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[bookmark: _heading=h.gjdgxs]Executive summary
The report has discussed issues related to a hotel named Bulgari Hotel Downtown Milano. It is a five-star hotel operational in Italy situated in the cultural and commercial heart of the country, Milan. The address of the accommodation is Via Privata Fratelli Gabba, 7B, 20121 Milano MI, Italy. This consultancy report has analysed this hotel’s problems which affect the working conditions of the accommodation company. With this, it was intended to provide solutions by a consultancy firm named Firm Solutions Pro. It was designed to solve issues that have been discussed to solve the problems faced by the organisation. An analysis was done addressing issues such as delays in services and poor room services. Here, the delay in service and inefficient room service has been discussed as a major issue in the operations of the hotel. Dissatisfaction amongst the customers was identified as a problem due to issues like poor quality housekeeping and the helping nature of the caretaker. There was a common complaint by the guests where they received incorrect orders which has decreased their experience. This was due to inefficient staff who had not managed the operations of the hotel effectively. 
The impact of these problems was described further in the report to understand why it is essential to be addressed. These influences include a lack of customer loyalty, a negative brand image and financial loss. It has been identified that as the problem continues the consumer satisfaction level will decrease which will lead to a loss of customer trust in the company. Negative branding was also an issue that was highlighted in the description which pointed out that as the problems will continue brand reputation will get hampered. All these problems have been recognised as an issue that results in financial losses. It has been understood with this analysis that the negative points will lead to a loss of revenue for the organisation. The causes of the problems that are faced by the hotel were also a part of this report. It has been included to understand the reasons which have caused the problems in the operations of the company. Lack of employee availability was identified as the cause of the problem where it has been discussed that only 150 workers work in the organisation. Training and development were also an issue that led to the deterioration of the accommodation company's working conditions. Operational inefficiency was an essential problem that was discussed in the report. This has described that the centralised service management system was an issue that decreased the inefficiency of the hotel’s operations. 
The investigation process has been backed by relevant frameworks that support the thorough internal and external factors examination of the Bulgari Hotel. PESTLE analysis was done to understand the external factors which influence the operations of the company. Political environment was discovered to be stable for the organisation due to the long history of strong leadership for Italy. Economic condition of the country was evaluated with a problem of inflation which has increased by 0.2% in one month. With the framework, it has been pointed out that the economic condition of the organisation may not be suitable for its operations. Social factors have discussed the increase of tourism in the country where the travelling industry comprises a £163.93 billion market. This has reflected a better working space for the hotel as it provides an opportunity for it. Rising modern technologies were a factor that was identified as a positive technological factor for the company as the data suggests that 11% of hotels utilise AI to improve their functions. Legality of the country has reflected a positive sign during the PESTLE investigation as the regulations such as the Italian Data Protection Code enhance the information privacy of the travellers. Environmental factors were described as a strong point in the writing due to the prioritisation of the concern by the government. This has suggested that the organisation has decreased the usage of plastic in their operations. 
Strength, weaknesses, opportunity and threat (SWOT) investigation was done to understand the internal working conditions of the company. Luxury brand reputation and operation at prime locations have been identified as strong points for the company. Lack of high-quality service and dependency on seasonal demand were identified as weak points for the company’s operations. Opportunities such as service improvement and expanding partnerships were discussed in the report. Threats of intense competition and economic fluctuations were described as possible problems for the company. TOWS investigation has also been done to enhance the in-depth understanding of the internal and external factors. Enhancing strong points was described in the context of opportunities and threats. Weak factors such as potential service gaps and reliability on seasonal requirements were also analysed in context to possible growth opportunities and chances of weaknesses for the company.
