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Executive Summary
Novotel Paris Centre Tour Eiffel hired this consultancy firm because the team was struggling to keep up with the pressure, leading to a decrease in the quality of service, demoralised employees, and a loss of customers. The hotel, part of the renowned Accor Group and situated in the heart of Paris, operates in a highly competitive environment. The property is strategically valuable, but the experience for those staying there has declined, judging from an increase in comments complaining about the staff. The report examines the problem closely, identifies its leading causes, and offers practical suggestions along with clear strategies for implementation and evaluation of success. The analysis revealed that employee burnout is the primary factor impacting overall service delivery. The company found that delayed responses from guests, weak motivation among their team members, and uneven service were caused by tired employees, inefficient daily and overnight schedules, a lack of specialists, and limited opportunities for employees to progress. The team determined, based on guest comments, comparisons with similar businesses, and reviews within the hotel, that the problem was significant and, if not addressed, could jeopardise both the hotel's reputation and profits in the short term.
To analyse and review the situation in depth, the report utilised the PESTLE, SWOT, and TOWS frameworks. The PESTLE analysis highlighted various external factors affecting hotels. Every so often, French politics and union activities result in hotel staff being put under more stress. Low budgets and inflation have caused organisations to rely on fewer staff members, resulting in higher workloads for the existing staff. Many workers in the hospitality sector are requesting better work-life balance and advances in mental health as part of their jobs. Although the use of technology is practical over time, it has put extra pressure on people who need to use new systems but are not yet trained. The requirements of sustainable operations and strict workplace rules in France are just a few of the factors that increase the workload for staff. The SWOT analysis validated these points, emphasising Novotel's good location, famous brand reputation, and up-to-date premises while also highlighting internal issues such as staff disengagement from their jobs, inconsistent service, and poor communication. Technology updates, staff development, and enhanced health plans were identified among the opportunities, along with reputational damage, problems with adhering to laws, and higher guest expectations, as key threats. Afterwards, the TOWS matrix helped transform the analysis by selecting approaches that combined strengths with opportunities to succeed and mitigated threats by enhancing internal strengths.
As a result of the analysis, the report suggests five key ways to proceed. The first step is to develop a comprehensive employee well-being program that includes counselling, workshops, and strategies for managing stress. Third, by relying on flexible rosters and online work tools, workloads can be distributed more evenly among staff. After that, better ways to recruit and retain staff, including teaming up with local schools and presenting career paths inside the company. The company began by introducing specific training and development programmes to enhance service skills, utilise technology, and adapt to various functions. Secondly, a staff recognition and feedback culture that offers ongoing motivation includes recognising team members nominated by others, regular performance dialogues and open communication.
The report utilises Kotter's 8-Step Change Management Model to guide the initiatives to completion. As a result, people experience a sense of urgency, a group is formed to lead, a vision is established, and the change is effectively communicated and shared. It helps to eliminate challenges, produce quick successes, secure lasting results and incorporate new ways of working into the company's culture. By using a phased approach, employees are supported throughout the entire change process, and trusted improvements are sustained over time. As recommendations are made, a clear roadmap is provided that outlines who is responsible, by when, and when the work is expected to be completed. The study employs the Balanced Scorecard approach to assess the effectiveness of these interventions, focusing on customer engagement, internal processes, development, and financial performance. These metrics look at the reviews customers leave about your service and the number of guest complaints. The company measures internal processes by examining staff absenteeism, the rate of employee turnover, and the speed at which staff respond to issues. 
The analysis indicates that €83,000 will be required to bring the project to fruition. For staff, the budget includes €20,000 for a staff well-being programme, €10,000 to enhance onboarding, €18,000 for leadership development, €25,000 for improved digital scheduling tools, and €10,000 for staff recognition initiatives. Based on its size and position, Novotel requires a reasonable investment from its owners, with benefits including improved performance, attracting loyal employees, and pleasing its customers. The report concludes with a table outlining each suggestion, including the planned cost, the anticipated completion date, and the expected result. With this, hotel leaders know precisely what to do to align departments and perform the tasks smoothly.
