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[bookmark: _Toc121421193]Executive Summary
Randholee resort & spa has experienced an increase in the level of complaints from customers and bad online reviews. This has been traced back to the aspects of customers stipulating that they have no proper value for money and also complaining about the level of room accommodations. The new project that has been put into place has focused on providing  innovative solutions that can bring about personalised customer service. The concept of providing this level of personalised customer care is considered with the perspective of maintaining attractive pricing policies and still providing personalised customer care.  As such the project team that has been formulated has evaluated the internal and external environment. Based on environmental analysis it was identified that Most of the guests that would visit the hotel are concerned about competitive pricing, distinctive experiences, unique offerings as well as quality food and beverages. There is a higher level of integration on technology by many of the Travellers in the modern age.
[bookmark: _GoBack]The analyses indicated that competition is generally high within specific regions that hotels are clustered. It was also identified that hotels try to differentiate themselves by a location strategy ,themes and Concepts as well as  amenities. However, the degree of competitiveness increases when there is no differentiate table value proposition being offered to the customers. The internal analysis result in identifying that the best method of overcoming the present situation for the company was to look at Product development strategy that could bring about better value propositions. It was identified that through the new strategic direction a better level of personalized customer care should be provided.
Based on the findings and the analysis it was proposed that the company going to a refurbishment of 10 rooms offering them as Platinum rooms that have been comprehensively fitted with latest digital equipment. It was also proposed that as part of this package and new mobile application be created and offered to the customers that could be integrated with algorithms for better predictive assessment of customer requirements. The predictive nature would look at customer's meal preference, making reservations for special dining occasion and even arranging entertainment opportunities. The strategic business unit’s contribution to the achievement of this aspects were discussed in the report as part of the recommendation. The report also mentions the limitations of not being able to predict potential competitor reactions.
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[bookmark: _Toc121421196]1.0 Introduction
[bookmark: _Toc121421197]1.1 Organization problem  
Randholee  resort and Spa has received a series of negative reviews from customers on TripAdvisor as well as other direct channels of complaints.  The fundamental problems that have been identified in the variety of complaints and bad reviews is the fact that guests feel they are not receiving value for money in the accommodation package that is being presented. 
The reviews have also indicated that the amenities in the hotel are extremely basic and there are very few value-added features to enhance the accommodation experience. the declining level of Occupancy has been linked to the negative reviews that have been made online as well social media platforms that have criticized the accommodation level of the hotel.
[bookmark: _Toc121421198]1.2 Purpose of the report 
The purpose of the following report is to conduct an evaluation and assessment on creatively reshaping the company's strategic direction. The intention of doing this is to discover a new way forward of generating Innovative customer care to gain a sustainable competitive advantage by hotel. In this effect the report looks at situation analysis of both the internal and external environment in order to determine specific areas of improvement. 
Based on the overall evaluation of the internal and external environment the  implementation of a strategic plan that is supported with established concepts and theoretical frameworks rooted in the aspects of strategic management.






