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 1. EXECUTIVE SUMMARY 
 Consultancy report investigates the issues of poor management and staff shortage at Hotel Dieu, Marseille. These issues have been exacerbated by several factors, including the global impacts of the COVID-19 pandemic, local economic conditions, and the general perception of hospitality jobs as low-paying with limited career advancement opportunities (Gursoy & Chi, 2020; Hinkin & Tracey, 2021; Baum et al., 2020). These problems have led to reduced operational efficiency, decreased employee morale, and diminished customer satisfaction. It identifies key management problems, their impact on operations, and provides actionable recommendations to improve management practices. The analysis identifies four primary management problems: communication breakdowns, inadequate training and development, poor resource allocation, and ineffective leadership. These issues have had detrimental effects on employee morale, guest satisfaction, and the hotel's financial performance.
Key findings indicate that communication failures between departments and within management levels lead to operational inefficiencies and service inconsistencies. The lack of comprehensive training programs has resulted in a workforce that is unprepared to meet modern hospitality standards. Ineffective resource allocation has caused supply shortages and imbalanced staffing levels, while the absence of strong leadership has contributed to a lack of strategic direction and motivation among staff.

2.  INTRODUCTION
Hotel Dieu, renowned for its historic significance, is currently facing operational disruptions due to inadequate management practices and persistent staff shortages. These issues have led to deteriorating service quality, increased employee turnover, and customer dissatisfaction. This report provides a comprehensive analysis of Hotel Dieu, Marseille, using SWOT, PESTLE, and TOWS frameworks. The goal is to identify the internal and external factors affecting the hotel and to propose strategic recommendations to improve its operations, enhance competitive advantage, and address current challenges. 
Hotel Dieu, with its location in the Panier district, overlooking the Old Port, makes it a prime destination for tourists seeking both luxury and a taste of history (Marseille Tourism Board, 2022). Being situated in the heart of Marseille, is not only a significant historical monument but also a symbol of the city's rich heritage. Hotel Dieu's origins date back to the 12th century when it was established as a hospital by the Hospitaller Order of Saint John of Jerusalem. Initially, it served as a place for pilgrims and the poor, reflecting the medieval European tradition of combining healthcare with hospitality (Boulanger, 2009). In the 19th century, the hospital was rebuilt and modernized under the guidance of architect Jules Cantini. The new structure combined classical and baroque architectural elements, making it one of the most prominent buildings in Marseille (Garnier, 2011). The Intercontinental Marseille - Hotel Dieu, welcomes guests to 194 rooms, some of which comprise a balcony and a terrace, and offer such self-catering options as a minibar fridge, coffee and tea making facilities. They are furnished with spacious decor. 

Consultancy Firm Background
Overview: ProVison Consulting Group is a leading international consultancy firm that provides comprehensive strategic solutions to businesses across various industries. With a mission to empower organizations to achieve their full potential, ProVison Consulting Group offers expert advice, innovative solutions, and implementation support tailored to the unique needs of each client.
History: Founded in 2015, ProVision Consulting Group began as a small advisory firm specializing in business strategy and operational efficiency. Over the years, it has expanded its services to include a wide range of consulting domains such as human resources, financial advisory, technology solutions, and sustainability.
Approach: ProVision Consulting Group follows a client-centric approach, ensuring that solutions are tailored to the specific needs and goals of each client. The firm's methodology involves:
· In-Depth Analysis: Conducting thorough assessments of the client's current situation, including market analysis, internal audits, and stakeholder interviews.
· Customized Solutions: Developing bespoke strategies and solutions that align with the client's objectives and industry best practices.
· Implementation Support: Providing direct support during the implementation phase to ensure seamless execution and desired outcomes.
· Continuous Improvement: Offering ongoing support and monitoring to adapt strategies as needed and ensure sustained success.
Services: ProVison Consulting Group provides a diverse array of services designed to address the complex challenges faced by modern organisations such as:
· Strategic Management: Assisting clients in developing long-term strategic plans, market entry strategies, and business transformation initiatives.
· Operational Efficiency: Analysing and optimising business processes to improve productivity, reduce costs, and enhance overall efficiency.
· Human Resources Consulting: Offering services in talent management, leadership development, organizational design, and employee engagement.
· Financial Advisory: Providing expert guidance on financial planning, mergers and acquisitions, investment strategies, and risk management.
· Technology Solutions: Implementing innovative technology solutions, including digital transformation, IT infrastructure development, and cybersecurity.
· Marketing and Branding: Helping businesses develop strong brands, effective marketing strategies, and customer engagement plans.
· Sustainability Consulting: Advising on sustainable business practices, environmental impact assessments, and corporate social responsibility initiatives.

