                              BluePeak Hospitality Consultants
                                              Consultancy Report
                                             Hotel Betania 
                                             Management Department
                                            Delivery date: 25/02/2024      








Student name: Cristina- Florentina Patanghel
Student number: 2118920
Module name: Organisational Consultancy
Module code : BMIH6005
Lecturer name : Jaliya De-Silva






Table of Contents

1.Executive summary…………………………………………………………… pp.3-5
2.Introduction……………………………………………………………………. pp. 6-9
3. Analysis……………………………………………………………………… pp. 9-10
 Statistics………………………………………………………………………… pp. 10-11
 The 5 Why’s Technique………………………………………………… …...pp. 11-12
Root Cause Diagnosis ………….……………………………………………. pp. 12-13
STEEPLED Analysis……………………………………………………… …...pp. 13-14
SOAR Analysis…………………………………………………………………. pp. 15-16 
TOWS Analysis………………………………………………………………pp. 17-19       
4. Change Management………………………………………. ……………..pp. 19
TQM Implementation Strategies and Benefits ………………………………pp. 19-20
5.Recommendations…………………………………………………………. pp. 20-22
Execution Methods…………………………………………………………… pp. 23-24
Lewin’s Change Model…………………………………………………………pp. 25-26
Change management strategies and Staff resistance to change……………pp. 26
TQM Challenges and management……………………………………………pp. 26-29 
Measuring Performance………………………………………………………… pp. 29
Potential Benefits………………………………………………………………. pp. 29-30
Cost Analysis……………………………………………………………………. pp. 30-31
Action plan………………………………………………………………. ………pp. 31-32
6.Conclusion…………………………………………………………. ………..pp. 32-34
7.References…………………………………………………………. …………pp. 35-42





Executive summary
Organizational consultants are essential for businesses looking to prosper in a fast-paced corporate climate (Hodges,2017). Organisational consultants manage issues, boost operational effectiveness, improve the visitor experience, and guarantee long-term strategic success, all of which contribute significantly to the hospitality sector (Kapiki,2012). In an industry where operational excellence and customer happiness are critical, their efforts are especially vital. Through problem-solving, creativity, and increased efficacy, their knowledge, impartiality, and customized solutions support organizational success.
A synergistic approach that optimizes the potential for sustained growth and competitiveness is produced via the cooperative efforts of internal teams and consultants (Gray,2001).
This report details all the conclusions and possible solutions that BluePeak Hospitality Consultants discovered after carefully examining Hotel Betania and the issues that were brought to light.
The Hotel Betania, located in Benalmadena, Spain, has encountered notable obstacles that have affected its overall competitiveness, operational efficiency, and guest experience. A thorough investigation identifies flaws with outmoded accommodations, inadequate amenities, unsatisfactory visitor experiences, and leadership concerns. To tackle these problems and set up Hotel Betania for prosperity, a plan of action is suggested that includes different frameworks, focused fixes, and an ongoing dedication to development.
The main problem is unsatisfied guests, which results in bad reviews and a bad reputation online. The suggested remedy is for creating a customer feedback system, proactive complaint resolution procedures, and extensive staff training on customer service at the leadership and staff levels. Improved internet reputation, more repeat business, and more guest satisfaction are the anticipated results. This project has a three-to-six-month timeline and a budget between $2000 to $4000.
Older accommodations and fewer amenities make this a less appealing option. Modern facilities and technology, as well as a staged strategy for room restoration and upgrades, are among the suggested answers. By making these adjustments, the hotel hopes to become more competitive in the market, draw in new clientele, and modernize. This project is expected to take 12-18months to complete, and it will cost between $25,000 and $45,000.
Utilizing STEEPLED Analysis as a tool, an analysis of external factors was carried out, providing insights into the socio-cultural trends, technical developments, and legal concerns that impact Hotel Betania. The hotel can make decisions that better match its plans to the overall external environment by taking these aspects into consideration.
The TOWS analysis allowed it to be simple to link external opportunities and threats with internal strengths and weaknesses. This tactical method offered a road map for capitalizing on advantages, resolving disadvantages, and developing winning tactics.
The process of enacting changes, unfreezing the old state, and refreezing the new one was aided by the application of Lewin's Change Model. To manage the Hotel Betania's transformation and ensure a successful and long-lasting change process, a methodical strategy is essential.
A multitude of advantages could arise for Hotel Betania if the suggested modifications are put into practice, such as better customer experiences, heightened competitiveness, a favourable internet reputation, boosted employee morale, and a reinforced market position. These advantages support the hotel's sustainability and long-term success.
The suggested modifications include a financial outlay, but there could be a significant return on investment (ROI). Staff development, accommodation renovations, amenity enhancements, and leadership development courses are among the expenses. The budget ranges that were previously offered are only estimates and need to be further refined by thorough evaluations.
BluePeak Hospitality Consultants deemed the presented recommendations within the report to be pertinent for the problems raised by Hotel Betania.
The success of Hotel Betania is largely dependent on its leadership in several areas, including strategic decision-making, flexibility, and staff and guest involvement. A positive organizational culture is established by strong and effective leadership, which also guarantees that the hotel can overcome obstacles and keep improving its products and services.
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                                               Cristina Patanghel (Organisational Consultant)
                                   