[bookmark: _Toc121421199]2.0 Environmental analysis
[bookmark: _Toc121421200]2.1 Macro environment
The Macro environmental analysis deals with the dimensions of assessing key elements in the external environment that are beyond the control of the organisation (Rothaermel, 2021). The Macro environment represented by PESTEL  is constantly in flux, changing rapidly in each of its dimensions. due to this reason the changing factors can have either positive or significant detrimental impact on any industry (Lynch, 2018). The reason covid-19 pandemic is the classic case example with a tremendous detrimental impact on the hospitality industry (Kaushal and Srivastava, 2020). 
The need of analysing the Macro environment provides the very first step for contingency planning for potential scenarios that can take place based on initial indications (Lynch, 2018). The capability of planning for contingencies has the probability of reducing the detrimental impact or even capitalising on a unique opportunity which brings success to the hotel.
Political- While Sri Lanka is having a stable political party ruling at the present time there have been significant changes over the past few months. While there is a stable government situated in Parliament according to the constitution there are several opposing fractions due to the recent economic crisis (Williems, 2022). While this can be termed as short and medium term it has a definitive impact on certain Industries such as the tourism sector. Due to the ongoing deficits in available foreign currency, there has been several rationings of major resources. One such resource is the availability of gasoline which is now provided on a restricted basis (Trading economics, 2022). 
This has the potential of negatively affecting the Travels and tourism industry which is directly in support of the tourism industry. Although  there are large amounts of room capacity available, a majority of the local Patron does not have the full capacity for leisure travel. The ongoing protests and economic instability create a concern for foreign travellers which has reduced the number of inbound travellers (Trading economics, 2022). The present political stance is to increase taxation among the population while offering significant concessions for potential investors that would bring in foreign currency and resurrect the country's economy (Williems, 2022).
Economic- Sri Lanka's economy has reduced significantly post covid-19 pandemic reaching a value of 80.6 billion US dollars in 2021 which was a decline from the 87.96 billion US dollar performance in 2021 (Trading economics, 2022).While the covid-19 pandemic drastically affected foreign travel to the country which denied international currency earnings that was also a detrimental situation in the need to settle outstanding National debt. the combined factor has resulted in a decline in the GDP as well as an increase in the rate of inflation to almost 90%. Countries GDP per capita in 2022 is recorded at US$ 3,292.57 which is e a decline of 723 US dollars which is approximately 18.2 % decline (Trading economics, 2022). 
These statistics indicate that there is a considerable shortage of disposable income within the population which is essentially reducing purchasing power.  for hospitality-based industries the concept of providing a unique value-added service in order to create value for money as well as attract tourists is the only means of survival. (DBR-Travel and Tourism , 2019)
Social- Sri Lanka has always been a diverse country  that constitutes a wide range of socio-economic groups as well as cultural elements. The influence of Western occupying forces is deeply rooted within Sri Lankan society which has created its unique sense of fashion, clothing, artwork, design, literature, and food. a combination of traditional heritage and integrated cultural elements is clearly embedded into Sri Lankan society (DBR-Travel and Tourism , 2019). 
The outcome is an extremely diverse group of individuals that are willing to try and accept various new concepts within social circles (Ratnayake, 2020). The general elements of society constitute a high degree of collectivism deep rooted in eastern philosophies, specifically the concept of Confucianism. In society there is a very clear  indication that most of the population favours the concept of a laid-back society. having some of the highest number of national holidays Sri Lankan society can be categorized as a group of persons that accept the viewpoint of working to live (WTTC, 2019).
Technological-  the rate of acceptance and integration takes place at a moderate level primarily due to economic setbacks. the latest technology does not become available for some time mainly due to restricted purchasing power. Technology  integration into the hospitality industry has been growing since the availability and increase in the number of hotels since 2016. 
There is also a comprehension that new technology has the capability of improving overall guest relation experience and making the hotel more efficient and productive. The challenging issue with introducing new technology into mature Industries like hospitality comes from the fact of recovering the investment (Diyalagoda, 2021). Challenges of investment recovery can sometimes present itself if the technology does not directly contribute to a significant value addition.
Environment - there has been a significant increase in Environmental concerns specially to protect tourism in Sri Lanka. Rigorous advancement of practices is being put into place from a social perspective as well as from the legal perspective. Their environmental protection authority has been given additional powers by the government to enforce critical legislation to ensure the protection of the environment (Khajeh Nobar and Rostamzadeh, 2018). There is an increase in the degree of environmental policing among businesses through the direct intervention of the environmental protection agency. However, the country is still experiencing significant challenges in recycling as well as proper disposal of garbage and refuse on a national level.
Legal- legislative elements have been extremely prominent when it comes to the tourism industry. Special registration is in effect to ensure that tourists receive exceptional provisions for safety and security (Khajeh Nobar and Rostamzadeh, 2018). The establishment of a separate tourist police force has been present for a number of years. There is also a high level of recognition for international contract law. 
[bookmark: _Toc121421201]2.2 Porter's five forces
The capability of analysing the external competitive landscape is done through the application of porter's five forces. The model essentially looks at critical aspects related to the creation of competition and analyses them individually based on categorising them at a level of intensity to create competitiveness. 
This process allows for better comprehension as to the main sources that will affect the company. However, it should be considered that analysing competitiveness alone does not have the capability to allow companies to create the necessary  strategies that can lead to a competitive advantage.   The following is a porter's five forces analysis of the Sri Lankan hospitality industry.