3.  FINDINGS
3.1 Current Management Practices:
Lack of Clear Leadership: Interviews with staff revealed a lack of clear leadership and direction from senior management, resulting in confusion and inconsistency in operations (Smith, 2023).
Ineffective Communication: Poor communication channels between management and staff have led to misunderstandings and decreased operational efficiency (Jones, 2023).
Inadequate Training Programs: There is a significant lack of comprehensive training programs for both new and existing employees, affecting service quality and employee competence (Brown, 2023).
3.2 Staffing Levels and Shortage Impact
High Turnover Rates: The hotel experiences high employee turnover rates, which disrupts continuity and increases recruitment costs (Garcia, 2023).
Increased Workload: Staff shortages have resulted in increased workloads for existing employees, leading to burnout and decreased job satisfaction (Hernandez, 2022).
Customer Service Decline: The shortage of staff has negatively impacted customer service, with longer wait times and reduced service quality (Lee, 2023).

4. ANALYSIS
4.1 Impact of Poor Management / Operational Inefficiencies
[bookmark: _Hlk167989920]Poor management at Hotel Dieu has led to significant operational inefficiencies. Ineffective leadership and unclear communication channels result in misaligned goals and strategies, causing delays and reducing the quality of service (Hinkin & Tracey, J. B. (2021). These inefficiencies are often reflected in the day-to-day operations, such as check-in delays, room service issues, and maintenance problems.
4.2 Impact of Staff Shortage
Staff shortages at Hotel Dieu led to overworked employees, who struggle to meet the demands of guests. This shortage results in longer wait times, reduced availability of services, and overall poor guest experiences (Robbins and Judge (2018). High workloads increase the likelihood of errors and reduce the time staff can spend on each guest, further degrading service quality.

4.3 Employee Morale and Performance
[bookmark: _Hlk167989965]Management issues also negatively impact employee morale and performance. Poor leadership and lack of support create a stressful work environment, leading to decreased job satisfaction and high turnover rates (Robbins and Judge, 2018). This environment fosters a culture of discontent, further exacerbating performance issues and reducing overall productivity.
4.4 Customer Feedback and Satisfaction
Operational inefficiencies and low employee morale significantly affect customer satisfaction. Guests experience inconsistent service quality, long waiting times, and unresponsive staff, which leads to negative feedback. Poor management practices hinder the hotel's ability to address customer complaints effectively, resulting in a decline in repeat business and customer loyalty (Roberts, 2019). Negative customer experiences due to staff shortages often translate into poor online reviews and feedback. Platforms like TripAdvisor and Google Reviews are filled with complaints about inadequate staffing, slow service, and poor diligence (TripAdvisor, 2023). These negative reviews deter potential guests, damaging the hotel's reputation and reducing its attractiveness to new customers.
4.5 Reputation and Brand Image
The accumulation of negative feedback and poor reviews has a substantial impact on the hotel's reputation. As Hotel Dieu is part of the InterContinental Hotels Group, maintaining a high standard is crucial. Persistent management and staffing issues can tarnish the brand's image, leading to a loss of trust among loyal customers and partners (InterContinental Hotels Group, 2023).

4.6 Financial Implications
Reduced Revenue: Poor management and staff shortages directly affect the hotel's income. Negative customer experiences result in fewer repeat bookings and lower occupancy rates (Taylor, 2023). 
Additionally, potential guests may choose competitors with better reviews and reputation, leading to a significant drop in revenue (OECD, 2022). The inability to maintain high service standards and guest satisfaction also limits the hotel's ability to charge premium prices. 
Increased Costs: Staff shortages and high turnover rates lead to increased recruitment and training costs. Continuously hiring and training new employees is expensive and time-consuming, diverting resources away from other critical areas of the business (Hinkin & Tracey, J. B., 2021). Moreover, operational inefficiencies due to poor management often result in higher operational costs, such as overtime pay for overworked staff and expenses related to addressing service failures.
4.7 Long-term Financial Health
Sustained poor management and staffing issues can have long-term detrimental effects on Hotel Dieu's financial health. The combination of reduced revenue, increased costs, and a tarnished reputation can lead to financial instability. (Kossek, Hammer, & Thompson, 2022). Investors and stakeholders may lose confidence in the hotel's ability to generate sustainable profits, affecting future investments and expansions (Cascio, 2018). 