Introduction

In the hospitality sector, organizational consulting is essential for increasing productivity, enhancing customer satisfaction, and guaranteeing flexibility in response to shifting market conditions (Wikhamn,2019). Consultants are essential for overseeing change, developing leaders, and making sure rules are followed (Kubr,2002). 
They improve overall effectiveness, reduce risks, and support long-term success in the competitive and dynamic hospitality industry by streamlining processes and helping firms navigate change (Dotlich at.al 2009).
BluePeak Hospitality Consultants, a UK-based company, has been a leader in the hospitality consulting industry since 2008.
 BluePeak is a renowned company that is committed to raising the bar and turning hospitality locations into the most luxurious and distinguished spaces available, with an extensive portfolio of previous customers such as Native Manchester Hotel, The George in Rye / East Sussex, The Grosvenor Arms / Dorset and many more (Consultancy.uk, 2020)
Situated in the centre of the United Kingdom, in Northumberland, BluePeak's team of professionals offers a wealth of experience to the ever evolving and dynamic hotel business. 
The company takes great satisfaction in providing tailored solutions that combine ingenuity, originality, and strategic understanding to address the requirements of every customer (Tien,2019).
BluePeak offers a full range of hospitality services, from innovative space conception and design to operational efficiency optimization and sustainable practice implementation. All hospitality establishments such as hotels, resorts, restaurants, and event spaces can benefit of a comprehensive expertise thanks to this one-stop solution approach.
Adopting a collaborative mindset, BluePeak works closely with customers to understand their objectives, issues, and vision. The company's consultative approach puts clients ahead of the competition by fusing industry insights with a sharp grasp of regional and worldwide trends.
BluePeak Hospitality Consultants is more than just a consulting company, it is an integral component of each client's success story. 
Businesses are invited to take a transforming journey by BluePeak, which is dedicated to excellence, honesty, and innovation (Knight Frank,2017). 
This study will concentrate on Hotel Betania in Spain and highlight the expert advice and solutions that BluePeak can provide, in addition to conducting a thorough analysis of the concerns that are currently being raised.
BluePeak will confidently use in the analysis the 5 Why’s technique to identify the root cause of the problems presented and frameworks like STEEPLED, SOAR, and TOWS who offer organized methods for evaluating internal and external capabilities and are helping by creating strategic solutions for hotels that are suffering difficulties. 
The consultants may assist hotels in navigating complexity, seizing opportunities, and achieving sustained success in the fast-paced hospitality sector by utilizing the insights from these frameworks (Jacobs, R.W., 1997).                                                                           
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                                                                                                                   (TripAdvisors,2023)                         
Situated in Benalmadena, a small town in Andalucia/ Spain, Hotel Betania was built in 2006 and has a capacity of 53 rooms, great amenities such as an outdoor pool, terrace, restaurant & bar, just 150 m away from the beach, 10 km from Malaga Airport and 1km from the train station, situated just in between of the beautiful Paloma Park and Puerto Marina Harbour (Hotel Info,2011).
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(TripAdvisors,2023)
Unfortunately, Hotel Betania   is facing numerous difficulties that require immediate resolution from a hospitality consulting company. The main issue is the declining quality of the visitor experience. The establishment's reputation is damaged by the outdated infrastructure, which not only doesn't meet modern requirements but also leaves a trail of unfavourable reviews on websites like TripAdvisor (TripAdvisor,2023).
                                                             Appendix 1.
2
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                                                                     (Booking.com,2023)


BluePeak Hospitality Consultants can steer Hotel Betania toward a revitalized and competitive position in the hotel business by solving these complex difficulties.                                                       
 Analysis
The foundation of any successful organizational consulting is a thorough investigation. It guarantees that the solutions are knowledgeable, strategically sound, and specifically designed to address the problems and opportunities facing the hotel. A more resilient and flexible hospitality organization and long-term, sustainable improvements are the results of investing in a thorough investigation (O’Grady et.al. 2017).

BluePeak Hospitality Consultants will analyse Hotel Betania through 4 important frameworks: 5 Why’s Technique, STEEPLED, SOAR, TOWS, LEWIN’S CHANGE MODEL.
Undertaking comprehensive research and analysis is a vital and essential component of organizational consultants' work. Consultants need to have a thorough awareness of the company, its issues, and the larger industry environment before they can provide answers to a business (Margherita at.al 2021).
Statistics
A record of 12.2 million foreign arrivals were registered in Andalucia in 2023, according to official data from the INE (National Statistics Institute, overpassing the 12.02 million recorded in 2019. 
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(Chaplow,2024)

