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[bookmark: _Toc180993939]1.0 Executive Summary
The main focus of this consultancy report is on the Park Hyatt, Auckland which is a famous luxury hotel with a strong commitment towards delivering an exceptional guest experience which increases their satisfaction. As this hotel has a prestigious reputation, the hotel has been facing some of the significant challenges that concern the reputation and management, the generation of revenue, service quality and operational efficiency. This report focuses on analysing the issue along with identifying the probable actionable recommendation and proposing a detailed change management strategy that helps in facilitating the successful implementation of change. In terms of considering the problem statement, the primary challenges identified include reputation and guest feedback since, according to recent online reviews, it has been indicated that there is a decline in guest satisfaction that was linked because of service consistency and responsiveness to the feedback. The hotel fails to provide a personalised experience and does not meet the demand of the customers, which hence leads towards the creation of a negative impact on their reputation. Park Hyatt, Auckland, struggled with the fluctuating occupancy rates during the off-peak seasons, which created a lack of dynamics in the pricing strategies along with the limited promotional offerings, which hindered the ability to increase their revenue. It has been observed that there has been a notable inconsistency that is noted in their service delivery over other departments. Most of the guests have also reported differences in their experiences because of the staff training and SOPs. Lastly, the increasing operational costs, especially in utilities and inventory management, have resulted in affecting the overall profitability of Park Hyatt, Auckland, as the absence of an effective resource allocation strategy has resulted in the creation of waste and inefficiencies.
From the feedback of the guests, there have been unveiling of different key insights. There has been a detailed review of the concept of online ratings from different platforms such as TripAdvisor, Google and Booking.com that has highlighted a trend of declining satisfaction especially regarding the staff responsiveness and the personalisation of the services.  The Net Promoter Score (NPS) has also been low which indicates that most of the guests are less likely to recommend the hotel to others. In terms of considering the revenue, it has been identified that Park Hyatt has not capitalised on their luxury positioning. Most of the competitors have successfully implemented promotional strategies whereas Park Hyatt still remained static. Along with this, the current pricing strategy does not respond to the adaptation of the demand fluctuation, which resulted in the creation of the potential loss of revenue during the peak seasons. The service quality assessments also indicate that the hotel’s staff training programs lack consistency and depth, which hence contributes to the creation of variation in the experiences of the guests. There was also a lack of SOPs over other departments that resulted in the creation of confusion and inefficiency within the service delivery. In terms of considering the operations, they have been incurring increasing costs primarily because of the energy consumption and the issues created because of poor inventory management. Therefore, the implementation of energy-efficient practices and a better inventory tracking system thus resulted in significantly improved cost management.
On the basis of the analysis, there is an interplay between reputation, revenue, service quality and operational efficiency that is considered to be important for the overall success of Park Hyatt, Auckland. Getting poor feedback directly from the customers resulted in affecting the occupancy rates and revenue generation as the inconsistencies within the service quality damage trust and loyalty, which further leads towards the development of a negative cycle of declining customer satisfaction and increasing operational costs. There was also a lack of dynamic pricing strategies that left the hotel vulnerable to the fluctuation in demand. Therefore, the lack of actively managing the pricing in response to the market conditions posed a risk for Park Hyatt in terms of losing revenue opportunities. The operational inefficiencies present within the resource allocation resulted in lowering the profit margins while undermining the financial position of the hotel. 
In order to overcome these challenges, there are different recommendations that are considered, which include improvement the reputation management through the implementation of guest engagement training programs that focus on communication, empathy and active listening. Along with this, the additional development of a streamlining feedback system through the use of different digitalised platforms allows real-time guest collection and management, and the investment within the reputation management software also helps in providing an insight into the sentiment of guests while facilitating proactive reputation management. The introduction of seasonal and exclusive package deals helps in tailoring down the local attractions and experiences. With this, the implementation of a dynamic pricing strategy in terms of adjusting the room rates in regard to the fluctuations in demand. The training of the staff in upselling and cross-selling techniques helps in improving the revenue. The development and implementation of detailed SOPs over different departments helps in ensuring service consistency. The establishment of quality control measures, which includes mystery shopping programs, helps in assessing the performance while also investing within the digitalised service management tools, resulting in streamlining communication while improving the responsiveness to the requests of guests. 
 