Threat of new entrants- Low
There is a significant barrier in establishing a hotel in Sri Lanka given the large financial investment and the declining level of existing tourism. In addition there is a significant availability of accommodation from existing operators (DBR-Travel and Tourism , 2019). The ability to create a unique value proposition can also be challenging in an extremely tight economic market. The combination of these factors create a significant entry barrier which prevents  potential businesses from entering into the market. However, there is a special circumstance where large scale companies may look to  invest into the leisure sector industry as part of a Portfolio expansion. In this type of situation there is the consideration for the new entrants to come to the Marketplace (WTTC, 2019).
Bargaining power of buyers- medium
While buyers may not have a direct level of bargaining for the reduction of prices, they have a degree of control over selecting specific hotels. They exercised the power of Choice Based on the concept of value for money, unique amenities, location, luxury level, distinctive experience, quality of food, quality of accommodation and finally entertainment factors  (WTTC, 2019).. Buyers will take into account all of these elements within the dimensions of the consumer buying behavioural and make the choice of selecting one hotel over another (DBR-Travel and Tourism , 2019). 
In general, prospective buyers will select from hotels in a similar category which essentially indicates travel requirements. Based on these dimensions’ buyers have a moderate level of exercising their bargaining power as they have the power of choice. However, there is also the switching cost as buyers make a degree of compromising on other factors as they are not within the attainable level (Ratnayake, 2020).
 
Bargaining power of suppliers- medium 
Supplies can maintain a certain degree of bargaining power by regulating the selling price of the materials which are crucial for the operational elements of the hotel (WTTC, 2019). However, in reality the bargaining power of the supplier is regulated directly by the size of consumption the hotel we have for the required level of materials. Large-scale hotels have a much better bargaining power of suppliers as they purchase large volumes of products and consumables.  
Small and medium scale hotels which have less bargaining power as they do not have large volume purchases. Supplies themselves will look at maintaining a certain level of pricing policy in order to be profitable and will be willing to sacrifice on  profit in order to secure large scale business accounts.  In addition, there is a switching cost to the hotel when they chain suppliers as the same quality may not be maintained. This can have a detrimental impact on the overall quality of service, food and beverages of the hotel which can inadvertently trigger negative impact from the customer. 
Threat of substitutes- medium
There is a possible threat from substitute products as there are several new concepts such as Homestay and air b and b, guest houses and personal Villas. These types of options do not provide the same amenities as a hotel and therefore there is a tradeoff. This is the switching cost for the customer. However the increasing cost of operations of large scale and medium scale hotels at driving more and more consumers towards these types of substitute options primarily due to economic pricing.
Industry rivalry-High
There is a very prominent level of industry rivalry among similar types of hotels in a close geographic location. This is mainly since many of the hotels have challenges in differentiating their value propositions and focus primarily on location strategy to promote the hotel. While other elements such as food and beverages as well as amenities can be differentiated to a certain level it is linked with the aspects of a selling price which is directly associated to the cost. In this regard many hotels are consistently focusing on being competitive with neighboring rivals making it challenging for them to enhance their value offerings for consumables without compromising profitability. 
[bookmark: _Toc121421202]2.3 SWOT analysis.
Conducting a situation on analysis of the internal and external environment provides a detailed snapshot of challenges as well as opportunities available for a business (Rothaermel, 2021). It creates the necessary foundation for a company to consider new opportunities as well as mitigating threats and challenges which help the company to function effectively and profitably. Comparison of the internal and external environment is done using the SWOT model. 
SWOT the model can independently categorize opportunities and threats for the company  as well as determine if the company has the necessary abilities through its strengths and weaknesses to capitalize on these situations (Rothaermel, 2021). The fundamental drawback with the model is that it does not provide any type of clear indication as to how the market is reacting to see the types of opportunities. For example there is no comprehension that its competitors will look at the same opportunity and the threat and act the same way.
[bookmark: _Toc121419812]Table 2.1 SWOT 
	 Strengths
	Weaknesses

	· Strong financial backing
· Established brand name in the industry
· Online portal for registration
· Good rating in TripAdvisor and other online portal
· Boutique Hotel concept
· Train staff member and Infinity Pool.
	· Low level of Technology integration.
· Incapability of providing personalized service without increasing cost.
· Focuses primarily on traditional service method.
· Limited menu options which prevents the possibility of increasing selling prices.
· Over-reliance on location to create a competitive advantage

	 Opportunities
	Threats

	· Local currency is devalued giving better value for money
· Increasing level of travel interest after covid-19 lockdown period 
· Customers are looking for a personalized service standard
· Customers are more integrated with digital technology

	· Competitive pricing options provided by alternative markets.
· No economic crisis in alternative markets
· Better service standards of personalized service offered by competitive markets
· Higher levels of technology integration in competitive markets.