Recommendations were included in the report to improve the operations of the hotel. Staff training has been recommended in the writing which was intended to solve issues such as delays in service and poor management. Clear communication was discussed as a solution to increase staff satisfaction and as a planning tool amongst the team members to offer better experiences to the consumers. Seeking feedback and usage of technology was emphasised to increase customer satisfaction. There has been the inclusion of a section in the report where effective measures to handle change management were discussed. Nudge theory has been suggested as a solution to manage change in the organisation effectively. This was included to understand the psychology of the staff better to enhance their performance. It has been included to measure how employees will adapt to the proposed solutions to know their efficacy. 
[bookmark: _heading=h.30j0zll]
Introduction 
Overview of the organisation
Bulgari Hotel Downtown Milano is a portion of the organisation Bulgari Hotels & Resorts brand and is also a high-end hotel located in the famous destination of Milan. It was established in the year 2004, and its special attribute is the integration of present-day design with Italian tradition, characterising 58 large rooms and suites that provide favourable portrayals of the city (Bulgari Hotels, 2024). There is a concentration on individualised services, and it fosters luxury tourists, offering different amenities such as premium restaurants, and spas. This portrays the organisation’s dedication to unique hospitality, building it an appropriate alternative for travellers with various preferences, seeking a positive experience in the traditional environment of Milan. 
Consultancy firm background
The report will propose a new consultancy organisation to resolve different issues of the hotel. Firm Solutions Pro will be one of the foremost and most efficient consultant organisations in the UK, specialising in improving establishment success through customised training and various improvement initiatives. The establishment provides a variety of services, involving leadership enhancement, team creation, talent handling, objectifying to develop personal and company performance. This commits to building a positive culture and it cooperates with different industries, assisting establishments to attain viable development through creative, evidence-dependent resolutions. 
Significant issue 
Bulgari Hotel Downtown Milano has encountered various challenges remarkably with late services and inefficient accommodation services. Different tourists have narrated delays in receiving various amenities which creates restrictions on the premium experiences anticipated at premium establishments. One Google review by a customer stated that the service of the company is poor and the food they have ordered was delivered to them delayed (Google, 2024). Incompetence in communication between employees and an insufficient number of workers during high time increases these issues. This creates dissatisfaction among customers who expect significant and attentive services. It can negatively affect the image of the organisation, depicting the requirement for developed operational norms, employee training, and technological advancements to assure productive service transmission for improved traveller experience. This can also reduce the client's trustworthiness which can result in an impact generation of revenue as tourists might select other premium hotels for future accommodations. 
Overview of the report
The report will also include a detailed analysis of the hotel where the impact on the business will be identified. Reasons behind the issues that are affecting the hotel’s customer services will be examined thoroughly. A set of recommendations will be provided to overcome the issues faced by the hotel. It will also enlighten the readers about the change management procedures and related practices. Managing the changes by the hotel will be expressed in brief and the different types of success strategies will be measured. A detailed action plan for implementing the strategies and the desired outcome will be provided, including a time scale and planned budget. The report will conduct an analysis of the hotel’s external and internal environment using frameworks such as PESTLE, SWOT and TOWS. With the usage of PESTLE investigation, external factors will be evaluated to understand the working scenario of the company. This analysis examines points such as political, economic, social, technological, legal and environmental. It helps in investigating the factors that can directly or indirectly impact the performance of an organisation.  Other than this a SWOT examination will also be attempted, this is beneficial in internal analysis. This stands for strengths, weaknesses, opportunities and threats. With this, a company can understand their organisation's operational activities. TWOS examination will also be a part of this report which focuses on understanding threats, opportunities, weaknesses and strengths. It is like SWOT analysis; however, it analyses the direct and indirect factors more in-depth. 