In 2023, Andalucia's foreign tourism numbers reached their pre-pandemic levels, marking a momentous occasion for the region's tourism sector. From all the tourists that Andalucia hosted in 2023, Benalmadena hosted 372.233 of them (Chaplow,2024).
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(Chaplow,2024)
The large number of visitors to Benalmadena can affect Hotel Betania in both positive and possibly problematic ways. 
The benefits could be improved occupancy rates, revenue growth, guest diversification, and opportunities for collaboration, alongside to the challenges such as seasonal fluctuations, increased competition, price sensitivity.
1. The 5 Why’s Technique 
Definition 
 A problem-solving approach known as the "5 Whys" strategy entails asking "Why?" more than once in order to determine the underlying cause of an issue. Through a process of iterative investigation, the technique seeks to identify the underlying causes that are contributing to a problem, allowing companies to treat the cause of the issue rather than merely its symptoms. It encourages a methodical and comprehensive examination to strengthen decision-making, streamline workflows, and support ongoing progress inside a company (Okes,2019).
The 5 Why’s technique applied on Hotel Betania
BluePeak consultants discovered probable core causes for a lack of strategic refurbishment using the 5 Whys research. These factors could be caused by things like budgetary restrictions or misaligned leadership priorities. According to this research, resolving the hotel's issues might entail not just developing the hotel's leadership but also strategically realigning goals, taking financial constraints into account, and concentrating on comprehending and satisfying the market's needs for up-to-date, well-maintained facilities.

Problems: Poor guest experiences and a deteriorating TripAdvisor reputation.
	1.Why are TripAdvisor reviews of the hotel so negative?       
R: Because visitors are not happy with their whole experience.

	2.Why do visitors feel that their entire experience was lacking?
R: Because conditions are bad, the rooms are old, and the amenities are limited.

	3.Why are the conditions bad, the rooms old, and the facilities inadequate?
   R: Because no deliberate attempt has been made to modernize or refurbish.

	4. Why has not a planned modernization or refurbishment project been undertaken?
R:  Because there might not be a priority or understanding of the need for changes, perhaps as a result of budgetary restrictions or a misalignment of goals.

	5. Why is the requirement for upgrades not prioritized or acknowledged as necessary?
R: Because there might have been a mismatch between the hotel's services and market demands as a result of the leadership's lack of a thorough research of industry trends, guest expectations, and the competitive landscape.



Root Cause Diagnosis
Hotel Betania's primary organisational issue is a systematic inability to live up to modern hospitality standards, which has a negative impact on the guest experience, generates negative feedback, and reduces the hotel's ability to compete in the market.
The complaints from visitors go beyond the obvious and include a widespread issue regarding the hotel’s rooms décor and poor amenities options. The assistant manager's seeming disinterest in client issues is especially concerning. Effective problem-solving initiatives and open communication channels are continuously lacking, which exacerbates the detrimental influence on visitor experiences.
Since 2017, Hotel Betania’s TripAdvisor ratings have taken a severe hit because of these problems. Since many potential visitors base their reservation decisions on these ratings, this is a serious problem that needs to be addressed right once (TripAdvisor’s ,2023).

                                                           Appendix 2.
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                                                               (TripAdvisors,2023) (Booking.com ,2024)

While inadequate leadership is undoubtedly a part of Hotel Betania's problems, it might not be the only one. 
The difficulties presented point to a mix of management and operational flaws. Setting expectations, cultivating a customer-centric mindset among employees, and defining company goals all depend on effective leadership (Senn at.al 2013) The assistant manager's seeming apathy, insufficient problem-solving efforts, and lack of dedication to guest happiness in this instance all point to leadership deficiencies.
1.STEEPLED framework
The eight distinct macro-environmental factors: Social, Technological, Economic, Environmental, Political, Legal, Ethical, and Demographic that might affect a business, brand, product, or location in this case, Hotel Betania, are explained via STEEPLED analysis below.
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                                                                                                             (Hassaan,2015)
	                                                      Positive
	                     Negative

	

Social
	
The hotel's social appeal is enhanced by its convenient location to the beach (150m) and other attractions such as Paloma Park and Puerto Marina Harbor, which provide visitors with a gorgeous backdrop for leisure.
	
Outdated accommodations, broken infrastructure, and a lack of amenities can have a detrimental social impact by reducing guest satisfaction and social interactions. 

	

Technological
	The hotel's proximity to the train station and Malaga Airport is in line with modern transportation innovations, making it easier for visitors to reach, and booking system through main portals (Booking.com, Expedia, Hotels.com))
	Old hotel property management system (PMS), and manual room keys could be a sign of a lack of investment in contemporary technology.

	

Environmental
	The stunning view from the beachfront position complies with eco-friendly and nature-focused travel trends, drawing visitors looking for experiences of this kind.
	The hotel does not have eco-friendly activities or sustainable procedures; therefore, it has lost out on attracting eco-aware tourists due to that area sustainability supporters’ rivals.

	

Ethical
	
The hotel's ethical standing is improved by its kind and accommodating staff, which also improves the entire visitor experience.
	The hotel's reputation and visitor satisfaction are impacted by complaints about the manager's attitude and the absence of answers, which present ethical questions.

	
Legal &Political 
	
The hotel operates within legal bounds thanks to adherence to local legislation and stability in the local political and economic climate.
	