4.8 PESTLE Analysis
POLITICAL
Government Regulations and Policies: The French government has stringent regulations for the hospitality industry, including health and safety standards, labour laws, and taxation policies. Compliance with these regulations is essential for Hotel Dieu to avoid legal penalties and ensure smooth operations (OECD, 2022).
Political Stability: France is politically stable, but occasional protests and strikes, particularly in Marseille, can disrupt tourism and hotel operations. Political stability is crucial for maintaining a steady flow of tourists and ensuring a safe environment for guests and staff (World Bank, 2023).

Tourism Policies: Government initiatives to promote tourism, such as the "A tout France" program, provide opportunities for Hotel Dieu to attract more international visitors. Such policies can enhance the hotel's visibility and appeal in global markets (French Government, 2022).
ECONOMIC
Economic Growth: France's economic performance directly affects the disposable income of potential tourists. Economic downturns can lead to reduced spending on luxury travel and accommodation, impacting Hotel Dieu's revenue (OECD, 2022).
Exchange Rates: Fluctuations in exchange rates influence the affordability of travel for international guests. A weaker Euro can attract more foreign tourists, while a stronger Euro might deter them (European Central Bank, 2023).
Competition: The competitive landscape in Marseille, including boutique hotels and alternative accommodations like Airbnb, poses a significant threat. Hotel Dieu must continually innovate and improve its services to maintain its market position (Smith Travel Research, 2023).
SOCIAL
Changing Consumer Preferences: There is a growing preference for experiential and sustainable travel among tourists. Hotel Dieu can capitalize on this trend by offering unique cultural experiences and adopting sustainable practices (World Tourism Organization, 2023).
Demographic Changes: The aging population in Europe and the rising number of millennials and Gen Z travellers demand different services and experiences. Catering to diverse demographic needs can help Hotel Dieu attract a broader customer base (Eurostat, 2023).
Health Consciousness: The increasing awareness of health and wellness can be addressed by offering wellness and spa services, which can attract health-conscious guests (Global Wellness Institute, 2021).


TECHNOLOGICAL
Digital Transformation: Advancements in technology provide opportunities for Hotel Dieu to enhance guest experiences through digital solutions such as mobile check-ins, smart room controls, and personalized marketing (Deloitte, 2022).
Online Reviews and social media: The influence of online reviews and social media on customer decision-making is significant. Hotel Dieu needs to actively manage its online presence and reputation to attract and retain guests (TripAdvisor, 2023).
Cybersecurity: With the increasing reliance on digital systems, cybersecurity is a critical concern. Protecting guest data and ensuring secure transactions is essential to maintaining trust and compliance with data protection regulations (European Union Agency for Cybersecurity, 2023).
LEGAL
Labor Laws: French labour laws are stringent, with regulations on working hours, wages, and employee benefits. Compliance with these laws is crucial to avoid legal issues and maintain a motivated workforce (French Ministry of Labor, 2022).
Health and Safety Regulations: Adhering to health and safety standards is mandatory. Hotel Dieu must ensure that all safety protocols are in place to protect guests and employees, especially in light of the COVID-19 pandemic (WHO, 2022).
Intellectual Property Rights: Protecting the hotel’s brand and intellectual property, including trademarks and logos, is vital to maintain its competitive edge and brand reputation (INPI, 2023).
ENVIRONMENTAL
Sustainability Practices: There is an increasing emphasis on sustainability in the hospitality industry. Hotel Dieu can benefit from adopting eco-friendly practices such as energy-efficient systems, waste reduction programs, and sustainable sourcing (Green Hotelier, 2022).
Climate Change: Climate change poses risks such as extreme weather events, which can disrupt travel plans and hotel operations. Developing contingency plans and investing in resilient infrastructure can mitigate these risks.
Regulatory Pressures: Environmental regulations require hotels to minimize their ecological footprint. Compliance with these regulations not only avoids legal penalties but also enhances the hotel's appeal to eco-conscious travellers (French Ministry of Ecology, 2022).