[bookmark: _heading=h.1fob9te]Analysis 
[bookmark: _heading=h.3znysh7]Issues of the hotel
Delay in services 
The case study of Bulgari Hotel Downtown Milano reveals that this organisation has some problems fulfilling the principle of customer service, where there is unpunctuality in delivering particular services. These problems have created dissatisfaction among the guests especially those who are used to the quality standards of luxury hotel services. A newer issue relates to the services, for example, delays in local orders, room service, housekeeping, and the help of the concierge also brought negative reactions to the guests (bulgarihotels, 2024). Lack of efficient room service tends to aggravate problems that visitors suffer through resulting factors like errors in the orders, incomplete orders, inadequate follow-ups, and indifferent service.
Poor room services 
Bulgari Hotel Downtown Milano experiences major problems in delivering room service to its guests, thereby affecting satisfaction and experience. There have been common complaints from guests about delays in the delivery of their orders or the total absence of the order. Also, operational inaccuracies which consist of incorrect or incomplete orders put off disrupt the luxury experience customers want. There are some forms of communication and operational problems in the operation of the room service department. Thus, for a luxury hotel, where exceptional service is critical, these are all recurring service problems that cast aspersion to the hotel's reputation and erode the custom of guests who expect the best and most attentive service (bulgarihotels, 2024).
[bookmark: _heading=h.2et92p0]Impact of the issues
Decreased guest satisfaction and loyalty
The guests who book luxury hotels have high expectations that can be met by either timely or erroneous service delivery (Hyken, 2023). While they do not get their desired services, it creates negative impressions caused by slow room service or wrong orders. Customers can be discouraged from even booking at the organisation, hence causing the organisation a loss in customer loyalty.
Damaged brand reputation
Bulgari Hotel Downtown Milano is associated with the highest quality services which reflects the unique vision. Thus, such carelessness and improper services happening in a particular department could potentially harm the brand image. As a result, word-of-mouth reviews, together with online reviews can significantly impact potential customers, particularly in luxury services (Podolsky, 2024). Negative feedback especially on service problems can shift the company to a less strategic position of attracting new luxurious clients.
Financial losses
Delays prevent efficiency in terms of catering services, as evidenced when guests are dissatisfied with accommodation services, and demand refunds or compensation for the perceived poor services. Further, frequent customer grievances can lead to spending on rectifications including attendant training or upgrading service delivery processes which strain the firm’s resources. Hence the effect of lost revenues due to voids and increased operating expenses reduces the prospects of profitability and growth for the hotel business (Rice, 2024).
[bookmark: _heading=h.tyjcwt]Causes of the issues 
Staff shortages
Facilities of luxury hotels need to have a professional and well-trained staff that can serve customers’ needs immediately (Dempsey, 2023). Lack of enough staff means that the human resources would not be able to handle the service delivery needs of guests effectively. This negatively affects the two aspects of productivity that is speed and efficiency of services delivered by the hotel branch. Only 150 staff work in this branch which is not sufficient for the high quality and timely delivery of all services to the guests (bulgari, 2024). 
Inadequate training and development
It is especially important in the sphere of luxury hospitality that all is done to the highest standard and repeated consistently. Inadequate training or training that does not meet Bulgari's specifications leads to staff mistakes, leaving some details incomplete, or paying insufficient attention to customers (Panno, 2020). Such gaps affect the development of communication, negotiation, problem-solving, conflict resolution skills and the ability of staff to respond appropriately when handling complaints from guests.
Operational inefficiencies
These include uncoordinated or centralised service management systems that are not efficient in relaying information or take a long time to do so. When order tracking and delivery systems are in a dilemma, room service and housekeeping service providers overlook tasks, which in turn slows down the organisation and decreases the functionality of the housekeeping service (Goffi et al., 2022). Optimising outdated technology and general workflow could remedy such shortcomings since personnel can provide quality and prompt services when assessed. 
[bookmark: _heading=h.3dy6vkm]PESTLE analysis 
A PESTLE framework has been described here for the Bulgari Hotel Downtown Milano, which is based on political, economic, social, technological, legal, and environmental factors. 
	Factors
	Description