Legal ramifications could arise from complaints over the manager's behaviour and the hotel's reputation could be harmed.

	

Economic
	
The hotel's 2-star rating appeals to tourists on a tight budget, while other features like the restaurant, bar, and outdoor pool increase the hotel's financial prospects.
	Damage to furnishings and amenities could lead to maintenance expenses, which would affect the hotel's capacity to make money.
Possible financial difficulties due to Spain’s economic crisis.


	


Demographic
	
The 2-star rating can draw a wide range of economical tourists looking for a cheap place to stay in a beautiful area (Hummel at.al 2020)
	
Certain demographics looking for more contemporary lodging may find it difficult to get past outdated rooms and damaged facilities.



Positive aspects of Hotel Betania 
Even if Hotel Betania has difficulties, it's crucial to recognize its advantages as well. In the cutthroat hospitality sector, distinguishing and improving oneself might be based on positive aspects. Among Hotel Betania's advantages could be location, history and ambiance, dedicated staff, existing customers, facilities and amenities, operational experience.
1. SOAR Analysis
Considering an organization's Strengths, Opportunities, Aspirations, and Results as a focal point, SOAR analysis is a strategic planning method.
Positive and future-focused thinking is emphasized by SOAR. With the goal of achieving, beneficial outcomes, it seeks to recognize and capitalize on the organization's current strengths and prospects. Goal setting, strategic thinking, and the creation of projects that can result in the organization's success and expansion are all encouraged by the SOAR framework (Swafford,2013).
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                                                                                               (Pollok,2021)
Strengths
After 18 years of being on the market and with the number of visitors to Andalucia continuing to rise, the hotel Betania has every advantage and opportunity to succeed thanks to its prime location close to Paloma Park, Puerto Marina Harbor, and the beach. An outdoor pool, restaurant, bar, continental breakfast, and sun terrace are additional amenities that enhance the guest experience.
Customer satisfaction could be raised by leveraging positive comments regarding Hotel Betania's kind and accommodating staff (TripAdvisor,2023).
Opportunities
The hotel has a great opportunity to attract guests seeking a relaxing and visually pleasing stay thanks to its stunning coastal view and the historic building architecture. Additionally, the hotel's 2-star rating puts it in a good position to appeal to tourists on a tight budget, as this category of guests will always look for reasonably priced accommodation.
The hotel is a desirable choice for short-term guests and travellers searching for cozy lodging because of its proximity to the Malaga Airport and train station (TripAdvisors,2023).
Aspirations:
  In order to offer a positive guest experience and stay competitive in the market, Hotel Betania could refocus his efforts on renovation and make a sincere effort to update the rooms and accommodations to meet contemporary standards.
   An additional initiative can involve enhancing the quality of services and exploring the possibility of providing supplementary offerings or packages to enhance guests' experiences and elevate their overall contentment.
  Trying to increase Hotel Betania may consider eco-friendly guest selections and the hotel's sustainable operations in keeping with the growing trend of environmentally conscious travel while expanding into new markets by interacting with a wider audience to increase the business growth and market presence.

Results
The main goal is to rebuilt Hotel Betania’s image through positive reviews and ratings from guests that would highlight improved services, products, and overall satisfaction. It is crucial to create a positive impression in the front of potential guests. 

2. TOWS Analysis
Threats, Opportunities, Weaknesses, and Strengths is an acronym for a strategic planning tool called TOWS analysis. An organization's internal strengths and weaknesses are paired with the external opportunities and threats that it faces. 
By lining these elements up, a TOWS analysis aids in the identification of strategic choices and the creation of winning plans that play to the organization's advantages in a competitive market, exploit internal strengths to seize outside chances, and address weaknesses when threats arise (Kulshrestha,2017).
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                                                                                             (Dieffenbacher ,2023)
Strengths (S):
· Amenities (outside pool, restaurant, bar, continental breakfast, and sun deck) 
· Beautiful Location 
· Helpful staff 
Weaknesses(W):
· Older rooms and broken infrastructure
· Few modern amenities
· The manager's lack of response to complaints
Opportunities (O):
· Amazing View due to the near beach 
· Market That Is Cost-Concerned 
· Transportation Hub 
Threats (T):
· Pressure from competitors (other hotels in the area)
· Changing Client Expectations (new facilities and contemporary amenities)
· Legal Repercussions (as a result of the manager's unresponsiveness and unfavourable attitude) (TripAdvisor’s ,2023)

TOWS Strategies
(SO) Strengths-Opportunities Strategies
Making the most of the hotel's wonderful location is crucial to bringing in more guests. This can be achieved by promoting beachside events, weddings, or special packages, as well as by emphasizing the kind staff that makes guests' stays more enjoyable. Furthermore, offering reasonable rates can help attract travellers on a tight budget.