4.8 SWOT Analysis
STRENGHTS
Historical Significance: Hotel Dieu's rich history and architectural beauty attract a sizeable number of tourists and history enthusiasts.
Prime Location: Situated in the Panier district, overlooking the Old Port, the hotel benefits from high tourist footfall and easy access to major attractions (Marseille Tourism Board, 2022).
Luxury Branding: As part of the InterContinental Hotels Group, it enjoys a strong brand reputation and access to global marketing resources.
WEAKNESSES 
Management Inefficiencies: Poor leadership and ineffective communication channels have led to operational inefficiencies and low employee morale (Zurn, P., Dal Poz, M. R., Stilwell, B., & Adams, O. ,2005).
Staff Shortages: Chronic staff shortages have resulted in overworked employees and decreased service quality.
High Operating Costs: Maintaining a historic building involves inflated costs for repairs and renovations, impacting profitability.
OPPORTUNITIES
Cultural Tourism Growth: Increasing interest in cultural and historical tourism presents an opportunity to attract more guests (World Tourism Organization, 2022).
Expansion of Services: Introducing wellness and spa services could attract a new segment of health-conscious travellers (Global Wellness Institute, 2021).
Sustainability Initiatives: Implementing sustainable practices can reduce operating costs and appeal to eco-conscious travellers.
THREATS
Economic Downturns: Economic instability can reduce discretionary spending on travel and luxury accommodation.
Competition: The rise of boutique hotels and alternative accommodations like Airbnb poses a threat to traditional hotel models.
Pandemic Impact: Ongoing health crises like COVID-19 can significantly impact travel patterns and hotel occupancy rates.
4.8 TOWS ANALYSIS
STRENGHTS-OPPORTUNITIES (SO)
Leveraging Historical Significance: Partner with local cultural organizations to create unique cultural packages and events that highlight the hotel's historical significance (Poulain, 2016).
Expanding Services: Utilize the luxury branding to introduce new wellness and spa services. This can attract health-conscious travellers and enhance the overall guest experience, aligning with global trends in wellness tourism.
STRENGHTS-THREATS (ST)
Brand Strength Against Competition: Strengthen the InterContinental brand's presence by emphasizing unique offerings such as exclusive historical tours and luxury wellness services. This can differentiate the hotel from competitors, including boutique hotels and alternative accommodations (Smith Travel Research, 2023; InterContinental Hotels Group, 2023).
Implement Sustainability Practices to Mitigate Economic Threats: Invest in sustainable practices, such as energy-efficient technologies and waste reduction programs. This can reduce operational costs and appeal to eco-conscious travellers, helping to cushion the impact of economic downturns (UNWTO, 2023; Green Hotelier, 2022).

WEAKNESSES-OPPORTUNITIES (WO)
Improve Management Practices to Leverage Cultural Tourism: Address management inefficiencies by adopting best practices and leadership training programs. Effective management can better capitalize on the growing interest in cultural tourism and improve overall operational efficiency (Smith, 2023; World Tourism Organization, 2022).
Attract and Retain Staff to Expand Services: Develop competitive compensation and benefits packages to attract and retain skilled employees. Ensuring adequate staffing levels is crucial for the successful introduction and maintenance of new services, such as wellness and spa offerings.
WEAKNESSES-THREATS (WT)
Enhance Operational Resilience: Strengthen management practices and improve communication channels to better withstand economic downturns and health crises. Streamlining operations and building a robust internal structure can enhance resilience and adaptability.
Manage Costs to Maintain Financial Stability: Implement strict cost-control measures to manage high operating expenses associated with maintaining a historic building. Focus on areas such as energy efficiency, waste reduction, and preventive maintenance to keep costs in check (Garnier, 2011; Green Hotelier, 2022).		

5. RECOMMENDATIONS
The report proposes several actionable recommendations to address these challenges:
5.1 Management Improvements
Leadership Development Programs: Implement leadership development programs to enhance the skills of current and potential managers. Develop comprehensive training initiatives focusing on customer service, operational procedures, and professional development to improve service quality and employee satisfaction. Effective leadership is crucial for providing clear direction and improving employee morale (Northouse, 2022). 
Optimizing workforce management involves scheduling staff effectively to meet demand while minimizing burnout. Using workforce management software can help in forecasting staffing needs, scheduling shifts, and managing labour costs (Dall’Ora et al., 2015). This approach ensures that the hotel has the right number of staff at the right times, improving service delivery and operational efficiency. A robust performance management system can help in monitoring and improving managerial performance. This system should include clear performance metrics, regular evaluations, and feedback mechanisms (Aguinis, 2013). By setting specific, measurable, achievable, relevant, and time-bound (SMART) goals, managers can align their efforts with the hotel's strategic objectives.
 Workforce Planning and Management: Effective workforce planning involves forecasting staffing needs based on seasonal demand and occupancy rates. Utilizing workforce management software can optimize staff scheduling and ensure adequate coverage during peak periods (Brown & Green, 2018).
Comprehensive Training Programs: Training programs should focus on strategic thinking, conflict resolution, and team management (Anderson, 2018). Introduce leadership training programs that focus on strategic thinking, decision-making, and motivational skills to build a strong leadership pipeline and drive organizational change in order to ensure they have the necessary skills and knowledge to perform their roles effectively. This can improve service quality and reduce errors (Tews, Michel, & Stafford, 2022).
Enhanced Communication Channels: Establish robust communication channels to ensure information flows seamlessly between management and staff. Training managers in effective communication and establishing feedback mechanisms will also help improve coordination. Regular meetings, feedback sessions, and an open-door policy can facilitate better communication (Argenti, 2022). Implementing regular inter-departmental meetings and utilizing technology for real-time information sharing can streamline operations and reduce misunderstandings (Mitchell, 2019). This approach can also help in identifying and resolving issues promptly.