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1. [bookmark: _Toc199890888]Introduction
At the centre of great customer experiences in hospitality is having an energetic workforce. The Accor Group, one of the biggest and most famous hospitality brands worldwide, owns Novotel Paris Centre Tour Eiffel for its promise of quality and impressive service at every hotel. Within a vibrant and cultural place, the hotel hosts tourists, business persons and crowds attending conferences fairly often. Its charm grows when you consider it sits beside the River Seine and is close to famous sites, like the Eiffel Tower (Novotel Hotel, 2025a). Being part of a fast-changing hospitality sector means the hotel must keep up with guest needs and overcome its internal problems. According to recent reviews from guests of Novotel Paris Centre Tour Eiffel, a well-regarded four-star hotel in the Accor Group, the standard of services is declining because many staff members are burned out (Novotel Hotel, 2025b). As a result, many are worried not only about how smoothly things run but also about the hotel's role in the market and its reputation into the future. Customers increasingly post their complaints on TripAdvisor, mainly about delayed answers, absent staff and unpredictable service (TripAdvisor, 2024). The poor service culture observation is caused by employees being tired and unengaged. This report aims to research why this issue exists, assess the factors affecting it and present one or more strategies to address it without repeating the problems.
[image: NOVOTEL PARIS CENTRE TOUR EIFFEL - Hotel Reviews, Photos, Rate Comparison -  Tripadvisor]
Figure 1: Novotel Paris Centre Tour Eiffel
Source: (Novotel Hotel, 2025)
Ulveniq Advisory is a consultancy firm appointed for this report because it is highly experienced in transforming companies, managing its teams, and planning strategies for change. Ulveniq Advisory understanding of different industries and years of experience with large hospitality clients allow it to suggest real and proven solutions. Therefore, this report uses qualitative and quantitative methods, studying the issue from several angles to provide a helpful outcome.
To begin analysing the problem, the report will examine the issue and find that staff burnout impacts service delivery and customer satisfaction. Afterwards, a PESTLE analysis is done to explore the external macro-environment and check if political rules, economic situations, social trends, technological development, changes in laws and environmental problems could influence how people work or feel (Whittington et al., 2019). A SWOT analysis is used to further contextualise these insights by highlighting what the hotel does well or could improve and the opportunities and threats outside the hotel (Panteleiev, 2023). Further, the TOWS matrix helps create strategies that link your Company's strengths to the existing external conditions. The results from the diagnostic tools suggest customised ways to improve employees' engagement and resilience. Examples are starting a complete employee wellness programme, offering training for customer service staff, reviewing how jobs are divided to control workload, and improving communication within the team. The group relies on Kotter's 8-Step Change Management Model as their main framework for these changes to succeed. Because of its effectiveness, this model is well known for supporting change in organisations.
Along with describing the change process, the report provides the hotel with set metrics for success so they can review and improve their strategies. It is essential to check that the planned interventions will be affordable and feasible for the community. An action plan outlines when things must happen, who is responsible and what materials are needed. The report was created to allow Novotel Paris Centre Tour Eiffel to face the issue of employee burnout head-on and turn its service culture into one notable for employee satisfaction, high performance and terrific customer service. Using strategic analysis and valuable suggestions, the hotel can deal with its pressures today and enhance its competitiveness in the future.
2. [bookmark: _Toc199890889]Analysis
2.1 [bookmark: _Toc199890890]Issue Identification
The main problem for Novotel Paris Centre Tour Eiffel is the reduction of good customer service, which happens when employees get burned out. This issue is more noticeable now because of a rise in unfavourable guest feedback posted on platforms like TripAdvisor. People submitting reviews have pointed out unhelpful staff, employees who are not courteous and guests’ needs not being met (Trip Advisor, 2024). Since these issues keep happening, the hotel faces a broader problem that could soon damage its reputation, smooth running and financial health.
When employees are burned out, they are physically and emotionally exhausted, show less motivation and lack enthusiasm, which damages hospitality businesses (Abubakar et al., 2022). At Novotel Paris Centre Tour Eiffel, staff have problems handling the increased number of guests during holidays and significant Paris events. Because employees work harder and longer shifts, it is becoming impossible for them to keep the level of service that customers expect (Serenko, 2024). Many people talk about waiting for check-in, seeing dirty rooms and being ignored by staff, indicating that the employees are tired and discouraged (Burnes et al., 2018). The reasons for burnout at the hotel are varied. A big reason is that some companies cannot hire enough people because they fire too many or cannot afford to hire more (Maslach and Leiter, 2022). Another problem is that employees often feel the help of management is insufficient, with staff feedback not encouraged, not enough recognition for their work and almost no mental health or wellness programmes (Tiong et al., 2021). Staff members feel they are not recognised or listened to, making them feel tired and less involved in what they do.
