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[bookmark: _Toc157087078]Executive summary
The Ritz-Carlton, New York Central Park faces a myriad of challenges in the Guest Services department and these mainly focus on the decreasing employee engagement. This consultancy report is a comprehensive analysis, recommendations, and practical steps to utilize the observed challenges as solutions that will improve the efficiency in all the functions. The biggest risk to the service quality and the reputation of excellence that is associated with the hotel industry is employee disengagement. Secondly, the internal gaps are operational inefficiencies and also lack of attention to empowerment by the employees. These issues span the entire Guest Services department and directly or indirectly impact the guest interactions, service delivery and also bad social media reviews negatively affect customer loyalty with a strong possibility of losing vital employees.
A STEEPLED analysis identified the critical environmental variables affecting the hotel’s challenges. Some high-impact factors included social and technological issues such as the changing customer expectations and the influence of social media on the loyalty. These factors like economic changes, environmental sustainability, and the growing interest of ethics in the sector held many opportunities for AI and Big data use to enhance both the customers’ experience and also satisfaction among employees.
The SOAR analysis allowed me to draw attention to the strengths of The Ritz-Carlton that appeared to be a strong reputation brand, quality service, international presence as well as historical investment in employee training and cultural recognition through The Ritz-Carlton Leadership Center. In the technology adoption, sustainability policies, and also in promoting diversity and inclusion, opportunities were evident. Topics, in turn, included the customer experience innovation, global leadership as well as employee empowerment and finally the market trends monitoring, operational efficiencies and crisis preparation.
The TOWS analysis creatively integrated the external opportunities with internal strengths and derived many recommendations, including using the brand reputation to promote sustainability; use global presence for industry leading diversity and inclusion practices; invest in technology as a way of addressing operational inefficiencies; and also implement sustainability initiatives as an answer to social media threats.
Measures to deal with the issue of employee engagement may include Employee Engagement Surveys, an Employee Recognition Program, team building activities and also training and development opportunities. Operational efficiency improvement requires a thorough examination of the organizational processes, technological solutions, some extra training and communication channels to be established. The employee empowerment recognition should foster communication openness, mentorship program implementation, a rewarding and celebrating achievements and a feedback system. This transformation strategy should be very strategic. This approach demands an integrated communication plan, targeted training and also development initiatives, employee engagement, leadership buy-in and also continuous feedback. Their success will be measured through the employee engagement surveys, operational efficiency metrics, participation in recognition programs and also social media reviews and customer feedback.
The implementation of these recommendations will improve the customer experience, talent retention, brand image reputation, and competitive advantage in the hospitality sphere. The benefits are very clear despite the price associated with employee engagement surveys, recognition programs, operational efficiency improvements, training programs and also communication channels all being strategic investments based on the hotel size and revenue. The action plan explains the actions, from problem identification and the recommended solutions to results timings, completion dates and budgets planned. Such a format ensures the systematic and also highly efficient implementation of the suggested strategies.
It has been established that this detailed consultancy report represents an all-inclusive approach to resolving the identified issues at The Ritz-Carlton, New York Central Park. The strategic recommendations along with the analyses provided and action plans developed are aimed not only at solving the current problems but also towards sustainable success of the hotel in a dynamic hospitality market. The report is grateful for the cooperative partnership with The Ritz Carlton and also would like to contribute towards the success of this hotel in the future. The Ritz-Carlton, New York Central Park has several issues such as poor employee engagement in the Guest Services. This exhaustive consultancy report uses these challenges as the opportunities for improvement in a strategic manner. The risks are the service quality, reputation and also employee apathy among others. The STEEPLED analysis identifies the main factors, and the SOAR and TOWS analyses map the strengths and opportunities onto the recommendations. Strategic change management is proposed for the implementation of employee engagement strategies, operational efficiency improvement initiatives and also for empowerment recognition initiatives. The measures of success are the surveys, different metrics, program participation and also the social media reviews. These benefits are better customer satisfaction, talent retaining, brand recognition and also a competitive advantage. Costs are considered strategic investments. The action plan includes a structured implementation. Lastly, the report appreciates The Ritz-Carlton for their cooperation and is hoping for future contributions towards success.