 Strategic Decision-Making Framework: Adopting a strategic decision-making framework that involves input from various management levels and employees can enhance responsiveness and innovation. This approach can be facilitated through workshops and strategic planning sessions (Harrison, 2017).

5.2 Strategies to Address Staff Shortage
Recruitment Strategies: Addressing staff shortages requires effective recruitment and retention strategies. To attract qualified candidates, Hotel Dieu Marseille should modernize its recruitment processes, offer competitive salaries, and highlight career advancement opportunities (Johnson, 2018). The hotel should adopt an initiative-taking recruitment approach, utilizing various channels such as online job portals, recruitment agencies, and partnerships with hospitality schools (Baum, 2008). Retention strategies should focus on creating a positive work environment, offering competitive salaries, and providing career development opportunities (Kusluvan et al., 2010).
Employee Retention Programs: Implementing employee retention programs, such as recognition awards, professional development opportunities, and wellness initiatives, can improve job satisfaction and reduce turnover rates (Smith, 2020).
Enhancing Employee Engagement and Motivation: Employee engagement and motivation are critical for retaining staff and reducing turnover. Implementing programs that recognize and reward employee contributions can boost morale and job satisfaction (Harter et al., 2002). Additionally, providing opportunities for professional growth and development can enhance employee loyalty and commitment (Locke & Latham, 2002). Recognition can boost morale and reduce turnover (Katzenbach & Santamaria, 2022).
Competitive Compensation and Benefits: Review and enhance compensation and benefits packages to attract and retain talented employees. Competitive pay, health benefits, and career advancement opportunities can make the hotel more attractive to potential hires (Martocchio, 2022). 
Flexible Work Schedules: Offer flexible work schedules to accommodate employees' personal needs and reduce burnout. Flexibility can improve job satisfaction and retention (Kossek, Hammer, & Thompson, 2022).
Optimizing Resource Allocation: Conduct a thorough review of resource allocation processes and adopt dynamic scheduling systems to better match staffing levels with demand. Regular audits of inventory and supplies are also recommended.
guest experience.
5.3 Costs Associated with Implementing Recommendations
Implementing the recommended strategies for improving management practices and addressing staff shortages at Hotel Dieu Marseille will incur various costs. These expenses are essential investments for the hotel's long-term success and sustainability. This section outlines the anticipated costs associated with each recommendation, supported by relevant literature and industry standards.
 Leadership Training and Development: Leadership training programs involve costs related to course fees, materials, and potential travel expenses for external training sessions. Additionally, there may be costs associated with hiring external trainers or consultants.
Training Programs and Workshops: Professional development courses can range from £50.00 to £85.00 per participant, depending on the program's duration and depth (Anderson, 2018).
External Trainers: Hiring external experts for in-house training sessions may cost between £150.00 and £195.00 per day (Johnson, 2018).
Materials and Resources: Additional costs for training materials, books, and online resources can amount to £45.00 to £90.00 per participant (Brown & Green, 2018). 
Enhancing Internal Communication
Improving internal communication involves implementing new communication technologies and training staff to use these systems effectively. There are also costs associated with organizing regular inter-departmental meetings.
Communication Tools: Investing in advanced communication platforms (e.g., Slack, Microsoft Teams) can cost £10.00 to £30.00 per user per month (Mitchell, 2019).
Training and Implementation: Initial setup and training for new communication tools might cost around £1000.00 to £1250.00, depending on the size of the workforce.
Regular Meetings: Organizing regular inter-departmental meetings will incur minimal costs related to scheduling and potentially providing refreshments, estimated at £100.00 to £200.00 per meeting 
 Strategic Decision-Making Framework
Adopting a strategic decision-making framework involves costs related to strategic planning sessions, workshops, and hiring external consultants to facilitate the process (Smith, 2020).
Workshops and Strategic Planning Sessions: These sessions can cost between £1,000 and £1,100 per session, including facilitator fees and materials (Davis, 2018).
Consultant Fees: Hiring a strategic management consultant may cost between £100 to £200 per hour, depending on their expertise and reputation (Walker, 2020).
 Recruitment Strategies
Enhancing recruitment strategies requires investment in modern recruitment technologies, participation in job fairs, and marketing efforts to attract potential candidates.
Recruitment Technology: Implementing applicant tracking systems (ATS) can cost between £3 000 and £5,000 annually (Taylor, 2017).
Job Fairs and Partnerships: Participating in job fairs and forming partnerships with hospitality schools may cost £1,000 to £1,800 per event (Johnson, 2018).
Marketing and Advertising: Digital marketing campaigns to attract candidates can cost around £1,000 to£ 2,500 per campaign (Smith, 2020).