The situation also affects finances. If the service is poor, customers give unsatisfactory marks and fewer customers are likely to return (Leung and Seah, 2022). Both business travellers and tourists depend on reviews, and numerous poor experiences may discourage people from choosing a place again. As a result, companies may have to spend more money on marketing to restore their reputation and interest customers. Ultimately, burnout of staff at Novotel Paris Centre Tour Eiffel affects every hotel area, including guest service, customer satisfaction, how the hotel is viewed, and how much it earns. Panteleiev (2023) claims it is essential to move quickly and strategically to deal with the causes before the problem adds more damage.
2.2 [bookmark: _Toc199890891]PESTLE Analysis
Novotel Paris Centre Tour Eiffel can use a PESTLE analysis to detect environmental changes, especially the increasing problem of overloading workers and clients. It explains that studying all factors influences reveals how changes outside the Company influence how hotels run and how their employees feel.
Political Factors
As a fundamental European Union country, France is politically steady, mainly in its Paris region, which receives millions of tourists worldwide (Huzar, 2024). However, incidents such as transport strikes, the "gilets jaunes" (yellow vest) protests, and protests in France directly affect hotels and the number of guests. Burnes (2018) identifies that guests get more upset, and circumstances become tougher for staff, which increases the amount of stress and can cause burnout. Further bankruptcies are also another factor affecting hospitality industry. 
[image: ]
Figure 2: European Hospitality Sector Experiences Unprecedented Levels of Bankruptcies
Source: (Statista, 2024)
Economic Factors
The hospitality industry is struggling because of the pandemic and the increase in living costs across Europe (Baum et al., 2020). Higher labour costs result when hotels face inflation in France. While inflation is higher, people are still expecting good service from the companies they work with (Hossain et al., 2021). Because of this squeeze, hotels may cut their workforce, making current employees bear a larger burden. Because they operate in a highly costly part of Paris, Novotel Paris Centre Tour Eiffel may be dealing with shortages and burnout due to financial difficulties.
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Figure 3: Travel and tourism's total contribution to GDP in France 2019-2034
Source: (Statista, 2024)
Social Factors
Society's requirements in this area have changed over the past years. Employees are more aware of their rights, and employees in France expect fair treatment and want good working conditions, mainly in the stressful hospitality sector (Giousmpasoglou, 2024). People now tend to complain more about their experiences on websites like TripAdvisor and Google Reviews (Rahimi et al., 2022). They now have to please customers and take care of themselves in jobs that can be very demanding.
Technological Factors
New technologies in the hospitality industry, such as self-check-in kiosks, computerised assistant services, and automatic cleaning scheduling, have caused positive and negative changes (Fu et al., 2024). While these innovations are designed to help, they can have the opposite outcome if they are implemented incorrectly or people do not get much training (Baum et al., 2020). Without proper staff preparation for new technology, they may become stressed, not understand what to do, and disappoint guests.
[image: ]
Figure 4: Digital transformation: what matters most to European hoteliers
Source: (Statista, 2023)
Legal Factors
Law in France closely controls how many hours employees can work, the rest they are allowed to work, and employees' rights (Lerouge and Trujillo Pons, 2022). Most workplace laws are put in place to prevent employee mistreatment. Not following them, including making staff work too much overtime or skipping breaks, can result in being held accountable by law and unsatisfied workers (Green, D., and Varburgh, 2024). Besides, if staff complaints arise from burnout, the hotel might get into trouble or face lawsuits. Following labour laws is essential for the law and for keeping workers healthy (Huzar, 2024).
Environmental Factors
Paying more attention to sustainability in hospitality can surprise with its effects on operations. Hospitality businesses are being urged to adopt eco-friendly methods, including changing their approach to laundry, electricity and food sources (Mandal et al., 2025). While beneficial, such changes might make staff's jobs more difficult without additional support, resulting in more stress and the chance of burnout (Giousmpasoglou, 2024).
All in all, the results of the PESTLE analysis indicate that the cause of employee burnout at Novotel Paris Centre Tour Eiffel can also be found in the environment. As a priority, strategies must appreciate how external factors impact the Company so that its operations and staff can respond and continue functioning despite significant changes.
2.3 [bookmark: _Toc199890892]SWOT Analysis
Table 1: SWOT Analysis of Hotel
	Strengths
	Weaknesses