[bookmark: _Toc157087079]Introduction 
In the recent years, digital and social media have really revolutionized the norms of customer satisfaction and loyalty in the hospitality industry. This consultancy report will cover the identified problem, establish its consequences for the hotel as well as determine their causes and provide insights based on the recent information. The Ritz-Carlton as a representative of the luxury and perfect service is an international brand in the hospitality industry. The Ritz-Carlton has a reputation for high end rooms, great food and special attention because of the ultimate in hospitality is a part of their success (Ritzcarlton, 2016). It is known for its prestige that attracts numerous guests who seek to be pampered by the graceful comfort in one of their five-star hotels and also resorts.
[image: The Ritz-Carlton New York Central Park]
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One of the key threats to the success of this hotel is the employee engagement in the Guest Services department. The hospitality industry with a service orientation largely depends on the ‘enthusiastic and committed workers' for quality guest services (Ribeiro et al., 2020). This problem is very prevailing in various aspects including customer satisfaction, employee retention and the Hotel's reputation.
[bookmark: _Toc157087081]Causes of Employee Disengagement
The market competition coupled with the use of digital and also social media has created a very dynamic environment for customer loyalty. Poor services promptly shared on a social media site may lead to a chain reaction of many negative outcomes, including harming the reputation along with costing the hotel many clients. The competitive landscape calls for a tactical response to the customer and employee relationships that prevent brand desortion and hence it sets off the path towards sustainable growth.
[bookmark: _Toc157087082]Relevance of Employee Engagement
Jeff Hargett, the senior director of The Ritz-Carlton Leadership Center highlights employee engagement and its relation to the customer experience. It is obvious that the concentration by the hotel industry on quality customer service means that employee engagement is not only about attendance but also a strategic need. This impact, in turn, is not limited to the cost savings and also impacts the development of revenue growth and market share which separates this hotel from the other competitors.
[bookmark: _Toc157087083]Consulting Insights from The Ritz-Carlton Leadership Center
The Ritz-Carlton Leadership Center, characterized by its broad knowledge and numerous international clients, advocates the holistic approach to the organizational culture. The method that the center adopts is a total culture audit and an organizing culture which consistently increases the customer experience (Seidu et al., 2022). Here, it is worth mentioning that their observations point to the employee-first orientation which implies that the employees are brand ambassadors and also client champions.
Lastly, the lack of employee engagement within The Ritz-Carlton in New York Central Park Guest Services department is a huge threat to this hotel’s success. The consultancy report is based on the analysis of the effects, causes and all related observations from The Ritz-Carlton Leadership Center as well as on developing some customized strategies for this particular issue in order to build a quality culture at the hotel (Sanabria-Díaz et al., 2021).


[bookmark: _Toc157087084]Analysis
At The Ritz-Carlton, New York Central Park – a hotel whose reputation is synonymous with the ultimate in luxury and personalized services – the main issue of concern is the waning employee engagement in its Guest Services department. The target of an organizational consultant is to conduct a thorough analysis of the problem and provide strategic advice. The report considers a systematic approach based on the STEEPLED, SOARS and TOWS analyses that enables in identifying external factors affecting the hotel business, strengths as well as areas for consideration alongside converting challenges into strategic opportunities.
[bookmark: _Toc157087085]STEEPLED Analysis
The STEEPLED analysis considers various external factors that influence the hospitality industry, which allows for determining how to solve the issue of decreasing employee engagement in The Ritz-Carlton New York Central Park (George, 2021).
	Factors
	Impacts 
	Insights 

	1. Social
	High
	Changing customer expectations, influenced significantly by social media, pose challenges and opportunities. Addressing negative feedback promptly is crucial.

	1. Technological
	High
	Opportunities abound with the adoption of AI and big data to enhance both customer and employee experiences (Tuomi et al., 2021) 
Technological advancements can be leveraged for improved engagement.

	1. Economic
	Moderate
	Economic fluctuations may influence travel and tourism trends. Strategic planning is necessary to navigate potential impacts on the industry.

	1. Environmental
	Moderate
	Emphasis on sustainability and eco-friendly practices requires consideration. Aligning with environmental trends can enhance the hotel's reputation (Leyva and Parra, 2021).

	1. Political
	Low
	A stable political climate contributes to a favourable hospitality environment. Minimal immediate impact, but long-term stability is beneficial.