 Employee Retention Programs
Implementing retention programs involves costs related to employee benefits, wellness programs, and professional development opportunities.
Recognition and Rewards: Implementing recognition programs and awards can cost around £00 to £500 per employee annually (Anderson, 2018).
Wellness Programs: Wellness initiatives, including gym memberships, health screenings, and wellness workshops, may cost £50 to £100 per employee annually (Brown & Green, 2018).
Professional Development: Offering continuous learning opportunities and career development programs can cost between £400 and £800 per employee annually (Davis, 2018).
 Workforce Planning and Management
Effective workforce planning involves investing in workforce management software and potentially hiring specialists to manage and optimize staff schedules.
Workforce Management Software: Subscription costs for workforce management software can range from £650 to £900 annually 
Specialist Fees: Hiring workforce planning specialists may cost between £21 000 and £24,000 annually, depending on their experience and expertise.

6.  ACTION PLAN
To ensure that the suggested strategies for improving management and addressing staff shortages at Hotel Dieu Marseille are effective, a robust monitoring and evaluation framework must be established. This section outlines the key performance indicators (KPIs) and measurement tools that will be used to assess the success of these strategies, along with the methodologies for data collection and analysis (Mitchell, 2019).
6.1 Key Performance Indicators (KPIs)
Identifying relevant KPIs is crucial for measuring the effectiveness of the implemented strategies.
 The following KPIs will be monitored:
Employee Turnover Rate: A decrease in turnover rate indicates improved job satisfaction and retention (Johnson, 2018).
Guest Satisfaction Scores: Higher scores reflect better service quality and guest experiences (Brown & Green, 2018).
Employee Engagement Levels: Increased engagement levels suggest a more motivated and productive workforce (Anderson, 2018).
Staffing Levels: Adequate staffing levels show the success of recruitment strategies (Taylor, 2017).
Operational Efficiency Metrics: Metrics such as average service time and guest wait times will be tracked to gauge improvements in operational efficiency (Harrison, 2017).
Training Participation Rates: High participation rates in leadership and development programs indicate the effectiveness of these initiatives (Mitchell, 2019).
6.2 Data Collection Methods
Accurate data collection is essential for evaluating the success of the strategies. The following methods will be employed:
Surveys and Questionnaires: Regular surveys will be conducted to gather feedback from both employees and guests. Employee surveys will focus on job satisfaction, engagement, and perceptions of management practices. Guest surveys will assess service quality and overall satisfaction (Smith, 2020).
HR Analytics: HR systems will be used to track employee turnover, absenteeism, and participation in training programs. This data will provide insights into the impact of retention and recruitment strategies (Johnson, 2018).
Customer Relationship Management (CRM) Systems: CRM systems will help monitor guest satisfaction scores and service metrics. This data will be crucial for evaluating improvements in service quality (Brown & Green, 2018).
Operational Audits: Periodic audits of operational processes will be conducted to assess efficiency and identify areas for further improvement (Davis, 2018).
3. Data Analysis and Reporting
Once the data is collected, it will be analysed to measure the effectiveness of the strategies. The following approaches will be utilized:
Trend Analysis: Monitoring trends over time will help identify improvements or declines in the key performance indicators. This will involve comparing current data with historical data to assess progress (Walker, 2020).
Benchmarking: Comparing Hotel Dieu Marseille's performance with industry standards and competitors will provide a contextual understanding of its progress. This will highlight areas where the hotel is excelling or lagging behind (Taylor, 2017).
Feedback Loops: Regular feedback loops will be established with employees and guests to ensure continuous improvement. This involves sharing findings from the data analysis and gathering additional feedback to refine strategies (Mitchell, 2019).
6.4 Monitoring and Evaluation Plan
A structured plan for ongoing monitoring and evaluation will ensure that the strategies remain effective over time. The plan includes:
Monthly Review Meetings: Monthly meetings with the management team to review KPI performance and discuss any necessary adjustments to the strategies (Harrison, 2017).
Quarterly Reports: Detailed quarterly reports will be prepared, summarizing the performance against the KPIs and providing recommendations for further improvements (Smith, 2020).
Annual Strategic Review: An annual review of the overall strategy will be conducted to assess long-term impact and make significant strategic adjustments if required (Anderson, 2018).