	Prime Location: It is located in main Paris near the Eiffel Tower, attracting both tourists and business travellers (Novotel Hotel, 2025a).
	- Employee Burnout: Staff show fatigue and stress due to long hours and understaffing (Abd Hadi et al., 2023).

	- Strong Brand Reputation: Operated by Accor Group, ensuring consistency in service and global brand recognition.
	- Inconsistent Customer Service: Burnout reduces staff motivation and guest dissatisfaction (Rahimi et al., 2022).

	Modern Facilities: The hotel offers a gym, indoor pool, conference rooms, and restaurants, appealing to various customer segments (Novotel Hotel, 2025b).
	- Limited Staff Training in Tech: Staff not fully adapted to new technologies, leading to inefficiencies (Burnes, 2018).

	- Sustainability Initiatives: Participates in green programs that align with guest values and environmental trends.
	- Language Barriers: Some staff lack multilingual skills, which may affect international guest experiences (Esguerra et al., 2022).

	Opportunities
	Threats

	- Technological Integration: Greater use of automation (e.g., check-in kiosks, bright rooms) can improve efficiency (Fu et al., 2024).
	- Labour Law Violations: Risk of non-compliance with strict French labour laws due to overworked staff (Giousmpasoglou, 2024).

	- Staff Wellness Programs: Mental health support and flexible schedules can improve retention and morale (Abd Hadi et al., 2023).
	- Economic Uncertainty: Inflation and fluctuating tourism levels may limit the budget for recruitment and training.

	- Training and Development: Upskilling staff in digital tools and service delivery can improve performance.
	- Reputational Risk: Negative online reviews tied to poor service may deter potential guests (Trip Advisor, 2024).

	- Partnerships and Events: Hosting events or collaborating with local businesses can boost occupancy and visibility (Talukder et al., 2025).
	- Technological Disruption: Poor implementation of new systems can cause more stress for staff and disrupt service.



2.4 [bookmark: _Toc199890893]TOWS Analysis
Table 2: TOWS Analysis of Novotel Paris Centre Tour Eiffel
	TOWS

	Strengths
	Weaknesses

	Opportunities
	S/O (Strengths/Opportunities)
The hotel is located next to the Eiffel Tower, and the good reputation of the Accor group is a significant strength. That's why plenty of tourists and business visitors are drawn here by the high-quality accommodation options. Hotels can strengthen these areas for employees by introducing programmes for mental health and flexible work schedules, things employees are now seeking in the industry (Agoda Company Pte. Ltd., 2025). With better support for staff, the hotel can ease burnout, improve customer service, and use its strengths to help the business grow. Staff can use digital tools to take care of daily jobs, so they can give personal attention to guests and help the Company succeed.

	W/O (Weaknesses/Opportunities)
The most significant disadvantage for the hotel is that employees are tired from their jobs, so customer service suffers, and the guest experience is weakened. This situation allows Novotel to develop well-balanced programmes on staff well-being and skills. By supporting employees, dealing with problems like heavy work and a lack of people will make their jobs less stressful and enjoyable (The Economist¸, 2022). When work hours and breaks are flexible, staff feel better, and training staff in customer service allows them to meet guest requests better. Such projects improve the workplace and raise the service level, turning a current drawback into a future way to compete.


	Threats
	S/T (Strengths/Threats)
Strong brand recognition and a central location have not solved all of Novotel’s problems because fierce competitors and negative feedback from guests threaten the Company's image. Effective use of its strengths helps the hotel achieve high operational quality and strong employee involvement, which allows it to handle critical competition. If staff burnout is ignored, regular interruptions in service could result in the customers moving to other hotels (Moody¸, 2024). Yet, by emphasising comfort and hospitality and following the Accor brand's rules, Novotel can make itself unique. Each time the Company improves employee well-being or the quality of its service, it should use its good reputation to let customers know, thus helping to win back trust in a competitive environment.