	1. Legal
	Low
	Compliance with labor laws and regulations is crucial for effective employee management. Minimal immediate impact, but long-term compliance is vital.

	1. Ethical
	Moderate
	The rising importance of ethical practices in the hospitality sector necessitates ongoing attention to ethical considerations in hotel operations (Oskam and De Visser-Amundson, 2022).

	1. Demographic
	High
	The diverse workforce and catering to varied demographics are critical considerations. Employee engagement strategies should align with demographic diversity.


There is an emphasis on the social and also technological factors in the STEEPLED analysis that shapes the multiple challenges faced by The Ritz-Carlton, New York Central Park. The impact of social media on the customer loyalty thus requires a reactive and an adaptive strategy, while the advent of new technology creates many chances for innovation in regard to both the customer and employee experience (Lee et al., 2021). In its turn, this analysis is a starting point for understanding the situation in which the hotel operates, and it also opens up an opportunity to make some additional strategic recommendations.
[bookmark: _Toc157087086]SOAR Analysis
	Strengths
	Opportunities
	Aspirations
	Results
	Considerations

	Brand Reputation:	
	Technology Adoption:	
	Innovative Customer Experiences:	
	Sustainability Recognition:	
	Market Trends:

	Globally renowned for luxury and service excellence (Panchapakesan et al., 2022).
	Embrace AI and data analytics for enhanced experiences.	
	Strive for continuous innovation to exceed customer expectations.	
	Achieve recognition for environmentally sustainable practices.	
	Monitor industry trends and adapt strategies to stay competitive.

	Quality Service:
	Sustainability Practices:	
	Global Leadership:	
	Enhanced Digital Presence:	
	Operational Efficiency:

	Known for providing exceptional service with high standards.
	Implement eco-friendly initiatives to align with preferences.	
	Aim to set industry benchmarks in employee engagement and service quality (Ababneh, 2021).	
	Leverage technology to strengthen the hotel's digital brand presence.	
	Streamline internal processes for improved efficiency.

	Global Presence:
	Diversity and Inclusion:	
	Employee Empowerment:	
	Employee Satisfaction:	
	Crisis Preparedness:

	Part of Marriott International, benefiting from a vast network.	
	Foster a diverse workforce for a broad demographic of guests.	
	Create a culture where employees feel empowered for hotel success.	
	Attain higher employee satisfaction scores through focused initiatives.	
	Develop comprehensive crisis management plans for unforeseen challenges.

	Employee Training:	
	
	
	
	

	Historically invested in employee training and development (Tews et al., 2020).	
	
	
	
	

	Cultural Recognition:	
	
	
	
	

	Emphasis on culture by The Ritz-Carlton Leadership Centre.	
	
	
	
	