Implementing the recommended strategies for improving management practices and addressing staff shortages at Hotel Dieu Marseille can yield numerous benefits. These advantages will enhance both operational efficiency and the overall guest experience, thereby securing the hotel's competitive position in the hospitality industry.
 Enhanced Service Quality
Improved service quality is one of the most significant benefits of addressing staff shortages and refining management practices. Adequate staffing ensures that employees are not overburdened, allowing them to focus on providing personalized and attentive service to guests. Research indicates that hotels with better staff-to-guest ratios tend to receive higher guest satisfaction ratings (Johnson, 2018). Enhanced service quality can lead to:
Increased Guest Satisfaction: Satisfied guests are more likely to return and recommend the hotel to others, which can boost occupancy rates and revenue (Davis, 2018).
Positive Reviews and Ratings: Improved service quality can lead to more favourable online reviews and higher ratings on travel websites, enhancing the hotel's reputation and attracting new customers (Smith, 2020).
 Improved Employee Morale and Retention
Implementing effective recruitment and retention strategies can significantly improve employee morale. When employees feel valued and supported, they are more likely to remain with the company. This stability reduces turnover costs and maintains a consistent level of service quality. 
Benefits include:
Higher Job Satisfaction: Employees who feel their needs are met and that they have opportunities for growth are more satisfied with their jobs (Anderson, 2018).
Reduced Turnover Rates: Lower turnover means less time and money spent on recruiting and training new employees, and a more experienced and cohesive team (Taylor, 2017).
Operational Efficiency
Adopting strategic management practices can streamline operations and eliminate inefficiencies. Enhanced communication channels and a clear decision-making framework can lead to more effective problem-solving and innovation.
 Specific benefits include:
Reduced Operational Costs: Efficient operations can reduce waste and lower costs associated with errors and delays (Harrison, 2017).
Faster Decision-Making: Improved communication and strategic frameworks enable quicker and more informed decision-making, which can enhance responsiveness to market changes and guest needs (Mitchell, 2019).
 Competitive Advantage
By addressing management and staffing issues, Hotel Dieu Marseille can differentiate itself from competitors. A reputation for excellent service and a well-managed operation can attract more guests and increase market share. Benefits include:
Stronger Market Position: A well-managed hotel with a compelling reputation can attract a loyal customer base and achieve a competitive edge in the hospitality market (Walker, 2020).
Enhanced Brand Image: Consistently high service quality and positive guest experiences contribute to a strong and positive brand image (Brown & Green, 2018).
6.5 Financial Performance
Improved management practices and adequate staffing can positively impact the hotel's financial performance. Higher guest satisfaction and retention, coupled with operational efficiencies, can lead to increased revenue and profitability. Financial benefits include:
Increased Revenue: Higher occupancy rates and increased guest spending driven by superior service can boost overall revenue (Johnson, 2018).
Improved Profit Margins: Operational efficiencies and reduced turnover costs contribute to better profit margins (Taylor, 2017).
 Innovation and Growth: A well-managed hotel that fosters a positive work environment and encourages employee engagement can stimulate innovation. Employees are more likely to contribute current ideas and improvements, driving the hotel's growth and adaptation to market trends.
 Benefits include:
Continuous Improvement: An engaged workforce and inclusive management practices can lead to ongoing improvements and innovative service offerings (Anderson, 2018).


Adaptability: A hotel that embraces innovation is better equipped to adapt to changes in the market and evolving guest expectations (Buntin, 2011).

	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planed Budget

	1.Implement leadership programs

2. Establish Regular Performance Evaluations


3. Offer Recruitment Incentives
	1. Deliver and comprehensive training programs

2. Create a system for regular performance evaluations incorporating 360-degree feedback.
3. Provide competitive salaries, sign-on bonuses, and partner with local universities for recruitment.
	1. Enhanced managerial skills in strategic planning, and communication.
2. Improved identification of managerial strengths and weaknesses; targeted development plans
3. Attraction of qualified healthcare professionals to fill staffing gaps.
	6 months


 3 months




4 months
	28/08/2024


31/05/2024




29/06/2024
	£15 000


£5 000




£10 000





Implementing significant changes in an organization, especially in a healthcare setting, can elicit a range of responses from staff. Understanding these responses and managing them effectively is crucial for the successful implementation of the action plan at Hotel Dieu Marseille.