(ST) Strengths-Threats Strategies:
Customer service training is necessary to maintain competitiveness, meet evolving client wants, enhance visitor satisfaction through upgrades to rooms and facilities, reduce legal risks, and deal with the manager's unprofessional approach.
(WO) Weaknesses-Opportunities Strategies
Forming partnerships with neighbouring businesses to offer modern amenities or services that the hotel does not already offer, also considering the advantage of the economical location to attract guests looking for budget-friendly accommodations with extra features.
WT Strategies (Threats-Weaknesses)
Prioritizing facility improvements in order to satisfy evolving customer needs and competitive pressures, continuing by building a robust complaint resolution process to lower legal risks and enhance guest satisfaction.

Change Management
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                                                                                                               (Ramos,2023)
In order to successfully navigate and implement changes, organisations employ a systematic approach, processes, and strategies known as change management (By, R.T., 2005). Ensuring that the intended benefits of the change are realised, minimising opposition, and managing the transition from the current state to a desirable future state are all part of it. 
Preparation, communication, training, and stakeholder engagement are just a few of the many tasks that make up change management (Sirkin at.al 2005).
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                                                                                                                                   (Tarlengco,2023)
The goal of total quality management (TQM) is to continuously improve processes, goods, and services to meet or surpass customer expectations. It entails the active involvement of every employee in a company in a methodical and planned endeavour to improve quality across the board (Diamandescu,2016). For overall organisational excellence, TQM places a strong emphasis on the following: process improvement, employee involvement, customer happiness, and using data and feedback to inform decisions (Ionescu,2023).
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                                                                                                           (Keerti,2023)