The SOAR analysis highlights the strengths of The Ritz-Carlton, New York Central Park and also expansion opportunities while setting up the aspirations goals, expected results, and critical issues (Studente and Cattaneo, 2023). The strengths of the hotel can be attributed to a world-class reputation, dedication to quality service and also its association with Marriott International. The opportunities are the utilisation of the technology, sustainability practices and also promoting diversity and inclusion.
Aspiration is found in the continuous creation, world domination, and also in employee emancipation. The tangible outcomes the hotel aims at are sustainable awards, a considerably better online presence and also higher employee happiness. These factors include monitoring the market dynamics, improving operational performance and also developing a comprehensive crisis management plans (Wut et al., 2021).
This structured tabular format provides a good overview of the internal strengths and also opportunities for the hotel, setting strategic initiatives and some recommendations. The SOAR analysis creates an avenue for action plans that can enhance the position of The Ritz-Carlton in the hospitality as a competitive firm.
[bookmark: _Toc157087087]TOWS Analysis 
Internal Factors:
Strengths (S):
The Ritz Carlton possesses multiple notable strengths that make it one of the most outstanding luxury hotel brands. Its brand is recognized worldwide as a symbol of affluence and also luxury. The quality-of-service provision is one of the features and this guarantees that the standards are adhered to at a very high level, therefore making the hotel exceptional in hospitality (AL-Ghaswyneh, 2020). Marriott International offers the hotel a global presence and also a global reach with access to an immense network and also vast resources. Most importantly, the hotel has a very rich history of investing in the employee training and development that is aimed at producing a very competent workforce. The establishment of the Ritz-Carlton Leadership Centre only reinforces the cultural factor within the many strengths of this organization.
Weaknesses (W):
While it is full of strengths, The Ritz-Carlton hotel also has some internal problems that should be solved. The most significant challenge is the employee engagement loss, which might result in the decline of the service quality (Hulshof et al., 2020). This is an internal issue that needs to be addressed in order for the hotel’s reputation of quality to remain intact. The potential inefficiencies of the internal processes indicate the areas where streamlining is very necessary to achieve the maximum performance (Gallo et al., 2021). However, employee empowerment is not fully seen, and this also shows the lack of recognition and empowering of the employees. It is very critical that these weaknesses are overcome for the continued success.
External Factors:
Opportunities (O):
As for the external factors, The Ritz-Carlton faces several opportunities that can make this hotel a superpower. The implementation of artificial intelligence and data analysis makes it possible to achieve technological routes for the customer service and employee satisfaction, which are aligned with the requirements of modern travellers (Jabeen et al., 2022). Through sustainability practices, the hotel can carry out campaigns that will be very attractive to a growing number of eco-friendly consumers. The opportunity to encourage diversity and inclusivity in the workplace parallels a much broader social movement that acknowledges and also celebrates the diversity (Ferraro et al., 2023).
Threats (T):
External threats present strategic challenges. Yet, the possibility of social media influencing the loyalty is also a looming danger that should be considered given that the negative feedback or impressions regarding the hotel can quickly ruin its reputation. One of the major threats is economic instability because it has the ability to alter travel behaviour and also consumer demand in the hospitality industry (Khan et al., 2020). The presence of continuous competition in the hospitality industry is a constant threat that makes it very necessary for The Ritz-Carlton to remain highly changeable and manoeuvrable if it wants to maintain its competitive advantage.
Taking into account both internal and also external variables, The Ritz-Carlton can leverage its strengths, address weaknesses, seize opportunities and also proactively manage the threats to remain on the performance level under changes in the hospitality industry (Khairy et al., 2023).


	Internal Factors 
	External Factors 

	Strengths (S):
	Opportunities (O):

	Leverage strong brand reputation to promote sustainability initiatives.
	Use global presence to adopt industry-leading diversity and inclusion practices.

	Implement sustainability practices to counteract the potential threats from social media.
	Capitalize on global recognition to navigate economic fluctuations effectively.

	Weaknesses (W):
	Threats (T):

	Invest in technology to address operational inefficiencies and enhance employee engagement.	
	Mitigate the impact of social media by reinforcing the hotel's commitment to service excellence.

	Strengthen employee engagement initiatives to counteract the competitive landscape's challenges.	
	Develop crisis management plans to mitigate risks associated with economic fluctuations.