[bookmark: _Toc180993940]2.0 Introduction 
The main purpose of this consultancy report is to observe and address the different problems that are usually faced by the marketing and management department of “Park Hyatt Auckland”. Park Hyatt Auckland, which is the flagship of luxury and modern hospitality is located strategically on the vibrant waterfront in Auckland, New Zealand. The Park Hyatt hotel usually sites on Auckland’s Wynyard Quarter and includes a global collaboration between the consultants and contractors (Park Hyatt Auckland, 2024). The hotel usually features modern minimalistic aesthetics, while the outside is usually designed to look like a Māori cloak. As it was established in 2020, Park Hyatt quickly gained a reputation for setting out higher standards in their service, design and guest experience. This five-star hotel is a seven-storey building having 195 spacious rooms and suites, and each room is designed with meticulous attention to detail, blending contemporary aesthetics with major influence from the Māori culture (Rahman, 2020). The hotel is built with the architectural sophistication that is usually paired with the scenic views of Waitematā Harbour and Auckland’s skyline, which offers the guests a distinct combination of comfort and cultural immersion (Ali, Nurin and Mohi, 2023). The size of Park Hyatt Auckland is 29000 m2, lies in the sector of tourism and leisure, and has a total value of $245 million.  As there have been upscaling dining options, there have been extensive wellness facilities and versatile event spaces; Park Auckland quickly became the preferred destination for leisure and business travellers. With success, Park Hyatt is facing challenges that potentially hinder the market position if they are not addressed promptly. Most of these issues usually range from changing expectations of the customers and the environmental pressures to the economic uncertainties and the competitive dynamics within the hospitality industry (Harkison and Martin, 2021). The Marika Consulting, which is a well-established firm usually specialised in providing strategic solutions for luxury hotels and resorts has undertaken the task of assessing Park Hyatt’s Auckland existing challenges and opportunities (AlTaweel and Al-Hawary, 2021). The consultancy firm is recognised globally for its expertise in different areas such as market analysis, organisational changes and sustainable development. Marika Consulting is fully determined and committed in terms of delivering insights that support the hotel’s pursuit of excellence and resilience (Annarelli, Battistella and Nonino, 2020). While working with Park Hyatt, the main objective is to identify the primary core issues which impact the performance and the development of strategies that are aligned with the long-term vision of Part Hyatt for sustainable growth and competitive strengths. In order to achieve a competitive understanding of Park Hyatt Auckland’s operational environment, there are different analytical frameworks such as PESTEL analysis, SWOT analysis and TWOS analysis. The PESTEL framework provides a systematic examination of the macro-environmental factors which play an important role in terms of shaping the business landscape where Park Hyatt Auckland usually continue its operations (Astika and Suharyo, 2021). After the PESTEL framework, the internal assessment is done through the use of SWOT analysis. SWOT analysis is considered to be important in terms of evaluating Park Hyatt Auckland’s internal and external strengths and weaknesses while focusing on identifying external opportunities and threats. The third framework used is the TOWS analysis, which is built upon the foundations of SWOT analysis by creating a strategic map that aligns the strengths and opportunities while also addressing the weaknesses and threats through the use of specific combinations. The TOWS matrix, therefore, allows the hotel to devise different countermeasures against threats by aligning the internal strengths while addressing them with operational improvements (Baehre et al., 2022). Therefore, the use of the methodical approach helps the consultancy firm in presenting tailored communications that resulted in enabling Park Hyatt to maintain a strong competitive edge while also focusing on adapting the industry dynamics effectively. 
