modifying one's provision of services to align with the preferences of a patron
· The implementation of optimized and effective protocols for the registration and departure of guests.
· It is imperative to allocate resources towards the acquisition of adequate training for personnel.
· Tailored services

	Improve Marketing Strategy
	· A novel methodology towards the promotion and dissemination of products and services
· Enhance the visibility of the brand by leveraging the potential of various social media platforms
· Maximize the efficacy of public relations by implementing strategic events.




Within the realm of hospitality, the establishment of unobstructed channels of communication is of paramount importance in enhancing the calibre of service rendered to patrons. In order to optimize customer satisfaction, it would be prudent for the enterprise to establish a communication infrastructure that facilitates the expression of customer feedback, ideas, and apprehensions, while concurrently fostering managerial interaction with the clientele. (Jones et al., 2016)



It is imperative that the Mandarin Oriental Milan places utmost importance on cultivating an atmosphere that is tailored to the unique tastes and preferences of its discerning clientele and the hotel can effectively attain this objective by acquainting itself with its patrons and accommodating their individualized inclinations, encompassing dietary restrictions, favored ambient temperature, and other pertinent factors. Given this recently acquired knowledge, the hotel personnel can enhance their ability to provide personalized services to each guest by catering to their unique preferences. (Sigala, 2016)

A suboptimal check-in/check-out procedure may engender unappreciative and vexed patrons but enhancing the hotel's check-in and check-out protocols may serve as a viable strategy to augment guest satisfaction by optimizing their efficiency and delivering superior service in totality. The attainment of the company's objective could be facilitated by the appointment of proficient concierges to man the front desk and the personnel in question would extend a cordial welcome to patrons upon their arrival, provide assistance with their luggage, and ensure a seamless check-in process. (Crouch & Perdue, 2014)



The acquisition of a proficient and erudite personnel is paramount in the provision of unparalleled customer service and it is imperative that the hotel's administration places a paramount emphasis on providing their staff with consistent opportunities for professional development and advancement. This initiative shall facilitate the workforce in acclimatizing to the dynamic requirements of patrons and keeping themselves updated with the advancements in customer service and the hospitality industry. (Buhalis & Costa, 2006)


The Mandarin Oriental Milan's administration has implemented a novel marketing approach with the objective of establishing a unique brand identity and the hotel underscored its unique attributes, including its capacious lodgings and suites, its exceptional positioning affording a vista of Milan's renowned Duomo, and its top-tier amenities. The existence of the renowned Seta eatery, boasting a pair of Michelin stars and a focus on modern Italian gastronomy, serves as evidence that the establishment in question has placed a considerable emphasis on its culinary expertise But also, , the Mandarin Bar & Bistrot provides a comparatively laid-back ambiance and an assortment of distinctive libations. (Lashey & Morrison, 2011)

To enhance brand recognition, the hotel implemented a diverse approach encompassing digital marketing, social media, and public relations, among other tactics and the avant-garde marketing approach prioritized customer involvement by means of visual storytelling, accentuating the hotel's distinctive features and conveniences via the utilization of superior-grade images and videos. The hotel's social media strategy was designed to foster engagement with its Instagram, Twitter, and Facebook audience by disseminating content that highlighted the hotel's opulent amenities and offered a behind-the-scenes look into its operational procedures. (Kotler et al., 2012)

The prioritization of press trips for journalistic organizations within the strategic communication initiative aimed to showcase the opulent amenities of the hotel and distinguished members of the press and digital content creators were graciously extended an invitation to indulge in the establishment's unparalleled gastronomic offerings, embark on an enlightening expedition throughout the bustling metropolis of Milan, and relish in the opulent lifestyle that is synonymous with the esteemed Mandarin Oriental Milan. Furthermore, the establishment fostered connections with noteworthy societal figures and engaged in partnerships with esteemed high-end labels to augment the hotel's reputation and offerings. (Kwortnik, 2016)
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	Number
	Problem
	Solution
	Desired outcome
	Time scale
	Completion Date
	Planned Budget

	1.
	The customer service quality is not as high 
	Training the staff
Make operational changes
	Better reviews
Growth in the occupancy rate
Developing a culture of professionalism
	2 months
	01/09/2023
	£20,000