Using the TOWS matrix, the internal strengths and weaknesses of The Ritz-Carlton are matched with the external opportunities and threats (Yuan et al., 2022). The formulation of specific initiatives will therefore enable the hotel to capitalize on its numerous strengths in order to exploit the external opportunities, balance weaknesses against potential threats and also plot a path towards some profitable success amidst the intense competition in the hospitality industry. The TOWS analysis leads to the development of strategic initiatives for the hotel, which demonstrate how it can improve the competitive advantage, promote operational efficiency and also enhance employee engagement in sustainable performance (Jamalkhan, 2020).
[bookmark: _Toc157087088]Recommendations and Change Management
[bookmark: _Toc157087089]Identified Issues and Causes 
It is evident from an in-depth analysis of The Ritz-Carlton, New York Central Park that there are several key issues that need to be addressed. One of the key issues is the decreasing employee engagement that directly affects the service delivery quality. The possible consequences of this issue are so far-reaching that they threaten the reputation of the hotel for its high quality, which is certainly a big part of The Ritz-Carlton brand. The internal processes in the hotel are defined as the potential’s sources of operational inefficiencies (Tan and Despotis, 2021). This flaw shows that there are numerous obstacles that hinder the efficient running of the systems. These inefficiencies, on the other hand, can be manifested in many different ways right from poor service delivery to communication failures that result in a very bad guest experience. Secondly, the analysis shows a very focused view of the employee empowerment in this organization. The lack of acknowledgement reveals a blind spot in how the capabilities of the human resources are being valued and used (Manoharan et al., 2021). Enabling the employees is also very important, not only for the job satisfaction but also to develop a culture of innovation, commitment, and excellence in the performance.
[bookmark: _Toc157087090]Scope, Scale, and Impact
The problems mentioned above affect the whole Guest Services department of The Ritz-Carlton in New York Central Park. This means that the issues are not limited to just certain roles, but they affect the major services provided by the department (Yacoub and ElHajjar, 2021). However, these problems should be addressed urgently because the Guest Services are an essential part of the overall experience for the visitors. This scope of such issues astonishes enough, given the global brand image of The Ritz-Carlton. Any problem connected with a specific address may reflect on the brand as such, which is one of the most well-known chains of luxury hotels (Buhalis and Park, 2021). As The Ritz-Carlton has set high standards, these things should be handled in a more comprehensive way not only because they have many rippling effects on the brand image but also to improve the overall performance of the organization. These problems have complex effects. There is a risk of negative reviews on the social media forums among the unhappy visitors who are venting their feelings (Lai et al., 2021). Today, social media sites are a powerful means of the positive and negative word of mouth. The level of customer loyalty can be diminished due to the lower service quality and also employee engagement, which may cause the loss of repeat sales and make new customers think twice before dealing with this firm. Additionally, the threat of disengagement in reality is another factor that increases the risk of the quality employees leaving. Employee disengagement is a big issue that represents a threat both internally and externally for being a cutthroat field in which the effective workforce plays a very crucial role to increase the success rate of any luxury hotel (Afrahi et al., 2022).
[bookmark: _Toc157087091]Recommendations 
For addressing the potentially fatal danger of the low staff engagement, a multidimensional approach is proposed. First, Employee Engagement Surveys should be introduced regularly. These surveys will also generate a standardized scale for measuring the level of employee satisfaction that would help identify those factors influencing the engagement and job satisfaction. A suitable recommendation for an Employee Recognition Program is added to this. The formal scheme aims at awarding, recognizing and motivating the outstanding employee contributions with awards, acknowledgements and also incentives every quarter to ensure motivation towards appreciation from the workforce. Also, the given idea includes holding Team-Building activities that lead to a teamwork and cooperation among the employees who develop a positive work environment. Lastly, the proposal suggests that Skill Development and Career Advancement should be provided through training programs and workshops as well as mentorship programs to empower the employees by promoting employee development.
To eliminate operational inefficiencies, some recommendations are proposed for the improvement. First, it is advised to conduct a thorough analysis of the internal processes that will reveal all those areas that lead to the bottlenecks and inefficiency within the operations. This detailed analysis aims at streamlining the operations and enhancing the overall performance. Additionally, the implementation of the technology solutions such as workflow automation to enhance various operational aspects is recommended. Adoption of the technology is bound to bring about an improvement in efficiency, the reduction of manual errors and increased productivity. In addition to these measures, it is suggested that further training be provided as necessary in order to enhance the skills of the workers in the identified areas of focus derived from the internal process analysis. Moreover, clear communication between the departments is greatly emphasized in order to ensure clarity in the information transmission and smooth operations as well as coordinated activities.