	Political
	The political balance of Italy has catered for a suitable culture for the travelling and hospitality market. Political condition of the country is highly volatile with approximately 70 governments and more than 30 Prime ministers in the previous 75 years (Statista, 2024). Milan is the fashion and premium capital of the nation, which receives advantages from multinational tourism, endorsed by different governmental regulations, encouraging their culture, and tradition. The employee laws of the country, which control operating hours, salaries, and worker benefits play an essential role in the hotel business. Worker's Statute, the key employment regulations of the country secure employee right, promotes non-discrimination procedures, assuring protections in various markets (Daruich, 2023). 

	Economic
	The luxury sector of Italy depends on premium multinational tourism, particularly in Milan, where Bulgari Hotel Downtown Milano selects prosperous tourists. The annual inflation rate of the country rose to 0.9% in October from 0.7% in the previous month. The average inflation rate of the country was expected to rise between 2024 to 2029, and this amount is anticipated by 2% by the year 2029 (O'Neill, 2024). This high rate of inflation in the contemporary years results in a hike in operational prices, which can potentially affect the financing of the staff and other different services for the organisation. As per the Italian National Institute of Statistics, this rises by 6% from 2022, which creates a significant influence in prices for premium goods, and workers (Istat, 2024). 

	Social
	The luxury industry tourists anticipate individualised constant services. Premium travelling market globally is expected to create a hike by approximately 6% around the year 2032 and the value of this industry is around £163.93 billion (Statista, 2024). Travellers anticipate standard quality, customised service experiences, which are especially appropriate for premium establishments such as Bulgari. Again, transformational tourism trends such as viable travelling and welfare significantly impact client preferences. The organisation has adhered to these anticipations by encompassing its high-end offerings, and environment-friendly approaches. 

	Technology
	Modern technology is reconstructing the client experiences in premium hotels. Bulgari Hotel Milano can receive advantages from virtual accommodation services, permitting tourists to directly confirm services and decreasing waiting times. Different premium hotels increase the utilisation of AI for client profiling, improving service tailoring. According to a survey done by Statista, 11% of hotels are utilising AI for potentially improving business operations (Statista, 2024). 

	Legal 
	Robust health and safety norms in Italy, particularly after the COVID-19 pandemic affect various accommodation operations. Different data protection regulations such as the Italian Data Protection Code need Bulgari Hotel Downtown Milano to retain strong information protection norms for travellers (Kaziukonis, 2024). 

	Environmental 
	Strong prioritisation of the country on viability has impacted customer attributes in the hospitality industry (Settimo, 2020). The organisation has initiated various environment-friendly procedures such as decreased plastic utilisation and adhering to the country’s dedication to the Paris Agreement Goals. 



[bookmark: _heading=h.1t3h5sf]SWOT Analysis
	Strengths
	Weaknesses

	Luxury brand reputation
Bulgari Hotel Downtown Milano established itself based on the company’s well-established reputation for friendly and professional services (bulgari, 2024). This affiliation brings high-end customers to the company who are interested in luxury services which clearly positions the hotel well against competitors in the location.
Prime location
Located in Milan, this hotel is one of the world's fashion and cultural hotspots to satisfy luxury travellers (bulgarihotels, 2024). Being in close proximity to other shopping precincts and cultural and historical sites, it is ideal for both leisure and business travellers, thereby resulting in high occupancy and demand rates.
	Service gaps
The hotel struggles to provide services that satisfactorily meet the guests’ needs due to some service-related issues and production problems (Galati et al., 2023). These service shortfalls undermine the credibility of guests, affect the image of the hotel and encourage guests to post negative comments on social media that deter potential clients.
Dependence on seasonal demand
Bulgari Hotel Downtown Milano is a luxury hotel and therefore its business depends partly on Milan fashion weeks and tourism seasons. This seasonal demand puts pressure on the operations to be able to deliver quality service to guests during high-demand periods and on the staff strength during low seasons leading to guest discontentment (De Luca and Rosciano, 2020). 

	Opportunities
	Threats

	Service improvement through training and technology
The hotel can improve its service delivery, the staff can be trained regularly, and the hotel can embrace innovation in service management technology (Leonard, 2024). Prospective skill enhancement and procedure refinement means that the staff would be able to meet the guests’ needs, thereby improving satisfaction and enhancing the position of the hotel.
Expanding partnerships and exclusive experiences
Engagement with Milan's luxury fashion houses, and cultural institutions, could enable the hotel to provide a unique guest experience and play to its competitors. Such affiliations can enhance the guests' experience, generate unique moments and boost customers' loyalty to brands (Merchant, 2024).
	Intense Competition
Huge competition is there in the luxury hospitality market in Milan where long-established international brands already compete keenly for consumer spending among a relatively circumscribed group of wealthy consumers (statista, 2024). As an implication of non-intervention in the service domain, Bulgari Hotel could lose market share to competition, which offers quality services.
Economic fluctuations and travel restrictions
Recession or government restrictions on travel, for instance, due to the outbreak of COVID-19, slow down the demand for luxury accommodations (oecd, 2024). Limited arrival rates of guests affect the revenues and operational capacities, which leads to a limitation of betterments and staff retention. In 2024, the economic growth in Italy slowed by 0.9% highlighting a little improvement in travelling among people after the pandemic (European Commission, 2024).
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	TOWS ANALYSIS
	Opportunities
	Threats