[bookmark: _Toc180993941]3.0 Analysis 
[bookmark: _Toc180993942]Identification of Issues and its Impact on Park Hyatt Auckland
[bookmark: _Toc180993943][bookmark: _Hlk180965347]Reputation and Guest Feedback
For Park Hyatt Auckland, reputation is considered to be an important factor for success in the hospitality market. Park Hyatt being the Auckland premier hotel, the property depends heavily upon the positive feedback from the guests. It has also been observed that the online reviews on TripAdvisor and Google Reviews show the areas where the guests have reported inconsistencies especially in terms of their service delivery (Bariş, 2020). These feedbacks that were considered to be relatively minor hence accumulate and affect the overall ratings which resulted in influencing the booking decisions of the potential guests. Within the competitive luxury hotel manager, there is a need for the maintenance of highly consistent service levels that are important for retaining customer loyalty while preventing the potential revenue loss from guests while opting for competitors such as Sofitel Viaduct Harbour or Hilton Auckland (Roy and Chowdhury, 2021).
[bookmark: _Toc180993944]Revenue and Income
Revenue and income are other issues that are identified, as in the hospitality industry, there are different metrics such as occupancy rates, Average Daily Rate (ADR) and Revenue per Available Room (RevPAR) that focus on providing insight into the financial health (Hayes, Hayes and Hayes, 2021). If Park Hyatt Auckland’s ADR or RevPAR is found to be lower as compared to that of the primary competitors, which hence indicates a misalignment within the pricing strategy or a gap in the value that is usually perceived by the guests (Benzaghta et al., 2021). If the rates fall below the benchmarks for Park Hyatt, the hotel may need to reassess the pricing strategy while also finding out the ways needed to improve the perceived values. Along with this, the increasing inflation in New Zealand, therefore, impacts disposable income and also affects the domestic demand, especially among the local guests, resulting in cutting back the luxury spending. This resulted in challenging Park Hyatt’s ability to fully maintain a steady income level while highlighting the need for adaptive pricing or promotional strategies (Buhalis and Cheng, 2020).
[bookmark: _Toc180993945]Scope and Service Quality
There is a wider range of services ranges, from high-end dining options to wellness facilities, that is considered to be important for the hotels in the luxury segments. According to recent industry data, luxury travellers have increasingly unique, elevated service levels and authentic experiences (Ali et al., 2021). The Park Hyatt Auckland’s spa or dining options, therefore, fail to meet the expectations, which resulted in impacting guest satisfaction and loyalty. Moreover, the inconsistency within the service quality is also considered to be one of the key complaints from the guests that resulted in diminishing the brand reputation and hence leading towards negative word-of-mouth (Burnes, 2014). 
[bookmark: _Toc180993946]Operational Efficiency and Costs
In terms of considering luxury properties, Park Hyatt Auckland usually faces high operational costs that are considered to be common within the upscale hospitality market. While maintaining a high-quality amenity and managing the skilled labour costs, the operational expenses usually weigh heavily on the basis of profitability (Cheng et al., 2022). If the labour cost within Auckland’s hospitality sector continues to increase because of wage inflation, managing costs for maintaining the luxury standards will be challenging as the implementation of streamlined operational processes or energy-efficient systems, therefore, helps in mitigating the costs while lowering the costs and lowering down the impact on the bottom line (Polemis, Stengos and Tzeremes, 2020).
[bookmark: _Toc180993947]PESTEL Analysis of External Factors Affecting Park Hyatt Auckland
The PESTEL analysis helps Park Hyatt Auckland understand the external macro-environment factors that affect their operations and the competitive stances within Auckland’s luxury hospitality market.
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Figure 1: PESTEL Analysis
Source: (Professional academy, 2024)