Recommendations
A thorough strategy is needed to solve the highlighted concerns above and improve overall performance while implementing change management efforts at Hotel Betania.
Reviving Hotel Betania's operations and reputation requires a complete consulting intervention. The first stage is a comprehensive evaluation of the physical infrastructure to pinpoint areas in need of renovation and modification. To comply with modern hospitality standards, this can entail modernizing room furniture, enhancing facilities, and putting sustainable practices into effect (Fredericks,2023).
These changes could be implemented in steps:
1. Modernization and Strategic Renovation:
Hotel Betania might put into practice a well-considered renovation plan to modernize outdated areas and repair damaged furniture and facilities, which would entail developing a staged renovation strategy in collaboration with interior designers and skilled contractors. 
The importance of these changes and the hotel's commitment to providing a contemporary, welcoming environment should be communicated to both staff and guests (Kamari at.al 2017).
2.Improved Amenities & Services for Guests:
   To enhance the guest experience and meet shifting consumer preferences, BluePeak advises investing in additional facilities. Local experience packages such as city tours, cultural events or discounts to nearby attractions could be a low-cost choice of innovative amenities or services, alongside with spa treatments, themed events.
 Technological improvements could be simple as phone charging stations, digital room keys cards, an updated PMS version to facilitate the hotel operation, social media engagement, guest feedback surveys (EHL Insights,2024).
Through training sessions, the hotel could inform the staff members about these additions and emphasize their role in delivering better customer services. 
3.Training and Development for Leaders:
This phase is crucial to the hotel's transformation since it allows the company to focus on leadership development and training to offset the manager's uncertain approach. To minimise the costs of this strategy, local conferences, seminars, workshops, business and management public lectures, webinars should be considered as a viable and effective solution (King, 2009).  
 Implementing leadership development programs to enhance managerial, communication, and conflict resolution skills could be the answer to ensuring a cohesive and engaged team (Bridges at.al 1995).
4.Proactive Complaint Resolution System:
In order to improve responsiveness to concerns, BluePeak Hospitality Consultants recommend implementing a proactive resolution procedure. Staff members should also get efficient complaint resolution training, emphasizing the value of providing timely and understanding responses. Encouraging feedback loops in order to improve and refine the resolution process over time (Ogdeibe,2017)
5. Customer-First Strategy:
To enhance visitor satisfaction and loyalty, it is imperative to implement a customer-focused strategy. This can be achieved by implementing customer service training programs that prioritize client satisfaction. To provide guests with a memorable and fulfilling experience that results in high ratings and return business, employees should be motivated to go above and beyond to meet guests needs (Villegas,2020).
6.Sustainable practices: 
As part of the Change Management Initiative, the hotel Betania can make important steps and may be able to implement eco-friendly initiatives that adhere to contemporary environmental trends. Considering the size and budget of the hotel, a more convenient option could be water conservation system, linen and towel reuse program, local and sustainable amenities, reuse and upcycling décor, waste reduction, ethical sourcing (SiteMinder,2024).
It is crucial to notify staff members and guests about these initiatives, since doing so will enable the hotel to promote environmental responsibility and attract environmentally conscious travellers especially as most of the Betania’s close competitors hold Level 3 Sustainable Travel badge (Booking.com, 2023).
7. Constant Monitoring and Development:
Regularly carrying out performance evaluations, operational audits, and guest feedback surveys. To foster a culture of continuous improvement, the hotel should encourage staff members to provide ideas for new ideas and improvements utilizing insights from data to make informed decisions going forward (Philips at .al 2005).
Methods for execution
A methodical and well-executed approach is needed to put the recommendations and change management activities for Hotel Betania into practice.
1.Modernization and Strategic Renovation:
Providing a timetable for phased renovations and prioritizing high-impact locations. In compensation for any inconveniences brought on by the renovations, guests ought to be given advance notice of the schedule and given a discount. The hotel's website and social media accounts would serve as a communication channel to highlight developments and build anticipation for the upcoming changes.
2.Improved Amenities and Services for Guests:
Hotel Betania will schedule the introduction of additional services gradually to avoid overloading staff and guests. A key component will be educating staff members in training sessions about the new facilities and the need of offering exceptional customer service. Additionally, a marketing effort to alert potential customers about the new services and generate excitement will be launched (Scholey,2005).
3. Training and Development for Leadership:
Arranging business and management focused activities for managers or leaders in conjunction with outside leadership development experts, to offer specific training programs, enhance management culture, and bolster leadership skills would be an alternative (Nicolaides,2006).
4.System of Proactive Complaint Resolution:
Putting in place a centralized, easily accessible complaint management system and teaching employees on how to effectively address complaints by emphasizing prompt resolution and empathy. Regular meetings to review and address recurring issues could guarantee continuous improvement in the management of complaints (Ogdeibe,2017).
5.Sustainable practices
In addition to using marketing materials, room signage, and participation in eco-certification schemes to promote the hotel's attention to sustainability, the hotel will train staff members about sustainable practices and their benefits (SiteMinder,2024).
6.Customer-focused methodology:
Every employee will receive extensive training in customer service, and a customer service charter outlining norms and expectations would be conducted alongside with creating an awards and recognition program for employees that consistently deliver exceptional customer service (Gebauer at.al 2012).
7.Constant Observation and Enhancement:
Regular cycles of performance, such as employee, manager, and operational procedure reviews, would be planned. By promoting a culture that prioritizes continuous education and feedback, these surveys will gather input from staff members as well as feedback from visitors in order to identify patterns, areas that require improvement, and opportunities for innovation (Samson at. al 1999).
Change of management theories 
Lewin’s Change Model
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                                                                                     (Vennage,2023)
Definition 
Kurt Lewin, a psychologist, created this well-known and significant framework for comprehending and directing organizational transformation.
To promote long-lasting and successful changes, Lewin's Change Model emphasizes preparation, execution, and consolidation (Tripon, Dodu ,2016).
Three stages make up the model: Unfreeze, Change, and Refreeze.
For Hotel Betania, Lewin's Change Model is essential since it offers an organized, flexible, and people-centred method of managing organizational change. Through the effective use of this model, Hotel Betania may effectively manage change, foster employee engagement, and attain long-term enhancements in its operations and visitor experiences.
Lewin’s Change Model applied to Hotel Betania
1.Unfreeze
The "Unfreeze" phase entails getting the organisation ready for change by raising awareness of its necessity and dismantling any ingrained beliefs or systems that could stand in the way of it.
The first phase will concentrate on planning several training sessions and seminars to discuss the need for change, with an emphasis on shifting customer expectations, market trends, and the impact on the hotel's competitiveness. Additionally, the staff will be given the opportunity to share their thoughts and concerns regarding the challenges the hotel is facing. 
 Lewin highlighted the value of including staff members in the process of change. The approach makes sure that those impacted by the change are included in the solution by actively involving Hotel Betania staff members, soliciting their opinions, and addressing their concerns. This participation promotes a sense of ownership and facilitates a more seamless transition (Mister Simplify ,2021).
This phase aims to highlight the potential benefits of the proposed changes, including increased employee morale, increased competition, and improved visitor pleasure.
2.Change
Whether the recommendations are for physical enhancements, new services, or management changes, the "Change" stage at this point is about implementing the suggestions.
Initiating the phased restoration and modernization plan will necessitate transparent communication with guests. The hotel may employ marketing materials, social media, and customized messaging to create excitement about the upcoming improvements.
Lewin's paradigm recognizes the dynamic nature of change. Throughout the process of change, Hotel Betania may need to modify its plans in response to input, new difficulties that arise, or unanticipated events. This flexibility is essential to ensure that the change initiatives match the organization's changing needs (Bezzubetz, 2009).
The recommended changes must be implemented gradually in order to ensure a smooth transition. It will also be important to keep an eye on how these changes will enhance the overall visitor experience.
3.Refreeze
The organization must completely incorporate the change and reinforce the new habits during the "Refreeze" stage.
At this stage, the hotel might commemorate the victories and significant anniversaries brought about by the adjustments and give recognition and awards to the employees who have embraced the new initiatives (Stone,2023).
Creating revised SOPs that reflect the changes and improvements could be a wise move, if regular adherence to and integration of these protocols into daily operations is ensured.

Change Management Strategies and Staff resistance to change.
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                                                                                               (Malik,2022)

Definition
Understanding people's emotional and psychological reactions at a time of transition is possible due to the Kübler-Ross transition Curve, which is significant for both organizational psychology and change management. 
Leadership and management can better foresee and handle problems arising from resistance, stress, and ambiguity when they are aware of these stages (Lawrence,2014). BluePeak Hospitality Consultants can create plans to help staff members through the process of change and ensure a more seamless and effective transition by acknowledging the emotional journeys of individuals.