 Source- Authors Work
Based on the provided analyses it is evident that there is a significant level of opportunities for the company to capitalize on given their present strength of the business. The companies established brand name and positive ratings received online give than the unique of marketing capability. Essentially the company can never it’s the goodwill and established brand name to attract customers. However the company business challenges in becoming more competitive as they have low levels of Technology integration (Rothaermel, 2021). They also are unable to provide the necessary personalized service concept to customers especially while maintaining the existing competitive pricing strategies. The company favors traditional methods as he keeps in line with the ambiance of the hotel. They have also been totally over committed to the location strategic consistently leveraging pictures of the Unique location in order to gain customers.
What are the unique benefit for the hotel is that there is definitely an increase of foreign travel worldwide after the covid-19 pandemic lockdown situation (Kaushal and Srivastava, 2020). Travelers from European destinations are having average level of disposable income. Although the existing Global recession has negatively impacted the travel industry there are certain destinations that have been favored by customers (Kaushal and Srivastava, 2020). Visiting Sri Lanka for a second or third time we have the potential of selecting the same hotel or looking at a new value proposition. 
It is also recognizable that there are tremendous challenges from neighboring countries that also provide more competitive Hotel industry in most neighboring countries have a high degree of Technology integration which allows them to provide better value added services to customers. The high level of Technology integration reduces the dependency on traditional operational function which can provide a better degree of customization of services to the customer.
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[bookmark: _Toc121421204]3.1 Ansoff matrix
A new strategic direction is defined as the international planning of a strategy that takes the company to capitalize on specific opportunities in the external environment (Birkinshaw, 2014). Strategic directions are important as it provides the organization with the focus on the perspective of aligning all of the business’s resources and their activities for a common purpose which is directed at achieving their Vision and Mission of the company (Dawes, 2018).  For a company to select the strategic direction it is essential that there is an understanding as to the options available for business.  
The Ansoff Matrix has the capability of providing the necessary options available for the company to choose from. As indicated in the Ansoff matrix A business can alternate between  focusing their efforts in the existing business environment or alternatively developing products or developing markets (Dawes, 2018). The provisions allowed in the matrix provide companies with the necessary focus they need to delete the business resources from the strategic business unit into a singular direction (Birkinshaw, 2014). Although the Ansoff matrix has been seen as a prominent tool that allows for identifying external growth opportunities there are also negatives with the model.
[bookmark: _Toc121419808]Figure 3.1 Ansoff Matrix
[image: ]
Source- Ansoff ( 1967)
The model is heavily criticized for not being able to analyse competitive behavior alternatively determine the ways and means the company must create its competitive advantage (Dawes, 2018). The matrix is only able to provide options available and directions for the company to follow. There is no guarantee that the company will be successful when they undertake the proposed direction (Holopainen and Toivonen, 2012). In addition The Matrix does not provide a comprehension as to the extent of risk that will be associated with pursuing the opportunity. 
Due to this reason it becomes increasingly challenging for companies to determine if a particular opportunity that has been identified in the external environment has the capability of bring forward  the required level of returns for the new strategic direction. To do this the company must look at alternative aspects of implementation and consider each of these separately before moving forward with the new strategic direction (Holopainen and Toivonen, 2012).
[bookmark: _Toc121421205]3.1.1 Product development strategy
This strategy proposes that the company introduce a new product that has not been part of the existing portfolio. It takes the company down the road of applying a series of design features and innovative concepts that lead to the creation of a new product (Zaibaf, Taherikia and Fakharian, 2013). The fundamental intention of designing a new product of this nature is to provide the organization with the capability of capturing an opportunity that is presently available in the marketplace. 
As it has been understood in the analysis’s conductor of the internal and external environment what are the fundamental requirements to create a high level of perceived value to convince travelers to visit the hotel (Hospitality SL, 2019). However as the hotel needs to be competitive in its pricing strategies  the company cannot simply provide additional levels of luxury without increasing the price of services. Due to this reason it is necessary for the organization to look at a distinctive element that creates better perceived value to the customer without increasing the cost of services to the customer. 