In order to counter the lack of employee empowerment, several recommendations are being offered. First, it is very important to establish a culture of communication in which the employees’ opinions and also ideas are appreciated. This entails providing room for the feedback and ideas from all the levels of an organization, creating a collaborative environment. Also, a mentorship program should be implemented to promote the veteran employees in shaping and empowering the beginners. This program fosters the knowledge transfer and an environment conducive to the growth. In addition, the regular internal communication by acknowledging and celebrating the employee achievements is also very necessary. This can be done through the newsletters, announcements or special events celebrating individual and team successes. Finally, a feedback system for gaining knowledge about the employee empowerment practices is recommended. This may include surveys, focus groups or regular checks to monitor the progress of initiatives and make appropriate changes for the continued development.
These suggestions strive to comprehensively resolve the noted issues, create a favorable environment for work, improve operational efficiency and understand The Ritz-Carlton potential in New York Central Park.
[bookmark: _Toc157087092]Change Management Practices for Implementation
The Ritz-Carlton, New York Central Park should implement the above-described strategies as a part of a systematic change management process. The goal is to ensure an easy transition, minimize employee resistance and create an enabling environment for the proposed alterations (Luo et al., 2022). Key change management practices include:
1. Communication Plan:
It is also crucial to have a well-organized communication plan that will make sure the all employees are informed about the coming changes (Belias and Trihas, 2022). The blueprint should detail the reasons for such transformations, as well as indicate the advantages and emphasize that it would be a very positive effect on their working area. Communication transparency is one of the most important factors that help to develop understanding and acceptance by the staff members (Shen et al., 2020).
2. Training and Development:
Workshops should be designed in such a way that the employees are equipped with the necessary skills and also knowledge to carry out the suggested reforms (Waqanimaravu and Arasanmi, 2020). These sessions play a very significant part in ensuring that the employees are well accommodated and also able to adapt during the transition phase of their changing roles. Training and development programmes help in making the transition a lot smoother by addressing any skill gaps and creating a sense of preparedness (Ghani et al., 2022).
3. Employee Involvement:
The employees should be very active in the change process. Requesting for the input, addressing any issues and also incorporating the suggestions in the implementation plan makes all employees into shareholders of the transformation (Limna and Kraiwanit, 2023). This not only gives them much power but also develops some a form of attachment to the changes.
4. Leadership Support:
To promote the changes, the support from the leadership is very much needed. The most active should be the leaders in demonstrating their commitment to the initiatives presented, not neglecting that they are critical and also strategic (Haldorai et al., 2022). The leadership team is also a very influential factor in encouraging the members of an organization to engage actively.
5. Feedback Mechanism:
Monitoring any change progress is very important in establishing a feedback loop (Kalra et al., 2020). This system allows for continuous assessment due to the feedback provided by the employees and their changing needs. Through holding regular check-ins, surveys and also open forums that create a space in which the staff can share their thoughts, there is a fluid change process construction.
With such change management practices included, The Ritz-Carlton New York Central Park will be able to navigate this transition successfully and ensure the implementation of the recommended strategies is embraced by the employees leading to a positive and long-lasting impact on performance at the hotel, as well as its reputation (Busulwa et al., 2020).
[bookmark: _Toc157087093]Measurement of Success for Implemented Strategies
A wide range of key performance indicators (KPIs) and feedback mechanisms will be used to evaluate the success of the strategies that will be implemented at The Ritz-Carlton, New York Central Park (Dasandara et al., 2022). These measures are designed to provide an overall assessment of how the changes influence both the internal and also external aspects of hotel operations.
1. Employee Engagement Surveys:
Key indicator of the success will be the employee engagement surveys. The employee engagement levels can be measured through the comparative study of pre- and post- implementation survey results (Jung et al., 2021). It is also possible to assess the changes in the overall job satisfaction and work environment perception. These regions will showcase some very positive results that will ensure the great success of the strategies in enhancing the employee experience.
2. Operational Efficiency Metrics:
Other operational metrics will indicate the great success of the changes in operation effectiveness (Legrand et al., 2022). The metrics that could be used as the key performance indicators include guest inquiries response times, guest satisfaction scores along with the workflow efficiency. If these measures are increasing, it implies that the changes have brought about positive effects on the day-to-day running of the hotel operations hence a smooth and easily flow.
3. Recognition and Rewards Program Participation:
A qualitative measure of the success will be a high level of participation in the Employee Recognition Program as well as in several other empowerment initiatives (Akhter and Cheng, 2020). A greater level of participation means that the employees have become a lot more motivated, and that the initiatives to reward better performance have received an extremely positive response. This participation implies a very strong sense of empowerment and gratitude on the part of the employees.