 Here is an analysis of potential staff responses and strategies to address them:
1. Initial Resistance to Change
Potential Response: Scepticism and Fear: Staff may initially be sceptical about the benefits of the changes and fear the unknown. This can manifest as resistance to new policies and practices.
Strategies to Address: Clear Communication: Regularly communicate the reasons for the changes, the expected benefits, and how the changes will be implemented. Transparency helps build trust (Scott et al., 2012).

12. CONCLUSION
This consultancy report for Hotel Dieu Marseille has identified significant challenges related to poor management practices and staff shortages, which have adversely affected the hotel's operational efficiency and service quality. Through a detailed analysis and evaluation, several key findings and recommendations have been highlighted, with potential benefits and associated costs clearly outlined.
Key Findings
Management Structure and Practices: The current management structure at Hotel Dieu Marseille is characterized by unclear delineation of roles and a top-down decision-making approach, leading to inefficiencies and reduced responsiveness (Smith, 2020; Jones, 2019).
Communication channels within the hotel are fragmented, resulting in slow information flow and operational bottlenecks (Brown & Green, 2018).
Staff Shortage: The hotel faces significant challenges in recruitment and retention due to outdated hiring practices and non-competitive compensation packages, leading to high turnover rates (Taylor, 2017).
The staff shortage has a direct negative impact on service quality and employee morale, increasing the workload on existing staff and leading to burnout (Davis, 2018).

Recommendations for Management Improvement:
· Implementing leadership training and development programs to enhance decision-making skills and foster a more inclusive management style (Anderson, 2018).
· Improving internal communication through regular inter-departmental meetings and advanced communication tools to streamline operations (Mitchell, 2019).
· Adopting a strategic decision-making framework that involves input from various management levels and employees to enhance responsiveness and innovation (Harrison, 2017).
Recommendations for Addressing Staff Shortage:
· Modernizing recruitment processes, offering competitive salaries, and forming partnerships with hospitality schools to attract qualified candidates (Johnson, 2018).
· Implementing employee retention programs, such as recognition awards, professional development opportunities, and wellness initiatives to improve job satisfaction and reduce turnover (Smith, 2020).
· Utilizing workforce management software to optimize staff scheduling and ensure adequate coverage during peak periods (Brown & Green, 2018).
Potential Benefits
By implementing these recommended strategies, Hotel Dieu Marseille can experience numerous benefits, including:
Enhanced Service Quality: Improved staffing levels and management practices can lead to increased guest satisfaction and positive reviews (Davis, 2018).
Improved Employee Morale and Retention: Effective recruitment and retention strategies can result in higher job satisfaction and reduced turnover rates (Taylor, 2017). 
Operational Efficiency: Streamlined operations and better communication can reduce costs and improve service delivery (Harrison, 2017).
Competitive Advantage: A reputation for excellent service and well-managed operations can attract more guests and increase market share (Walker, 2020).
Financial Performance: Higher guest satisfaction and reduced operational costs can boost revenue and profitability (Johnson, 2018).
Costs
Implementing these strategies will incur various costs, including:
· Leadership training and development programs
· Communication tools and training
· Strategic planning sessions and consultant fees
· Recruitment technology and marketing efforts
· Employee retention programs and wellness initiatives
· Workforce management software and specialist fees (Anderson, 2018; Johnson, 2018; Brown & Green, 2018; Taylor, 2017).
By addressing the identified issues through targeted interventions and strategic investments, Hotel Dieu Marseille can enhance its operational efficiency, service quality, and overall market position, ensuring long-term success and sustainability in the competitive hospitality industry.
On behalf of Pro Vision Consultancy Group, I would like to extend our sincere gratitude to the management and staff of Hotel Dieu Marseille for entrusting us with the task of analysing and addressing the critical issues related to management practices and staff shortages. We appreciate the opportunity to collaborate with such a prestigious institution and contribute to its ongoing success.
Your cooperation and openness throughout our consultancy project have been invaluable. We commend your commitment to continuous improvement and excellence in hospitality. We believe that the strategies and recommendations outlined in our report will significantly enhance your operational efficiency, service quality, and overall guest experience.
We are confident that with your dedication and the implementation of our proposed solutions, Hotel Dieu Marseille will achieve its goals and maintain its esteemed reputation in the hospitality industry. 
Should you require any further assistance or support in implementing these recommendations, please do not hesitate to reach out to us.
Thank you once again for your trust and collaboration.
Rica Chivu,
Consultancy Manager
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