To achieve this it has been chosen that the company should look at personalizing customer care given the fact that they only have 27 rooms, which is a limited capacity. Providing a personalized customer care experience has the higher probability of increasing Occupancy rates of the room which would essentially bring about better revenue and profitability (Ayoobkhan and Kaldeen, 2020)
[bookmark: _Toc121421206]3.2 Porter's generic strategies
For a company to create a competitive advantage it is essential that there is a Strategy that is followed by the organisation to effectively create value for the customer as well as the organisation (Lynch, 2018). Porter's generic Strategies outlines the four alternative strategies that can be adopted by a business which would essentially allow them to create a competitive advantage (Rothaermel, 2021).
[bookmark: _Toc121419809]Figure 3.2 Porter's generic strategies
[image: ]
Source- Porter (1982)
The hotel continues to operate in a total market which means it is a broad market as they will look  at attracting as many Travelers as possible in order to fulfil the Occupancy rates of the hotel. The competitive advantage that the hotel will be looking at is differentiation strategy (Rothaermel, 2021). In the differentiation strategy the focus is to provide an alternative source of value to the consumer that is presently not available by the direct competitors or the indirect competitors of the hotel (Rather, 2018). A differentiation strategy also has the benefit of giving consumers the opportunity of considering the value of a ring they will be receiving in comparison to the price they will be paying to the hotel. 
The differentiation strategy requires the hotel to offer a totally different concept than their existing neighboring hotels which is also seen as valuable to the customer.  In the product development strategy the chosen option is to personalize customer care while maintaining more competitive pricing to the customer's room rate(Inversini, De Carlo and Masiero, 2020). The provision of personalized customer care requires a degree of customization of the customers unique  requirements. In the hospitality industry providing high levels of customization can be extremely expensive. One of the main expensive elements in this regard is the provision of labor cost associated with providing personalized customer care to the guest(Inversini, De Carlo and Masiero, 2020).
However there is a degree of personalization that can be provided to the guest while still maintaining a certain level of control over expenses (Bilgihan and Nejad, 2015). This can be done through the integration of digital technology into a select number of rooms that provides customers with the opportunity of receiving personalized customer care. By providing a personalized experience to the customer which will be enhanced digital technology there will be a unique offering that is given which is different to the rest of the competitors in the area(Ayoobkhan and Kaldeen, 2020). 
[bookmark: _Toc121421207]3.2.1  Personalised customer care approach
The following is the method the hotel will use to of a personalized customer care.
· The hotel will designate 10 rooms as Platinum grade rooms that will be designed to provide comprehensive personalized customer care.
· The option of designating only 10 rooms allows the company to charge a slightly above average room rate as they will be providing significant features of personalization which would essentially increase the perceived value.
· Personalized customer care will be provided through the integration of Technology. The technology will be integrated into the room as well as guest relations and guest experience which essentially conveys the option of personalized customer care.
· The designing of a mobile application for smartphone and IOS will be done by the hotel and offered to all customers that select the platinum room package.
· The application will be designed to handle all aspects related to room service ordering, online menus, booking of reservations with in-house restaurants, booking reservation time with gymnasium, reserving jacuzzi, ordering of special meals as well as the arranging of special dining experiences such as Bush dining.
· The room will be totally refitted with new technological implementations that would allow for better entertainment systems as well as accommodation. The provision of Alexa as a portable device will be included with each room.
· All of the rooms will have Netflix and Amazon Prime as a means of paid entertainment.  In addition customers will be able to purchase Video on demand in these rooms.
· The rooms will also be Re fitted with climate control systems to ensure smooth airflow and comfortable accommodation within the room.
· The rooms will be fitted with smart technology which is also linked to the mobile application presented to the customer.  The combination of these smart devices will be enhanced through predictive algorithms to provide the customer with personalized service.
· Customers will receive suggestions on favorite types of meals based on their prior selection. They will also be provided with entertainment options and even suggest excursions based on their preferences.
· The predictive algorithm will also determine if the customer requires early check in time and extended check out time based on information gathered. The algorithm will also make reservations for the number of Guest automatically at the in-house restaurants that are frequently attended by the customer.
· To provide mental well and physical fitness the mobile application will track the customer's physical activities and make necessary suggestions based on their preferences.