	2. 
	Poor marketing 
	Implement different marketing strategies
Step into the social media influencers marketing system 
	Create brand awareness

	6 months
	01/12/2023
	£50,000




Total amount to invest: £25,000 consultancy fee 
                                          £20,000 training fees
                                          £50,000 marketing fees
Total: £95,0000
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· Make operational changes
· Train the staff
· Offer tailored prices for the hotel guests
· Motivate staff
· Adapt the marketing strategies
· Develop the marketing strategy
· Adopt social-media influencers marketing
· Be aware of the new marketing strategies
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The Success Consulting Company expresses awe and gratitude for the Mandarin Oriental Hotel's permission to provide consulting services and we appreciate the opportunity to serve your business requirements. Our unwavering dedication to excellence, coupled with our industry knowledge and innovative solutions, places us in a position to exceed your expectations.

We are delighted to offer our consulting services to Mandarin Oriental Hotel, a globally renowned hotel chain synonymous with opulence and refinement and we recognize the ruthless nature of the hospitality industry, and our mission is to offer you the most effective consulting services to enhance your financial performance.

By conducting a comprehensive analysis of prevalent market trends and the most effective strategies employed by industry leaders, we have identified specific domains in which Mandarin Oriental Hotel can implement ongoing improvements to maintain its competitiveness and achieve a competitive advantage while utilizing the optimization of marketing strategies and the cultivation of a competent workforce are essential to a hotel's success, and the Mandarin Oriental Hotel can expand their business by utilizing these factors.

Establishing a competent marketing strategy is necessary for the Mandarin Oriental Hotel to cultivate a positive and distinct brand identity that can attract the targeted clientele and retain the loyalty of existing customers while in the modern era of technological advancement, it is essential for the hospitality industry to employ digital marketing strategies in order to interact with prospective customers who are present on numerous online and social media platforms. The Mandarin Oriental Hotel could engage with social media influencers to advertise its amenities, services, and magnificent locations and this strategy would facilitate the provision of authentic experiences and testimonials, thereby enhancing the credibility of the hotel's offerings. This strategy significantly broadens the scope of your promotional efforts and has the potential to attract new customers to Mandarin Oriental Hotel.

In addition, it would be prudent for the Mandarin Oriental Hotel to invest in a refined Customer Relationship Management (CRM) framework and the implementation of a consumer Relationship Management (CRM) system enables the hotel to collect pertinent consumer information, such as personal details, preferences, purchasing patterns, and other pertinent data. Utilizing this data could facilitate the hotel's ability to tailor its marketing strategies and promotional activities to each individual consumer. In addition, it has the capability of personalizing consumer interactions, fostering brand loyalty, and promoting recurrent business.

In addition, it is crucial to acknowledge the central role played by the staff in providing exceptional customer service and it is crucial to maintain the Mandarin Oriental Hotel's prestigious reputation for exceptional service standards. The personnel must have access to ongoing training opportunities in order to maintain the highest level of service quality But potentially , the provision of training in soft skills and language programs could result in enhanced customer service. It would be advantageous for the Mandarin Oriental Hotel to improve their staff's proficiency in order to better serve their international and culturally diverse clientele.

To maintain optimal levels of customer satisfaction, it would be in the best interest of the Mandarin Oriental Hotel to optimize its employment protocols, assuring the availability of seasoned personnel during high-volume periods and it is essential to monitor employee performance, reward those who excel, and implement strategies to enhance the performance of those who may be struggling.

In the fiercely competitive hospitality industry, where the discerning clientele's demands and expectations are constantly increasing, it is crucial to maintain a competitive advantage by investing in cutting-edge methodologies, continuous refinement, personnel proficiency enhancement, and unparalleled customer satisfaction.

To accomplish its business objectives, Success Consulting Company is committed to forming a strategic alliance with Mandarin Oriental Hotel and our company is confident that we possess the necessary expertise to aid you in attaining the sought-after competitive advantage. We are thrilled to express our eagerness to collaborate with your esteemed organization and look forward to contributing to its future development and success and we appreciate that you chose Success Consulting Company as your top choice.
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