[bookmark: _Toc180993948]Political
In terms of considering the political factor, New Zealand usually enjoys political stability which resulted in creating a much supportive environment for the different businesses such as hotels (Carlo, 2021). Still, the change in the policies for immigration hence affects the availability of skilled labourers which is considered to be important for maintaining higher service standards. Moreover, any future political changes that are related to tourism and environmental regulations hence affect the operations, especially if stricter sustainability requirement is introduced (Buye, 2021). 
[bookmark: _Toc180993949]Economic
While considering New Zealand’s economic conditions, which include the GDP growth and the inflation rates, which directly impact disposable income and luxury spending, as the existing inflationary pressures, disposable income among both the local and global tourists may be limited, which hence lowered down the demand for the high-end services (Xiang, 2022). Along with this, the fluctuations in the currency also impact the spending power of global tourists, which affects the occupancy rates and revenue. Auckland’s luxury hotel market depends upon economic stability, which also helps in attracting high-spending guests. Park Hyatt also intends to monitor the economic trends while also adjusting the pricing or offering value-driven packages during economically challenging periods (Professional academy, 2024).
[bookmark: _Toc180993950]Social
While considering the social factors, the changing social preferences help in shaping the expectations of the consumers within luxury hospitality. Modern travellers are thus increasingly seeking eco-friendly hotels, wellness options and culturally immersive experiences that usually reflect upon New Zealand culture and natural beauty (Yang, 2023). Most of the social trends also focus on inclusivity and diversity, which resulted in prompting the need for diverse offerings and staff training, which hence cater to global customers. Park Hyatt should further focus on capitalising on the preferences through improving their wellness services, sustainability programs and local cultural experiences while also positioning itself as a highly socially aware luxury brand (Creelman, 2022). 
[bookmark: _Toc180993951]Technological
The technological advancement in hotel technology that moves from mobile check-ins- to AI-driven personalisation has resulted in transforming the expectations of the guests. The competitors present within the luxury market have been using the technologies to provide more seamless and personalised experiences. For instance, most of the guests usually expect contactless check-in, control in the digitalised room and AI-powered recommendations (Esringü and Toy, 2021). The failure to adopt these technologies hence put the Park Hyatt at a major disadvantage. Investing in tech solutions not only resulted in improving the guest’s convenience but also helped in optimising the operational efficiency, which allows the hotel to provide premium services cost-effectively (Dachyar and Sahir, 2020). 
[bookmark: _Toc180993952]Environmental
The rise in environmental awareness is increasing among travellers, as most of the luxury guests are seeking out eco-conscious accommodations. Park Hyatt, which is a luxury brand, also addresses environmental sustainability in order to remain relevant. Some of the initiatives like lowering single-use plastics, water conservation programs and energy-efficient appliances hence appeal to the environment conscious guests (Dawes, 2024). 
[bookmark: _Toc180993953]Legal
The labour laws in New Zealand include less-wage policies and strict employment rights, which impact operational costs, especially within the labour-intensive hospitality sector. A need for compliance with health and safety regulations within the post-COVID-19, which needs investments in training, equipment and updates on protocols (Eldor, 2020). 
[bookmark: _Toc180993954]SWOT Analysis
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Figure 2: SWOT Analysis
Source: (Bitesize Learning, 2024)
[bookmark: _Toc180993955]Strengths
The brand reputation of Park Hyatt usually benefits from the global recognition that helps in attracting discerning travellers who usually value constant luxury standards. The prime location for Park Hyatt Hotel offers scenic views and easy access to attractions. The high-quality amenities provided upscale the amenities help attract guests who are seeking comprehensive luxury experiences (Astawa et al., 2022).
[bookmark: _Toc180993956]Weaknesses
Because of the luxury positioning, Park Hyatt usually incurs high costs that help in maintaining exclusive services and high-quality amenities. The increasing utility and wage costs resulted in straining profitability if not managed effectively. Most of the guests reported inconsistent service quality in their dining and housekeeping, and thus, these variations impact the experience of guests and may not be attributed towards staffing and training challenges. Park Hyatt also improves the adoption of digital solutions, which are increasing the standards within the luxury market (Sanjaya et al., 2020).
[bookmark: _Toc180993957]Opportunities
The growing interest in sustainable travel trends towards eco-conscious travel, therefore, provides opportunities for Park Hyatt to implement sustainable practices, which include energy efficiency and green building certifications that are aligned with the expectations of guests and also lower the operational costs. The increasing interest in wellness tourism provides an opportunity for Park Hyatt to improve its wellness offerings while also attracting wellness-focused travellers through spa and health services. The leveraging of digitalised technology helps Park Hyatt streamline its operations and also deliver personalised guest experiences (Verawati et al., 2023).
[bookmark: _Toc180993958]Threats
The threats include economic volatility, such as economic fluctuations, which includes fluctuations or downturns which lower the spending power for local and global tourists which impacts the occupancy rates and revenue. Auckland’s luxury market also has other premium options such as Sofitel and Hilton which limits the market share of Park Hyatt effectively through unique offerings. The current luxury travellers usually expect personalisation, tech-enabled and sustainable experiences, which resulted in increasing the pressure on Park Hyatt which helps in meeting the high expectations continuously (Barreto and Mayya, 2022).
[bookmark: _Toc180993959]TOWS Analysis 
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Figure 3: TOWS Analysis
Source: (Oxford College of Marketing, 2018)
The TOWS analysis helps in converting the Park Hyatt Auckland SWOT findings into actionable strategies that usually offer targeted responses in order to improve market positioning and service delivery (Fitriani, 2022).
	