4. Social Media Reviews:
Monitoring the social media reviews and customer feedback is one of the most important parts of evaluating how it affects the customer loyalty and satisfaction (Kitsios et al., 2021). If the tactics used had led to a much more improved guest experience, then the reviews would have been loaded with lots of positive changes and even more favourable sentiments in the social media pages. In contrast, a decrease in the negative feedback could mean that some changes were done concerning the service quality and overall satisfaction (Prentice et al., 2020).
By conducting the KPIs and feedback through a systematic process evaluation of success, The Ritz-Carlton, New York Central Park can gain valuable insights into the effectiveness of their applied strategies in order to make necessary corrections for enhanced improvements. Quantitative and qualitative measurements give a very large picture of the general impact on the employees as well as the guests (Ali et al., 2021).
[bookmark: _Toc157087094]Potential Benefits of Recommended Strategies
The integration of the proposed strategies in the Ritz-Carlton New York Central Park is very likely to result in some significant advantages, both within the internal organizational dynamics and also external perception on competitive hospitality industry.
1. Enhanced Customer Experience:
First, the customer experience will be further improved by the better employee engagement and operational efficiency (Ghlichlee and Bayat, 2021). Content and very driven employees tend to provide top-notch service to the guests, which lead to a very good reputation. This shows that the establishment of a higher quality in terms of service is consistent with The Ritz-Carlton’s promise to luxury and also the service superiority, which reinforced its reputation as one of the guest favourite choices for an exceptional hospitality environment (Snäll, 2023).
2. Talent Retention:
The focus on employee recognition and empowerment is aimed at boosting the morale, which results in the improvement of job satisfaction. The hotel tries to reduce the turnover rates by making their employees’ environment more comfortable in order not to lose any talents (Ununger, 2021). This not only creates a reliable and experienced manpower but also reduces the costs on hiring, training, and orientation.
3. Positive Brand Image:
The changes and improvements will be successfully implemented, which in its turn will enable the creating a positive brand image for The Ritz-Carlton New York Central Park (Chung and Byrom, 2021). The reputation that highlights the employee satisfaction, operational quality and customer experience will enable new customers to be attracted and the loyalty of the existent ones to be enhanced. Brand image is very critical in the competitive hospitality market that really affects the consumer preference and choice (El-Said, 2020).
4. Competitive Edge:
The hotel will be much more competitive in the unstable hospitality industry due to its operational efficiency and also workers’ motivation. The Ritz-Carlton Central Park New York may always outperform all the other hotels because of the efficient process and satisfied employees. This competitive advantage is especially very important for attracting the demanding guest who desires much more than just a nice room but an overall striking experience (Ghorbani et al., 2023).
Finally, the possible benefits are increased customer satisfaction, better staff retention, a good brand image and also a stronger market position (Jibril and Yeşiltaş, 2022). These outcomes altogether contribute to the wider goal of improving The Ritz-Carlton, New York Central Park’s standing within the hospitality sector and ensuring sustainable success in an extremely competitive environment.
[bookmark: _Toc157087095]Costs Associated with Implementation:
Indeed, considering the fact that the suggested strategies have several advantages for The Ritz-Carlton New York Central Park, it is crucial to consider and measure carefully all the related costs (Le et al., 2021). The costs outlined below are designed to be reasonable and proportional to the size and revenue-generating capacity of the hotel:
1. Employee Engagement Surveys and Recognition Program:
Employee Surveys on a Regular Basis Will incur some Medium costs. The costs also include the survey implementation, data analysis and recognition program introduction (Kalra et al., 2020). The Recognition Program involves the formation and implementation of a reward system designed to acknowledge as well compensate outstanding performances by the employees. This does require a massive financial investment, but the gains in terms of the employee goodwill and loyalty would be far more than such investments (Shin et al., 2021).
2. Operational Efficiency Improvements:
But investing in the technological solutions to ensure better efficiency of the operations may entail some capital expenses (Hua et al., 2020). These include the purchase and deployment of the software or systems that ease internal processes. There are certain initial costs that in the long term lead to more effective operations, lower operational costs and also happy guests.
3. Training and Development Programs:
Investment in the organization of training sessions and development programs for the employees becomes very necessary to enhance their skill level and also adaptability. Materials, trainer and the venue cost are also included in the training costs (Santalova et al., 2021). This investment meets the main goal of providing these employees with the necessary skills in order to manage well their changing roles and also push performance for a successful hotel.
4. Communication and Feedback Mechanism:
The costs incurred by implementing effective communication channels and continuous feedback mechanisms include the cost of creating materials, developing feedback systems, and also updating information on a regular basis (Zara et al., 2023).
	Cost Category
	Estimated Costs	
	Justification