	W/T (Weaknesses/Threats)
Burned-out employees cause a drop in service standards and expose the Company to bigger problems like more people leaving and a negatively viewed reputation online. Because of these problems, companies may spend more and earn less. The Company's weaknesses and the outside environment mean it must immediately change its strategy. If companies do not solve staffing shortages and employee exhaustion, services will continue to fail, many customers will become dissatisfied, and the firm could ultimately lose its customer base (Agoda Company Pte. Ltd., 2025). Novotel must use work scheduling well and launch retention plans to control these problems. The lack of these steps would minimise the hotel's chances of success in a competitive Parisian market.




3. [bookmark: _Toc199890894]Recommendations and Change Management
3.1 [bookmark: _Toc199890895]Recommendations
This report aims to tackle the problem of employee burnout at Novotel Paris Centre Tour Eiffel and build long-term sustainability by suggesting these five strategic measures. 
3.1.1 [bookmark: _Toc199890896]Establish a Comprehensive Employee Well-being Programme
Establishing a formal well-being programme is a great way to lower staff burnout. Employees should benefit from counselling, wellness workshops, and tools to help manage stress (Gabriel and Aguinis, 2022). The hotel may also form relationships with gyms, arrange yoga or meditation classes and motivate employees to take short breaks (Mandal et al., 2025). 
3.1.2 [bookmark: _Toc199890897]Optimise Work Schedules and Introduce Flexible Working Options
Doing work at odd and exhausting times can easily make staff tired. To solve this, the management should overhaul its roster to give more predictable and fairer schedules (Franken et al., 2022). Employees should be involved in choosing their work schedule, and alternative options can be provided, such as flexible roles or jobs shared by more than one person, easing tension and improving how employees feel on their job (Esguerra et al., 2022). 
3.1.3 [bookmark: _Toc199890898]Enhance Recruitment and Retention Strategies
Strategies for hiring new employees should concentrate on finding people who are passionate about hospitality. Partnering with hospitality schools and universities can attract many truly interested candidates (Ghani et al., 2022). The hotel must highlight clear paths for employees to grow in their careers. Having mentors, conducting appraisals regularly and investing in skills courses will reassure employees about their future at the Company (Lerouge and Trujillo Pons, 2022).
3.1.4 [bookmark: _Toc199890899]Implement a Structured Training and Development Framework
It is essential for everybody working in the hospitality field to keep developing professionally. Novotel must provide established training that teaches customer service, hotel technology, communicating with others and team cooperation (Barreto and Mayya, 2023). Workers should be provided with training at regular times, and these sessions should address various ways people learn (Giousmpasoglou, 2024). Sharing training between departments can make the team more flexible, able to cover for one another at busy times or when team members are absent. Baum et al. (2020) claim that workplaces with a strong development culture inspire workers to remain loyal and do their best.
3.1.5 [bookmark: _Toc199890900]Foster an Open Feedback and Recognition Culture
Staff are much happier when the workplace communicates honestly and openly. Managers should use team meetings, anonymous surveys, and regular performance chats so employees can bring up their concerns and ideas (Dimitriou, 2022). Managers should use feedback to show staff that their ideas are important. Recognition is equally important as feedback (Franken et al., 2021). 
3.2 [bookmark: _Toc199890901]Implementation Plan for Recommendation