Strengths-Opportunities (SO)
	Weakness Opportunities (WO)

	The need for utilising the brands and locations for exclusive events in terms of leveraging the brand reputation and prime locations helps Park Hyatt in promoting the exclusive events on Auckland’s waterfront, which also adds value for the luxury customers in strengthening brand appeal (Saleh and Zohry, 2022).
	In terms of addressing the weaknesses within the tech-adoption through investing within the mobile check-ins, digitalised concierge services and in-room automation help in improving the experience of the guest which hence appeals to the tech-savvy travellers while also meeting the modern expectations (Asadpourian, Rahimian and Gholamrezai, 2020).

	Focusing on green practices such as lowering waste, renewable energy, and eco-friendly amenities helps Park Hyatt attract environmentally conscious guests and also stands out as a sustainable luxury choice.
	In terms of addressing the service inconsistency while also meeting the growing wellness demands, Park Hyatt should improve their spa offerings, which include wellness packages or local wellness partnerships which appeal the health-conscious guests.

	Strengths- Threats (ST)
	Weakness Threats (WT)

	In order to counteract the competition, Park Hyatt also leveraged their brand location by curating authentic New Zealand cultural experiences, which offer distinctive and localised luxury experiences which resonate the global visitors.
	Addressing the high operational costs for hotels helps in exploring energy-efficient solutions and automated HVAC, which reduces energy costs without compromising the comfort and luxury standards of guests. 

	The building of the brand reputation and the guest loyalty programs encourage repeated visits while also facing competition.
	The implementation of the structured staff training and SOPs helps in mitigating service inconsistencies while ensuring that guests receive high quality across every point.