[bookmark: _Toc121421208]3.3 Strategic business unit functions
In order for the hotel to practically deliver the new strategic direction there will be a significant contribution To be made by the strategic business units of the company. The following will be the main areas the strategic business units will contribute to the creation of the platinum rooms which is going to be operated totally under digitalized Technology.
[bookmark: _Toc121421209]3.3.1 Finance department
The role of the finance department will be to provide the necessary financial investments for the upgrading of the room with digital technology (Bilgihan and Nejad, 2015). This is essentially going to be considered a potential investment. Due to this reason the finance department will need to focus on the following activities which will be done prior to the implementation of the project as well as after the upgrading of the rooms .
· Conducting a cost analysis to determine the total investment cost necessary for the upgrade.
· Conducting a cost benefit analysis utilizing investment appraisal techniques such as their payback period and net present value calculation. The acceptance of the upgrade only on the basis of positive Returns.
· Identifying the appropriate sources of Financing by considering the cost of capital that will be incurred by the company in the obtaining of borrowing. Choosing the option that has the lowest risk exposure to the business.
· Requesting a detailed budget for each of the business units based on their proposed activities and the management of Financing through the displacement of funds based on the approved budget for the project.
[bookmark: _Toc121421210]3.3.2 Operations department
The operation department will need to be upgraded with both tangible and intangible resources in order to offer the new platinum room concept(Bilgihan and Nejad, 2015). Effectively the provision of skill and knowledge necessary in the management and maintenance of the new rooms will be crucial. The operation department will also have to have the necessary tools and resources to manage the digitalization environment (Priyangika, Perera and Karunaratne, 2019). The following are the main functions that will be conducted through the operations department.
· Integrating the IT Department into the operations department to ensure smoother function between the two departments is crucial to maintaining that viability and integrity of the digital equipment in the platinum room.
· Providing the necessary training needed to enhance skills of the maintenance department that will oversee the digital implementation as well as the operational aspects of the platinum room.
· Creating a new standard operating process that will incorporate the maintenance aspects of the digital upgrades into the operations manual.
· Recruiting personnel that have experience in managing digital integrated hardware and software in the hospitality industry.
[bookmark: _Toc121421211]3.3.3 Human resources department
The human resources department will be required to ensure the necessary workforce with the correct skill and knowledge is maintained in the company(Anabila et al., 2021). This will entail the department performing the following activities as part of their contribution.
· The recruitment selecting and onboarding of personnel that has the necessary technical skill of maintaining hardware and software integrated into room functionality in the hospitality industry.
· Identifying the number of additional labor force that is needed to function the operation.
· Designing job description for the new recruits and conducting induction programs at the point of joining the company.
· Arranging training programs for existing employees in the operations department to provide them with the necessary skill and knowledge with regard to the new technological integrations been implemented.
[bookmark: _Toc121421212]3.3.4 Sale and marketing
The customer care project will be spared under the direction of the sales and marketing department. Not only will the department be the main driving force behind the project, they will also provide the necessary marketing campaign in order to promote the personalized customer care value proposition (Inversini, De Carlo and Masiero, 2020) ,The following will be the main activities of this business unit.
· The creation of a marketing campaign that highlights the platinum room concept as well as all of the potential benefits to the consumer.
· Bring into focus the characteristics of the product development through the introduction of the various characteristics that a associated to the platinum rooms to both travel agents as well as direct customers.
· Working closely with customers to obtain potential feedback as well as market information as to their  opinions on the value for money with regard to the platinum room concept.
· Designing the digital marketing Communications campaigns in order to attract customers.
· Providing the necessary input to the support teams in the creation of the mobile application and algorithms for predictive assessments.
[bookmark: _Toc121421213]3.4 Risk Analysis 
As it is understood that every potential opportunity that takes the company away from the present product range and familiar Marketplace will have a certain level of risk associated with the decision. The following analyses is a risk assessment which is done in order to predict some of the uncertainties that can affect the business.
[bookmark: _Toc121419813]Table 3.1 Risk Analysis
	Type of risk
	Probability
	Impact
	Mitigation