Every recommendation features a clear, easy-to-use plan that fits perfectly with the hotel’s operating style: 
3.2.1 [bookmark: _Toc199890902]Staff Well-being and Mental Health Programme
This goal should be achieved by inviting mental health experts to lead recurring counselling and wellness workshops (Varga et al., 2021). Have one member of the HR team act as the "Well-being Champion" to launch sessions focusing on mindfulness, open spaces, and methods to reduce stress. Include mental health updates as a regular item in staff meetings and allow everyone to comment anonymously about their progress (Brozovic et al., 2024).
3.2.2 [bookmark: _Toc199890903]Workforce Planning and Scheduling Optimisation
Leaders should utilise workforce management software to identify peak hours and adjust staffing levels accordingly (Alabi et al., 2024). Survey workers to determine what shifts and flexibility they desire in their schedules. HR should cooperate with department heads to ensure that schedules are organised equitably and that individuals avoid burnout by not working excessive overtime (Inaganti et al., 2021).
3.2.3 [bookmark: _Toc199890904]Recognition and Reward System
Launch a formal worker recognition system where, every month, good work is acknowledged in meetings and written on staff notice boards (Hancock, 2024). They may also give employees gifts, such as extra days off or hotel coupons. Training programmes for managers should teach them how to consistently identify and reward the input their team members offer (Maslach and Leiter, 2022).
3.2.4 [bookmark: _Toc199890905]Leadership and Communication Training
Bring consultants or utilise your HR staff to facilitate workshops that help managers and department heads acquire new leadership skills (Zia et al., 2022). Work on improving how they feel, manage their staff and discuss with them in positive ways (Amissah et al., 2022). The sessions typically occur every three months, with mentoring and review sessions held after each session. Employees can express their concerns in various ways, including through digital suggestion boxes and regular, informal discussions with management. To boost commitment and trust, leaders need to be present during regular operations.
3.2.5 [bookmark: _Toc199890906]Enhanced Onboarding and Staff Development
Enhance the onboarding process for newcomers by hosting interactive events, allowing them to shadow experienced professionals, and pairing them with established employees (Lefrid et al., 2022). Create a list of skills to acquire, along with agreed-upon dates for each type of training (Hwang et al., 2021). Employees can benefit from online learning sites and regular reviews to check their achievements and plans for the future.
3.3 [bookmark: _Toc199890907]Change Management Framework (Kotter's 8-Step model)
To resolve employee burnout and enhance services, Kotter’s 8-step change model is implemented, providing a step-by-step approach for development.
Step 1: Create Urgency
Ritchie and Jiang (2021) study that to effectively communicate the risk of inaction and the pressing need for change, it is essential to present data that highlights the problem. Novotel should utilise negative TripAdvisor reviews and internal HR reports to demonstrate how burnout is impacting employee morale and customer satisfaction. 
Step 2: Form a Powerful Coalition
To build a solid coalition, the effort should be supported by a varied and powerful change team (Bagnaresi et al., 2021). Novotel should form a leadership task team of department heads, HR managers, and frontline supervisors.
Step 3: Create a Vision for Change
According to Gallan et al. (2021), it is essential to craft a compelling vision that connects the change to the organisation's core values. By tying employee well-being to better visitor experiences, Novotel can embrace the motto "Wellness Drives Service Excellence."
Step 4: Communicate the Vision
Consistent, multi-channel communication can be used to support the vision and effectively convey it (Haris et al., 2024). Novotel should use team meetings, digital noticeboards, and multilingual staff emails to communicate important messages.
Step 5: Remove Obstacles
By recognising and removing change-related barriers, the challenges can be overcome (Somera and Petrova, 2024). Novotel should address issues such as poor work-life balance, inflexible shift schedules, and a lack of effective feedback mechanisms.
Step 6: Create Short-Term Wins
Ali, (2024) states that creating momentum is crucial, and achieving early and observable results is essential. Novotel can create wellness days, adjust rosters to accommodate recovery periods, and highlight any increases in customer satisfaction ratings.
Step 7: Build on the Change
For change initiatives to develop and get better, feedback is essential (Narayan et al., 2022). Novotel should evaluate the success of its initial efforts and adjust its plan as needed by conducting staff surveys.
Step 8: Anchor the Changes in Organisational Culture
New values can be incorporated into leadership practices, procedures, and guidelines (Huertas-Valdivia et al., 2022). Novotel should update its KPIs to reflect these values, reaffirm these principles in leadership development and onboarding programs, and incorporate wellness and engagement metrics into performance reviews.
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Figure 5: Kotter’s 8 step Model
Source: (Narayan et al., 2022)
3.4 [bookmark: _Toc199890908]Staff Engagement and Communication Plans
The Novotel Hotel should frequently recognise and reward staff members, allowing them to co-create projects, to boost employee engagement and morale. To organise events such as yoga classes and staff breakfasts, Novotel needs to establish health committees. Implementing award programs, such as "Employee of the Month," can inspire employees and enhance morale (Urme, 2023). By providing opportunities for professional growth, employers can improve employee retention. To boost engagement, Novotel can implement tailored development programs, technology and customer service training, and mentor senior staff. Open and inclusive communication should be encouraged to enhance workplace communication (Wolfgruber et al., 2021). To keep everyone updated, Novotel should utilise a variety of communication platforms, including staff portals, WhatsApp groups, and multilingual emails. Monthly briefings and quarterly town halls should encourage mutual communication (Teng and Chih, 2025). The hotel should continue to provide leadership with exposure and feedback. 
Alongside the current strategies, Novotel Paris Centre Tour Eiffel could implement peer recognition schemes to allow workers to acknowledge their contributions, making everyone feel connected and proud (Talukder et al., 2025). Due to such programs, employees begin to appreciate their colleagues more in their daily work. Regular surveys and quick feedback checks help leaders understand their staff's mood, loyalty, and concerns, allowing them to respond promptly and adjust their actions accordingly (Barreto and Mayya, 2023). Additionally, involving employees from different departments in team activities enhances communication, sparks new ideas, and ensures that everyone contributes to hotel projects. They are there to help plan activities focused on health, team building, and the environment, which have a positive impact on both employees and the company.
3.5 [bookmark: _Toc199890909]Success Measurement and Evaluation
The Balanced Scorecard framework will be used to evaluate how well the proposed recommendations are implemented. Because this tool examines outcomes in four main areas — Customer, Internal Processes, Learning and Growth, and Financial — it enables people to evaluate performance from every angle.
From a customer perspective, customer satisfaction will be assessed by gathering yearly feedback, monitoring online reviews, and tracking the number of complaints received (Sann et al., 2022). Better reviews on TripAdvisor and Booking.com for service and staff treatment of guests are signs of success as they strive to mitigate staff burnout. Using Net Promoter Scores (NPS) in hotels enables them to assess the loyalty and support of their guests (Nguyen and Ho, 2023). To measure operational efficiency, management will examine the average time it takes to respond to guests, the percentage of staff who are absent, and the turnover rate within the company (Dasgupta and Jamader, 2024). Reduced absences and more coordinated teams within departments will show the good impact of more effective scheduling and training for leaders.
[image: ]
Figure 6: Balance Scorecard
Source: (Alabi et al., 2024)
Additionally, audit reports and internal quality assessments can demonstrate progress in process improvements (Inaganti et al., 2021). To measure development, management will assess the number of training sessions staff attend, the completion rate of development plans, and the results of staff engagement surveys. Well-being programmes, updates to onboarding and recognition programmes can be noticed in happier teams and better satisfaction scores (Sethumadhavan, 2025). Although the primary focus is on enhancing the service, the guest house will also track key financial metrics, including increased occupancy, a higher percentage of direct bookings from satisfied guests, and reduced expenditure on new hires (Alabi et al., 2024). From time to time, the company reviews the assessment results of well-being and training activities to determine if the benefits outweigh the costs. Due to the Balanced Scorecard, Novotel Paris Centre Tour Eiffel can measure and manage its progress over the short term and the long term.
3.6 [bookmark: _Toc199890910]Cost Benefit Analysis
To implement the strategic changes at Novotel Paris Centre Tour Eiffel, the financial investment needs to be assessed and compared with the expected profits for the organisation (Yakushev et al., 2023). Because the hotel is large and attracts many travellers to a top European destination, operating under Accor, it earns significant revenue every year. 
	Initiative
	Estimated Cost (€)
	Tangible Benefits
	Intangible Benefits
	Expected Return