[bookmark: _Toc180993960]4.0 Recommendations and Change Management 
[bookmark: _Toc180993961]Problem
The problem that is faced by the “Park Hyatt, Auckland” is that most of the customers are fully satisfied with the services that are provided to them, which hence leverages the negative feedback and reviews on the different platforms. The online reviews on different travelling and hotelling websites such as TripAdvisor and Google Reviews also show the areas where most of the customers have reported inconsistencies, especially in terms of delivering the services (Errida and Lotfi. 2021). These feedbacks were also considered to be minor, which accumulated and affected the overall ratings, which resulted in improving the booking decisions for the potential customers, as the service quality was not the standards and the expectations of the guests were not met, which hence makes them disappointed. Another problem is the revenue and income as the Auckland ADR or RevPAR is considered to be very low as compared to the primary competitors, which hence indicates the misalignment in the pricing strategy set by Park Hyatt as they would focus on identifying the prices that are perceived by the guests (Filieri, Raguseo and Vitari). The revenue generation of the hotel is being affected due to their inability to provide quality service to the guests, which is why the management of the hotel is scared to lose their loyal customers. The scope and service quality usually fail the expectations of the customers, which results in lowering their profitability and the customer’s visit. The operational efficiency and costs are considered to be high for Park Hyatt as the labour cost within Auckland’s hospitality is increasing primarily due the wage inflation, which creates problems for the implementation of the streamlined operational processes or energy-efficient systems (Foris, Crihalmean and Foris, 2020).
[bookmark: _Toc180993962]Recommendations
[bookmark: _Toc180993963]Improving the Customer Feedback and Reputation
In terms of improving the reputation and guest feedback, Park Hyatt Auckland should focus on elevating personalised guest services while also developing an effective guest feedback system. The implementation of a highly recommended strategy will be developed to gain comprehensive guest engagement training programs, which hence encompass core skills within communication, empathy and responsiveness (Frey-Cordes, Eilert and Büttgen, 2020). The implementation of personalised services within the luxury hotel market is increasingly valued by the guests who appreciate the unique touches in order to bring change in their preferences. The daily training sessions also help in equipping the employees to have a better understanding while also anticipating the needs of the guests which improves the overall care level experienced by the guests. The implementation of streamlined and user-friendly feedback is considered to be an important step (Han, 2021). It also takes the form of digitalised platforms that are usually accessible through in-room tablets or mobile apps, which hence allows the guests to provide quick and convenient feedback throughout their stay. Therefore, the gathering of feedback at different stages from the guests helps the hotel respond to the issues in a real-time and also addresses the recurrent concerns even more effectively (Hauashdh, Jailani and Rahman, 2022). Another key recommendation is investing in reputation management software, which aims at aggregating online reviews and social media mentions overall different platforms. This software also helps access real-time insights regarding the sentiments of the guests’ which helps them in making the responding to the emerging trends and issues that resulted in impacting the Park Hyatt image (Lee et al., 2021). 
[bookmark: _Toc180993964]Optimising Staff Working Hours and Roles
Within the hospitality industry, aligning staffing schedules with demand patterns is considered the key to both cost-efficiency and guest satisfaction. Park Hyatt can benefit significantly from the data-driven approaches that help in managing the working hours of the staff while also focusing on adjusting the schedules needed to match the peak times and off-peak periods (Ilyas and Mustafa, 2022). The flexible scheduling options such as staggered shifts, part-time roles and on-call staffing for emergencies or sudden surges in guest volume help in preventing overstaffing during slower hours and understaffing during high-traffic times (Amicarelli et al., 2022). Cross-training employees for multiple roles also helps in providing the hotel with versatile staff members who can adapt to different tasks as required. This multi-role functionality not only helps in times of staff shortages but also helps in improving the responsiveness of hotels to the needs of guests (Ivanov et al., 2022). 
[bookmark: _Toc180993965]Enhanced Guest Service Training
In terms of improving the experience of guests, Park Hyatt Auckland should focus on implementing continuous and multi-dimensional guest service training programs. This training also includes cultural awareness, guest personalisation techniques and problem-solving skills (Juwaini et al., 2022). Therefore, cultural awareness helps the employees to become even more agreed to the expectations of the global guests, which allows the service that feel respectful and attentive to the diverse backgrounds. The personalisation service training will also empower the staff to identify and respond to individual guest preferences, which range from dietary needs to room temperature preferences (Karpenko, Karpenko and Shudrik, 2020). This degree of customisation helps create a memorable experience, which sets the hotel apart in a competitive luxury market. The problem-solving skills are also considered to be important as they help prepare the employees to handle unexpected situations in a calm and solution-oriented manner. The monthly training sessions and the interactive workshops help the employees practice and also refine their skills (Khan, Saienko and Tolchieva, 2021).
[bookmark: _Toc180993966]Uniform Policy Update to Elevate Brand Image