	1. Employee Engagement Surveys and Recognition Program	
	$15,000 - $20,000 per annum
	Survey administration, analysis, and Recognition Program implementation. Investment in employee morale and engagement for long-term benefits.

	2. Operational Efficiency Improvements	
	$50,000 - $70,000
	Procurement and implementation of technology solutions to streamline internal processes. Long-term benefits include efficiency gains and cost reduction.

	3. Training and Development Programs	
	$30,000 - $40,000
	Costs associated with materials, trainers, and venue for training sessions. Investment in employee skill enhancement and adaptability.

	4. Communication and Feedback Mechanism	
	$10,000 - $15,000 per annum
	Costs related to developing communication materials, feedback platforms, and maintaining regular updates. Essential for successful strategy implementation.


Finally, the price of implementing these recommendations is a tactical investment in the sustainable success and competitive durability of The Ritz-Carlton, New York Central Park (Floričić, 2020). The implementation of these strategies, however, is set to bring about significant returns in the form of enhanced internal efficiency, the employee engagement and overall guest satisfaction.
[bookmark: _Toc157087096]Action Plan
	No. 
	Problem 
	Solution
	Desired Outcome 
	Time scale 
	Completion Date 
	Planned Budget 

	1.
	Declining Employee Engagement
	Implement Employee Engagement Surveys and Recognition Program
	Improved employee morale, increased engagement, and a positive impact on service quality.	
	6 months	
	31/07/2024	
	$20,000

	2.
	Potential Operational Inefficiencies
	Invest in Operational Efficiency Improvements, including technology solutions and streamlined processes
	Enhanced operational efficiency, reduced costs, and improved guest satisfaction.
	12 months	
	31/12/2024	
	$60,000

	3.
	Limited Recognition of Employee Empowerment
	Launch Training and Development Programs to empower employees, fostering a culture of open communication
	Recognized and empowered employees, leading to increased job satisfaction and reduced turnover.
	9 months	
	30/09/2024	
	$30,000

	4.
	Communication and Feedback Mechanism Enhancement
	Implement effective Communication Channels and Feedback Mechanism for transparent communication and continuous feedback
	Clear communication, increased employee involvement, and a well-established feedback loop.	
	Ongoing
	-
	$15,000 (annually)


This plan is based on the problems identified at The Ritz-Carlton, New York Central Park; it gives strategic solutions with quantifiable results, time frames and also cost perceptions (Sabourin, 2021). This approach can be a roadmap to the sequential integration of the proposed tactics, which will bring numerous benefits in terms of employee engagement efficiency and guest satisfaction (Stephens, 2020). Frequent checks and adjustments would be very essential for the practical application of the action plan.


[bookmark: _Toc157087097]Conclusion 
It could be concluded that this consultancy report has covered all the essential problems in relation to the Guest Services Department of The Ritz-Carlton, New York Central Park. First, a range of identified issues including lessened employee engagement, potential operational inefficiencies and also the disregarded employee empowerment were analyzed to determine their scope, reach and overall influence on the performance of this famous hotel.
STEEPLED analysis provided a lot of information on social, technological, economic, environmental, and also political, legal, ethical and demographical aspects as the result of numerous factors outside the hospitality industry. This outward perspective gave an overall sense of the issues and also the opportunities that The Ritz-Carlton had to manage.
Among the strengths identified in the SOAR analysis of this hotel was its global image, emphasis on quality service delivery and also ties with Marriott International. In particular, technology adoption, sustainability practices, and also the creation of diversity were identified as potential directions for further development.
Utilizing the strategic alignment of strengths and opportunities, TOWS analysis proposed many effective strategies to reduce the weaknesses and also protect against the threats. This anticipatory approach aimed at making the challenges into opportunities and laying a solid basis for the lasting growth.
The discussed approaches are aimed to support the change within the organizational setting and include employee engagement development, operational efficiency advances as well as the employee empowerment acknowledgment. The change management practices and success metrices as proposed in the new were adapted to enable a smoother transition, resistance mitigation and also tracking the performance of implemented strategies over time.
In the course of concluding this report, I would like to sincerely thank The Ritz-Carlton New York Central Park for allowing us to work with them on such a very vital project. We value the desire for change and also the emphasis on increasing the employee engagement, operational efficiency, and also guest satisfaction. So we are very delighted to have been a part of the strategic planning process for The Ritz-Carlton and is also available to offer any further clarification or assistance that may be needed. With its sustained success and high standards, The Ritz-Carlton New York Central Park serves as a beacon of the possibilities for future partnerships with the luxury hospitality.
Again, thank you for the privilege of being a part of this transformative journey.
Sincerely,
PricewaterhouseCoopers
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