	1. Staff Wellbeing Programme
	€20,000
	Decrease in absenteeism and healthcare expenses
	Enhanced employee morale and job satisfaction
	Improved staff retention, leading to consistent service quality and reduced recruitment costs

	2. Enhanced Onboarding and Induction
	€10,000
	Faster integration of new hires, reducing training time and errors
	Increased employee confidence and engagement
	Lower early turnover rates and improved team cohesion

	3. Leadership Development Training
	€18,000
	Improved managerial efficiency and decision-making
	Strengthened leadership culture and employee trust (Maslach and Leiter, 2022)
	Higher productivity and better team performance, contributing to overall operational excellence (Oh et al., 2023)

	4. Flexible Scheduling Tools
	€25,000
	Optimized staff allocation, reducing overtime expenses
	Better work-life balance, leading to higher employee satisfaction
	Decreased burnout rates and enhanced service delivery, positively impacting customer satisfaction

	5. Staff Recognition Programme
	€10,000
	Increased employee motivation, leading to higher productivity
	Cultivation of a positive organizational culture
	Enhanced employee engagement and loyalty, resulting in improved customer experiences and brand reputation

	Total Investment
	€83,000
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4. Action Plan

	No.
	Problem
	Solution
	Desired Outcome
	Timescale
	Completion Date
	Planned Budget