The development of a well-thought-out uniform policy hence reflects upon the brand image while also contributing significantly to first impressions. The updating of the uniforms at Part Hyatt Auckland helps in improving the hotel’s luxury positioning while also refining a polished and cohesive aesthetics that is aligned with high-end guest expectations. The new uniform design also reflects upon a more sophisticated style that embodies the image of the brand but also provides comfort, and most of the employees who usually feel comfortable in their attire are found to be more likely to provide excellent service (Kitsios and Grigoroudis, 2020). The involvement of the employees in the selection process, which includes the gathering of the feedback through the sample fittings and surveys also allows the hotel to ensure the durability, comfort and team expectations alignment. This approach also helps in encouraging the employees to take part in the ownership of the change. Along with this, the offering of uniform allowances or subsidies, especially for pieces that needed to be purchased hence, demonstrates the Park Hyatt’s commitment to making the financial transitions accessible for all the team members (Knezevic Cvelbar, Grün and Dolnicar, 2021). This support also helps in lowering the potential concerns about the costs and reinforcing a shared commitment to professional presentation.
[bookmark: _Toc180993967]Managing Revenue and Income
In order to improve revenue, Park Hyatt should focus on diversifying their offerings by creating seasonal and exclusive package deals that highlight Auckland’s attractions. These packages usually include private tours, cultural experiences and exclusive culinary events that primarily focus on improving the guest experience. The targeted marketing campaigns also help in promoting these packages for both the local and global travellers, which hence boosts the occupancy rates and revenue (Kumar and Rajan, 2020). The concept of dynamic pricing, which is increasingly becoming a popular revenue optimisation tool, should be adopted also. Therefore, adjusting the room rates on the basis of real-time demand helps the hotel maximise the revenue during the peak seasons while also attracting those guests who are budget-conscious within off-peak times. Along with this, providing the complement with an upselling and cross-selling strategy also includes the training of the front-line staff to suggest the upgrading of the rooms, dining packages and also some of the other value-added services, which hence encourages the guests to spend more during their stay at Park Hyatt, Auckland (Kwaku and Antwi, 2021). 
[bookmark: _Toc180993968]Change Management Implementation
In terms of change management practices, the implementation of these changes necessitates the strategic approach as the guest management training programs should be structured in an interactive format, with role-playing scenarios and real-life studies to help in improving learning retention (Mandić, Panić and Šain, 2023). The designation of the senior employees as the “change champion” to promote the new training proves to be helpful in building down trust and also overcoming the resistance as involving staff within the feedback systems setup helps in cultivating a sense of ownership and accountability, which hence encourages the staff buy-in. Although the change management to the traditional working hours may be met with initial resistance from the employees who are accustomed to a fixed schedule, effective change management also includes an open communication channel such as surveys and focus groups, which helps in facilitating the understanding and support among the staff members (Michalis, 2023). This engagement, therefore, helps in easing out the concerns and also allows the employees to provide valuable insights into the shift adjustments. The implementation of the dynamic pricing and upselling strategy at Park Hyatt, Auckland, also needed staff training that focuses on value-based selling. The workshop usually helps the staff understand how benefits are communicated to the add-ons to guests without appearing sales-driven. The introduction of incentive programs that are based on upselling performance also helps in encouraging the staff to embrace revenue-focused strategies (Mio, Costantini and Panfilo, 2022). The development and the enforcing of the SOPs also needed input from all staff levels in terms of securing the commitment. The holding down of the cross-departmental workshops in which the employees usually contribute to their suggestions hence fosters a sense of ownership. The mystery shopping initiatives, along with the peer reviews, will be considered to be more effective if the staff members are actively involved in the design and feedback processes, which hence ensures that the standards usually reflect upon the operational dynamics that are considered to be fair. The establishment of a team-based approach is also considered to be important for the success of lean initiatives (Mzembe et al., 2020). The process of encouraging employee participation in terms of identifying the inefficiencies while also suggesting solutions through the lean management workshop also helps in shifting the organisational culture towards efficiency. The recognition and reward of the employees, therefore, contribute towards the cost-saving measures that help in motivating a broader adoption of lean practices.
[bookmark: _Toc180993969]Measuring Success
In terms of measuring the success of these initiatives, Park Hyatt focuses on tracking down the different key metrics, which include the Net Promoter Score (NPS), ratings for guest satisfaction and also reviewing the scores on different platforms such as TripAdvisor and Google. The monitoring of the volume and the nature of guest’s complaints over-time also reveals the tangible improvement within the hotel’s real-time issue resolutions (Neill, Men and Yue, 2020). The implementation of the revenue-focused initiatives is also measured through the use of different metrics such as RevPAR, ADR and per-guest expenditure. The monitoring of the occupancy rate, revenue growth for the room and the revenue generated from the seasonal packages also provides insight into the overall effectiveness of the revenue strategies. The improvement of the service quality also helps in assessing through the guest satisfaction survey, response times to guest requests and the consistency of the service ratings (Nicolini, 2024). The operational efficiency improvements can also be monitored through the monthly expense reports that explain the details about the utilities and inventory costs. The waste levels and monthly cost savings also help in providing clear evidence about the improvements in efficiency while guiding the necessary adjustments (Padma and Ahn, 2020). 
[bookmark: _Toc180993970]5.0 Action Plan 
In terms of considering the detailed action plan, there are different problems that are faced by Park Hyatt, Auckland, along with the potential solutions and the total outcomes with the total timescale and the overall estimated cost. The problems identified include reputation and guest feedback, revenue and income, scope and service quality and operational efficiency and costs.
	