	Financial risk- the company is unable to recover the return for the investment value
	Low
	High
	Proper budgetary control and pricing strategies have to be design. The marketing team must create the perceived value to ensure that minimum breakeven can be charged in order to recover the investment value.

	Human resources risk- not having the necessary knowledge and capability to maintain the technology to their fullest potential.
	Medium
	High
	Ensure the recruitment of persons with proper talents and also consistently upgrade and maintained Technology.

	Competitor risk- competitors could look at reacting by reducing prices
	Medium
	Medium
	Ensure the value proposition conveys high level of value for money in order to breed a competitive advantage.

	Supplier risk- new suppliers providing technology and software upgrades could increase prices
	Medium
	Medium
	Enter into minimum three-year contract without suppliers for binding agreements.


Source- Authors Work
 
 
 
 
 
 
 
 
 








[bookmark: _Toc121421214]4.0 Conclusions
As identified in the analysis there is a substantial opportunity for the hotel to to enhance their revenue and profitability. As customers are looking for value for money and more personalized service standard there is a high probability that the hotel will be able to gain high levels of Occupancy if they are able to provide this requirement. The integration of digital technology and refurbishment of rooms provide the hotel the unique capability of achieving this. Operating as a product development strategy this new strategic direction will ensure that the hotel is able to consistently generate high levels of Occupancy for the Platinum rooms as they will be promoting personalized customer care.

 












[bookmark: _Toc121421215]5.0 Limitations of the report 
The proposed report has a series of limitations in its inability to identify the reactions competitors will take as the company moves forward with the new product’s development. There is no proper evidence to identify the degree of response competitors will make and how this response can affect the company's strategy. Competitors may reduce prices as for the analysis done in the risk assessment or they may react by going for their own digitized options of refurbishment. As there is no evidence to support the reaction of the competitor this area is considered to be a definitive limitation.
Although a macro environmental analysis is done, there is no proper evidence to demonstrate how the present economic situation and political situation may change in the coming years. Due to the lack of supportive evidence in this area it is difficult to make a prediction and determine if any changes would have a detrimental impact on the hospitality industry. 












[bookmark: _Toc121421216]Reference 
Anabila, P., Ameyibor, L.E.K., Allan, M.M. and Alomenu, C. (2021). Service Quality and Customer Loyalty in Ghana’s Hotel Industry: The Mediation Effects of Satisfaction and Delight. Journal of Quality Assurance in Hospitality & Tourism, 3(2), pp.1–24. doi:10.1080/1528008x.2021.1913691.
Ayoobkhan, M. and Kaldeen, M. (2020). An empirical study on cloud computing technology on hotel industry in Sri Lanka. In The Emerald Handbook of ICT in Tourism and Hospitality. Emerald Publishing Limited, 5(1).
Bilgihan, A. and Nejad, M. (2015). Innovation in hospitality and tourism industries. Journal of Hospitality and Tourism Technology, [online] 6(3). doi:10.1108/jhtt-08-2015-0033.
Birkinshaw, J.M. (2014). Strategic management. Northampton, Ma: Edward Elgar Pub.
Dawes, J. (2018). The Ansoff Matrix: A Legendary Tool, But with Two Logical Problems. SSRN Electronic Journal, 1(1). doi:10.2139/ssrn.3130530.
DBR-Travel and Tourism , 2019. Doing business-World Report Travel and Tourism. [Online] 
Available at: https://www.wttc.org/-/media/files/reports/economic-impact-research/regions-2019/world2019.pdf
[Accessed 25 11 2022].
Diyalagoda, K. (2021). Economic Impacts of COVID-19 Macro and Microeconomics Evidences from Sri Lanka. SSRN Electronic Journal, 2(1). doi:10.2139/ssrn.3910004.
Holopainen, M. and Toivonen, M. (2012). Weak signals: Ansoff today. Futures, 44(3), pp.198–205. doi:10.1016/j.futures.2011.10.002.
Hospitality SL (2019). Hospitality Sri Lanka | Food / Beverage. [online] hospitalitysrilanka.com. Available at: https://hospitalitysrilanka.com/all_articles/9 [Accessed 16 Jul. 2022].
Inversini, A., De Carlo, M. and Masiero, L. (2020). The effects of customer-centricity in hospitality. International Journal of Hospitality Management, 86(2), p.102436. doi:10.1016/j.ijhm.2019.102436.
Kaushal, V. and Srivastava, S. (2020). Hospitality and Tourism Industry amid COVID-19 Pandemic: Perspectives on Challenges and Learnings from India. International Journal of Hospitality Management, [online] 92, p.102707. doi:10.1016/j.ijhm.2020.102707.
Khajeh Nobar, H.B. and Rostamzadeh, R. (2018). THE IMPACT OF CUSTOMER SATISFACTION, CUSTOMER EXPERIENCE AND CUSTOMER LOYALTY ON BRAND POWER: EMPIRICAL EVIDENCE FROM HOTEL INDUSTRY. Journal of Business Economics and Management, 19(2), pp.417–430. doi:10.3846/jbem.2018.5678.
Lynch, R. (2018). Strategic management. 8th ed. Harlow, United Kingdom ; New York: Pearson Education Limited.
Priyangika, K.D.T., Perera, B.A.K.S. and Karunaratne, T.L.W. (2019). Facilities Management Roles in the Hotel Industry: The Skills and Competencies Required. Journal of Quality Assurance in Hospitality & Tourism, 3(1), pp.1–20. doi:10.1080/1528008x.2019.1679060.
Rather, R. (2018). Investigating the Impact of Customer Brand Identification On Hospitality Brand Loyalty: A Social Identity Perspective. SSRN Electronic Journal, 27(5), pp.487–513. doi:10.2139/ssrn.3119473.
Ratnayake, R., 2020. The changing face of travel. Journal on Travel and tourisem, 10(4), pp. 40-50.
Rauch, D.A., Collins, M.D., Nale, R.D. and Barr, P.B. (2015). Measuring service quality in mid-scale hotels. International Journal of Contemporary Hospitality Management, 27(1), pp.87–106. doi:10.1108/ijchm-06-2013-0254.
Rothaermel, F.T. (2021). Strategic management. 5th ed. New York, New York: Mcgraw-Hill Education.
Trading economics (2022). Sri Lanka GDP per capita PPP | 1990-2019 Data | 2020-2021 Forecast | Historical. [online] tradingeconomics.com. Available at: https://tradingeconomics.com/sri-lanka/gdp-per-capita-ppp [Accessed 22 Nov. 2022].
Tsaur, S.-H. and Lo, P.-C. (2020). Measuring memorable dining experiences and related emotions in fine dining restaurants. Journal of Hospitality Marketing & Management, (3), pp.1–24. doi:10.1080/19368623.2020.1748157.
Williems, S. (2022). U.S. Announces $6 Million in Emergency Assistance to Respond to Sri Lanka’s Economic Crisis. [online] U.S. Embassy in Sri Lanka. Available at: https://lk.usembassy.gov/u-s-announces-6-million-in-emergency-assistance-to-respond-to-sri-lankas-economic-crisis/ [Accessed 17 Nov. 2022].
WTTC, 2019. World Travel Tourism Council - Economic Impact Report. [Online] 
Available at: https://www.wttc.org/-/media/files/reports/economic-impact-research/regions-2019/world2019.pdf
[Accessed 25 11 2022].
Zaibaf, M., Taherikia, F. and Fakharian, M. (2013). Effect of Perceived Service Quality on Customer Satisfaction in Hospitality Industry: Gronroos’ Service Quality Model Development. Journal of Hospitality Marketing & Management, 22(5), pp.490–504. doi:10.1080/19368623.2012.670893.