	1
	High levels of employee stress and burnout are negatively affecting productivity and customer service (Alabi et al., 2024).
	Implement a comprehensive staff wellbeing programme including mental health workshops, on-site wellness activities, and access to counselling support.
	Enhance employee wellbeing, reduce stress-related absences, and improve focus and service delivery.
	3 months
	September 2025
	€20,000

	2
	New hires experience confusion and feel unsupported due to weak onboarding processes.
	Develop a structured onboarding programme using digital welcome packs, mentorship, and shadowing schedules.
	Improve employee integration, reduce early-stage turnover, and foster a strong team culture.
	2 months
	August 2025
	€10,000

	3
	Inconsistent and untrained leadership contributes to communication breakdowns and employee dissatisfaction.
	Conduct leadership development sessions focusing on emotional intelligence, delegation, and people management skills (Liu et al., 2024).
	Strengthen team cohesion, enhance problem-solving at supervisor level, and improve staff satisfaction.
	4 months
	October 2025
	€18,000

	4
	Inefficient staff scheduling causes overworking and unfair shift allocations.
	Implement a flexible, automated scheduling system that allows fair shift planning and staff input.
	Improve work-life balance, reduce fatigue, and lower attrition rates.
	3 months
	September 2025
	€25,000

	5
	Employees feel unappreciated, resulting in low morale and engagement.
	Launch an employee recognition programme with monthly rewards, team appreciation events, and peer-nomination systems.
	Boost motivation, create a culture of appreciation, and increase overall performance.
	1 month
	July 2025
	€10,000



The action plan helps the team at Novotel Paris Centre Tour Eiffel attack employee burnout and improve the standard of services offered. The company matches every challenge with a solution that focuses on improving staff well-being, leadership, scheduling, and staff engagement (Bansal et al., 2025). There are clear time frames, allowing work to begin quickly, and the budget is shared fairly amongst the initiatives. Properly carried out, this plan can result in a friendlier workplace, better customer support, and continued organisational success.
5. [bookmark: _Toc199890912]Conclusion
In conclusion, the report has examined why employees at Novotel Paris Centre Tour Eiffel are exhausted, how this affects the hotel's service, the perception of its customers, and the successful operation of the hotel. Since the hotel operates in a competitive hospitality market and is affiliated with the Accor Group, it must provide exceptional service. However, it is now apparent from guest evaluations and measurement results that service excellence has dropped, mainly as a result of too much pressure on staff, a lack of real management help and minor internal procedures. Using PESTLE, SWOT and TOWS frameworks, the analysis in the report discovered the factors that are affecting staff morale and burnout. The hotel industry is facing political turmoil, financial difficulties, unreasonable guest demands, and outdated technology, which create numerous challenges in its operations. From the inside, the problem has been exacerbated by a shortage of staff, inadequate training, strict schedules, and poor communication. As a result, the staff is less connected, people are leaving the business more often, and the hotel's brand and revenue have suffered.
Several key strategies were presented to address these issues, including implementing a comprehensive employee health program, offering flexible work hours, focusing on improving recruitment and retention, introducing formal training plans, and fostering a workplace culture based on recognition through feedback. They benefited from a detailed schedule, a proven change strategy (utilising Kotter's 8-Step Model), and a balanced scorecard that assessed customer satisfaction, internal operations, employee learning, and financial accounts. The plan contains well-defined time frames and targets, is realistic, aligns with the hotel's daily operations, and requires an investment of €83,000. Depending on the size of the hotel, costs for employers are aligned. They are expected to increase guest satisfaction and efficiency while also helping to retain staff for a more extended period. Additionally, the use of regular briefings, options for providing suggestions online, peer recognition, and mentoring has been recommended to encourage an open and inclusive environment. Promoting collaboration among different roles and increasing leadership at all operations will keep employees interested in the project.
Ulveniq Advisory is confident that implementing these suggestions can lead to Novotel Paris Centre Tour Eiffel's supervisors reversing the decline in service and firmly establishing a loyal and committed workforce. The new changes will address current issues and position the hotel well to grow as the sector becomes more competitive. They are pleased to assist Novotel through this major transformation and are available for further implementation, training, or review. Strong people management will enable the hotel to offer excellent service and maintain its reputation in Paris and across various regions.
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