Problem
	Solution
	Desired Outcomes
	Time Scale
	Estimated Cost

	Reputation and Guest Feedback
	The process of implementing a guest engagement training program helps in improving service consistency and personalisation. The deployment of a digitalised feedback system will be accessible through in-room tablets or mobile apps. The investment with in the reputation management software also helps in monitoring online reviews and social media mentions.
	The possible outcome includes improving guest satisfaction, personalised experiences and rapid feedback handling. The improvement of reputation as a top luxury destination with a consistently high rating.
	3-6 months for the training program
	NZD 15000 for training and NZD 7000 for reputation software.

	Revenue and Income
	The development of seasonal packages that usually feature local attractions, cultural events and exclusive culinary experiences. Along with this, the implementation of a more dynamic pricing strategy helps in optimising the roommates according to demand. The introduction of upselling and cross-selling strategies helps in providing additional guest services.
	There has been increasing occupancy rates, the growth of revenue from add-on services and optimising the rates of room. The improvement of guests’ spending and profitability.
	3-4 months for the package creation and the adjustment of pricing ongoing for upselling strategies
	NZD 10,000 for training incentives and NZD 20,000 for package development and marketing.

	Scope and Service Quality
	The development of Specialised Operating Procedures (SOPs) over different departments for consistent service delivery. The launch of a mystery shopping program and daily peer reviews for quality assessments. The investment within digitalised service management tools helps in streamlining the communication between interdepartmental. 
	The consistent of high-service quality over different departments while getting quick response time to guest requests and continuous service improvements.
	4-6 months for SOP development and tool deployment
	NZD 12,000 for SOP development and digital service tool.

	Operational Efficiency and costs
	The process of adopting a lean management practice along with energy-efficient measures such as LED lighting and automated energy systems. The implementation of an inventory tracking software for kitchen and housekeeping to prevent over-ordering and the reduction of waste.  
	The lowering of the utility and inventory costs, along with the improved productivity and lowering of the operational waste. The stronger financial health and environmental sustainability.
	6-8 months for lean management for lean management and energy installation. 
	NZD 25,000 for energy-efficient equipment and software.


[bookmark: _Toc180993971]6.0 Conclusion
In essence, the report offers valuable insights into various issues encountered by different marketing and management departments of “Park Hyatt Auckland”. The online reviews on TripAdvisor and Google Reviews also put their major consideration on inconsistencies particularly in terms of service delivery. These feedbacks were taken into consideration as the minor, but it affects the overall rating, which leads to the influence of booking decisions of major guests. Along with that, four issues were identified, namely, reputation and guest feedback, revenue and income, scope and service quality and operational efficiency and cost. Hence, Park Hyatt Auckland’s spa or dining options therefore fail to meet the expectations, which impacts guest satisfaction and loyalty. In addition, external factors were determined with the help of PESTLE, where it has been found that any change in politics in association with tourism and ecological regulations can affect operations, particularly if stricter sustainability requirements have been introduced. On the contrary, the GDP growth, as well as the rate of inflation, directly affects disposable income and luxury spending as existing inflationary pressures and disposable income among both the local and global tourists were found to be confined, which decreases the demand for higher-end services. However, it is significant to note that social trends are concerned majorly with inclusion and diversity, which resulted in determining the need for immediate and diverse offerings as well as staff training which caters for the needs of global customers.
Moreover, the reputation of the brand takes advantage of global recognition, which assists in attracting discerning travellers who value constant luxury standards. Despite the strengths, the increasing interest present in the sustainable travel trends towards eco-conscious travel offers various opportunities for Park Hyatt to implement sustainable practices, which consist of energy efficiency and green building certifications which correspond with the expectations of guests and also decrease the operational cost. Hence, different recommendations and change management have been considered, including improving customer feedback and reputation, optimising staff working hours and roles, enhancing guest service traffic, uniform policy updates to elevate brand image, managing revenue and income change management implementations and measuring success. In addition, for achieving the desired outcome action plan has been developed where different aspects such as problem, solution, desired outcome, time scale and estimated cost. This action plan comprised of tasks such as implementing a guest engagement program to improve service consistency and personalisation, developing seasonal packages characterised by local attractions, cultural events as well as other culinary experiences, developing “Standardised Operating Procedures (SOPs)” across different departments for consistent service delivery and adoption of learning management practices along with energy efficient measures like LED lighting and automated energy systems respectively.
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