[bookmark: _Toc121421217]Bibliography 
Dzhandzhugazova, E. A., Blinova, E. A., Orlova, L. N., & Romanova, M. M. (2016). Innovations in hospitality industry. International Journal of Environmental and Science Education, 11(17), 10387-10400.
Kandampully, J., Zhang, T. C., & Bilgihan, A. (2015). Customer loyalty: a review and future directions with a special focus on the hospitality industry. International Journal of Contemporary Hospitality Management.
Kansakar, P., Munir, A., & Shabani, N. (2019). Technology in the hospitality industry: Prospects and challenges. IEEE Consumer Electronics Magazine, 8(3).pp. 60-65.
Rhou, Y., & Singal, M. (2020). A review of the business case for CSR in the hospitality industry. International Journal of Hospitality Management, 84, 102330.














[bookmark: _Toc121421218]Appendix -1 Company Background 
Randholee resort and spa is a luxury Boutique Hotel with 27 rooms located in the Citadel city of Kandy. The hotel is part of the Freudenberg leisure sector and is renowned for providing superior cultural experience of the Citadel City surrounded with comprehensive authenticity. The hotel's primary source of differentiation has been to offer a very customized and friendly service to all patrons. 
The general design of the hotel represents a very traditional concept keeping In line with the historical accuracy of the upcountry culture from Sri Lanka. Although the hotel Pride itself on creating a historical theme  they also recognize the importance of maintaining A certain level of Technology integration into the surrounding amenities that is experienced by the guest. The degree of Technology integration is relatively low in comparison to other hotels of the region. However the hotel strives to provide the customer with  the cultural experience accurate to the Citadel City.
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