TQM Challenges
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                                                                                      (Study Terrain,2023)                   

An organisation may obtain great benefits from using Total Quality Management (TQM), but there are drawbacks as well. Resistance to change, a lack of resources, complexity, corporate culture, ecological responsibility, external factors, difficulty measuring success, inconsistent implementation, and others are some typical problems (Gratiela,2014).
Managing TQM Challenges
1.Effective Leadership Communication:
Successful leadership and organizational success are largely dependent on effective leadership communication. Effective communicators build teamwork, inspire trust, and cultivate a healthy workplace culture. Successful leadership communication includes honesty, empathy, clarity, and strategic vision (Schuetz ,2016).
Since staff members may be apprehensive about the changes at first, the hotel's management should be transparent about the reasons for the changes and emphasize the long-term benefits for both guests and staff. By being straightforward in communicating, resolving problems, and emphasizing the advantages, anxiety can be decreased (Shan at.al 2020).
2.Development and Training:
Training and development are essential parts of a hotel's business plan. They provide staff more autonomy, improve operational effectiveness, and improve the visitor experience, all of which help the hotel position itself for long-term sustainability and competition (Barreto,Mayya,2023).
The training programs for employees will offer the abilities and information they need to adjust to new procedures, standards, or technology, and as response employees are probably going to value the money spent on their professional growth. During the learning process, offering resources and support will help ensure a favourable reaction (Manoj,2013).
3.Mechanisms of Feedback:
Effective operation is guaranteed by well-established methods, and feedback systems offer the insights required to continuously adapt and improve. A robust and competitive hotel industry is built on the synergy between proactive feedback management and effective procedures (Stylos et.al.2021)
It's important for employees to feel understood and heard while responding to criticism promptly fosters trust and shows a dedication to ongoing development (Okon et.al 2024).
4.Constant Communication
By preventing misinformation and making sure that staff members are aware, keeping in constant contact with everyone involved in the transformation process, restating the advantages of the adjustments, responding to any new concerns, and providing frequent updates on the situation through regular communication reduces anxiety and promotes a sense of stability (Deery, Jago 2008).
Measuring Performance
For Hotel Betania, performance measurement is a fundamental procedure that guarantees ongoing enhancement, flexibility in response to changing market conditions, and long-term success in the hospitality sector. Frequent performance evaluations yield the information required for strategic planning, well-informed decision-making, and providing outstanding guest experiences (Indeed,2023).
 In order to evaluate participation and satisfaction, Hotel Betania must establish key performance indicators (KPIs) that align with the goals of each change as well as staff and guest feedback, including comments, questionnaires, and visitor evaluations. Room turnover rates and maintenance concerns are two more ways to gauge performance, primarily operational efficiency (Enochson, 2023). 
These metrics can also be used to assess financial performance, including financial data that can be used to identify opportunities for increased profitability, cost savings, and revenue growth.
To analyse the competitors' position, presence, and risk realistically, it is important to consider Hotel Betania's market position and recognize the high level of competition.
Sustaining improvement suggestions and training effectiveness are two examples of ongoing upgrading efforts that use metrics, which are applied KPIs.
Correct visitor retention calculations and an analysis of loyalty rate effects on repeat business are necessary for Hotel Betania to achieve its objective (Hristov, Chirico ,2019).
Potential Benefits
Better Guest Experience: Upgrading amenities, modernizing accommodations, and cultivating a customer-first mentality can all result in happier visitors, better evaluations, and more return business.
Competitive Advantage: The hotel may differentiate itself as a more appealing choice and outperform other facilities in the area by positioning itself in line with industry trends.
Improved Revenue: Higher occupancy rates, more bookings, and better financial performance can all be attributed to improvements in services, amenities, and general guest happiness (Choi, Dickson, 2009).
Increased Staff Morale: Training initiatives, leadership development, and a healthy workplace environment can all help to raise staff morale, which in turn promotes more teamwork, lower employee turnover, and higher employee engagement.
Positive Online Reputation: Resolving unfavourable reviews and enhancing overall visitor experiences can lead to a more positive online reputation, which will draw in new business and keep hold of current clients.
Operational Efficiency: Reducing expenses and raising overall effectiveness can be achieved by streamlining processes, taking care of facility problems, and putting sustainable practices into place (Leung, 2011).
Adaptation to Industry Trends: Adjusting in accordance with market developments guarantees that the hotel maintains its relevance and responsiveness to changing guest demands, which promotes long-term success (Aksoy at.al 2022).
Positive Environmental Impact: Adopting sustainable practices would appeal to eco-aware tourists and enhance the public's perception of the company in line with the growing environmental consciousness (Malyan, Duhan ,2000).
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Cost Analysis
Renovation of a Room:
Cost Range: Depending on the number of rooms involved, the quality of materials, and the depth of the renovations, these costs might vary greatly. It might cost between $1,000 and $2,500 per room on average.
New Amenities and Services:
Cost Range: The introduction of new features or services, including themed events or technological advancements, may cost anywhere from $5,000 and $10,000, depending on its complexity and scope.
Programs for Training and Development:
Cost Range: Programs for staff training and leadership development might have different costs. It might cost between $2000 and $4000, depending on the extent, time, and outside resources needed.
Improvements in Operational Efficiency:
Cost Range: Investing in streamlined procedures or modernized technology systems could result in savings of $5,000 to $8,000.
Implementing Sustainable Practices:
Cost Range: Implementing environmentally friendly programs may need up-front expenditures for systems or equipment. This might be anywhere from $5,000 and $10,000 on average.
Total Budget for Change Management:
Total Cost: Considering all the different parts, the total change management budget for Hotel Betania might be anywhere from $40.000 to $85.000, based on the particulars of the changes and their scope.



Action Plan
	     
   Problem
	  
     Solution
	    
     Outcome
	 Timescale
	Competition
   Date
	 
  Budget

	
1.Bad Guest Experience
	Conducting a management and employee training /
Introducing a customer feedback system / Initiating a proactive complaint resolution procedure.
	Enhanced visitor happiness and excellent reviews


	3-6 months
	25.05-25.08
       2024
	$10.000
     -
$15.000

	
2.Old rooms and limited amenities
	Implementing a renovation plan, add new services and amenities, Investing in cutting-edge infrastructure and technology (Shepherd at.al 2013).
	Improved visitor comfort and updated accommodation, an increase in reservations and favourable reviews, and the draw in new customers (Ian,2023).
	12-18 months
	25.02-25.08
      2025
	$25.000
      -
$55.000

	
3.Poor
Leadership 
	Performance evaluations, coaching sessions, and leadership development programs for managers.
	Boosted teamwork and staff morale, less negative leadership influence, and improved leadership capabilities
	6-9 months
	25.08-25.11
      2024
	$10.000
     -
$15.000




Conclusion
Critical difficulties impacting Hotel Betania's overall performance have been identified through an analysis of its current situation. These issues range from outdated rooms and poor guest experiences to insufficient leadership practices. A holistic strategy that makes use of different frameworks and strategic solutions is suggested to address these issues.
As one of the problems was bad guest experience by resolving this issue that contribute to a poor visitor experience includes establishing a proactive complaint resolution process, introducing a customer feedback system, and providing comprehensive training to staff on customer service. Positive evaluations and more return business might result from Hotel Betania's emphasis on providing high-quality and timely service to its guests.
The problems presented by outdated rooms are addressed by a staged plan for room renovations, along with improvements to amenities and the addition of contemporary technology and services. The hotel will seem more modern owing to these modifications, who aim to draw in new clientele and make the hotel's offering more competitive.
The implementation of performance reviews and coaching sessions, the creation of a good and communicative management culture, and manager leadership development programs are all intended to address the problems related to ineffective leadership. Enhancing managerial abilities and dispositions is essential for developing employee morale, collaboration, and a strong business culture in general (Arghode at.al 2022).
A crucial framework employed was STEEPLED, which facilitated the identification of external elements impacting Hotel Betania, such as technical improvements, socio-cultural trends, and legal considerations. The hotel may match its strategies to the external environment by incorporating these insights into the decision-making process.
The TOWS analysis revealed external opportunities and threats with internal strengths and weaknesses. This method offered a tactical road map for utilizing assets to seize chances, resolving vulnerabilities and developing successful plans.
The process of emerging changes, unfreezing the old state, and refreezing the new one was aided by the application of Lewin's Change Model. To manage Hotel Betania's transformation and ensure a successful and long-lasting change process, a methodical strategy is essential.
For Hotel Betania, the suggested modifications provide several possible advantages. Better visitor experiences can result in more favourable evaluations, more recurring business, and an enhanced internet reputation. Renovated accommodations with improved amenities can draw in new clientele and establish the hotel as a competitive option. Resolving leadership concerns can lead to increased employee satisfaction, better collaboration, and a positive workplace atmosphere. Taken collectively, these advantages support the hotel's sustainability and long-term success.
The suggested modifications include a financial outlay, but there could be a significant return on investment (ROI). Staff development, accommodation renovations, amenity enhancements, and leadership development courses are among the expenses. The budget ranges that were previously offered are only estimates and need to be further refined by thorough evaluations. It is imperative that Hotel Betania considers these expenses as calculated expenditures in the establishment's overall performance, competitiveness, and satisfaction of its guests.
The recommendations that BluePeak Hospitality Consultants found relevant for the issues presented by Hotel Betania are refurbishment plan, new amenities proposal, training and leadership development programs, sustainability practices adherence.
By following the recommended strategies and remaining adaptable to changing circumstances, Hotel Betania can embark on a journey toward enhanced guest experiences, increased competitiveness, and long-term prosperity.
Throughout the process of writing this consultancy report, BluePeak Hospitality Consultants presented its dedication to excellence and the commitment to providing exceptional service and offers its gratitude to Hotel Betania for the opportunity to assess and address the challenges faced by this esteemed establishment.
Anticipating continued collaboration, BluePeak Consultants are confident that the proposed solutions will provide positive results, further elevating the standard of excellence for Hotel Betania.
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