	Strengths
	S-O plans
	S-T plans

	Luxury brand image
	Increasing the organisational reputation can help to fascinate premium collaborations with regional businesses, such as high-end dining or entertainment alternatives. This significantly improves traveller experiences (Hagan, 2021). 
	The high brand reputation can be utilised to create a difference from the organisation’s contenders. It can be done by encompassing special services that verify high-end costs (Paris, 2023). 

	Prime location 
	Utilisation of this aspect can provide high-end packages for regional gatherings and various attractions. This will significantly promote the organisation as a favourable premium destination (Pereira, 2020). 
	Promotion through location benefits can be performed through selected marketing efforts. This potentially encompasses accessibility to various cultural events, which also decreases competitive threats (Pereira, 2020). 

	Weakness
	W-O plans
	W-T plans

	Potential service gaps
	Addressing various service gaps can be done by applying apprehensive training initiatives for employees. This will significantly improve service standards and performance (Magnelli et al., 2020). 
	There can be a creation of different contingency strategies by the organisation for high-end seasons to handle service requirements. It will decrease heavy dependency on seasonal employment, which also assures constant service delivery (Dallabona, 2024).  

	Reliance on seasonal requirements
	There can be a creation of thorough marketing programs around the year that fascinate various kinds of customers such as business explorers. This decreases heavy reliance on high-time demand changes (Magnelli et al., 2020). 
	Improvement of business scalability can be implemented for adapting to different financial fluctuations by varying service providers. During the year 2024, the economic development in Italy slowed by 0.9%. This can be done by significantly concentrating on regional clients during various low-demand seasons (Dallabona, 2024). 



Description
S-o plants use the organisation’s strengths to take advantage of opportunities such as increasing the premium brand for collaborations and the prime location for high-end offers. S-T plans concentrate on utilising strengths to mitigate threats, encompassing premium services, and advertising location advantages. W-O plans objectify weaknesses through various opportunities such as enhanced service and throughout-the-year advertising to reduce seasonal reliance. W-T plans aim to decrease weaknesses while catering for threats assuring continuous service during high times and adapting to financial transformations. 
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[bookmark: _heading=h.17dp8vu]Recommendations
Bulgari Hotel Downtown Milano is a famous hotel in Italy which provides luxurious services to its customers which gives it a unique recognition in the market (Bulgari, 2024). However, the hotel is now facing various issues related to its late service and ineffective room service. These are the major problems of this venture which can tarnish the entire operation of this business. Thus, for these aspects, the overall customer services are interrupted within the company, and it faces a huge amount of financial loss in the market. There are also several recommendations that the organisation may implement to mitigate these challenges in its workplace. However, the implementation of these strategies may ensure the stability of this venture in society. 
Staff training 
Training is a major recommendation for Bulgari Hotel Downtown Milano which has a significant role in levelling up the entire skills of employees. The overall behaviour of workers closely depends on the training and development programmes (Blanchard and Thacker, 2023). However, engagement, communication and attitude will also be developed by this strategy, and it has a major role in engaging and providing better assistance to guests. Empathy is also a key element of customer satisfaction which has a significant role in establishing a company’s strong loyal consumer base in the market (Polinkevych et al., 2021). According to the data, employers in the UK trained a total of 16.5 million employees in 2019 which helped the establishments to increase their size from 36% to 67% in the market which reflects that it is very relevant for a business (Mark Winterbotham, 2020). Therefore, the training campaigns will allow the workers to face realistic situations where they will be able to enhance their problem-solving skills and effective communication within the workplace which are very effective in mitigating these issues (Carlisle et al., 2023). 
Clear communication
Communication is one of the most vital strategies for improving staff satisfaction and providing better services to them (Mertala, 2021). Bulgari Hotel Downtown Milano should apply it in its work environment where all workers can communicate clearly with their colleagues, teammates, guests and other stakeholders. A proper conversation is the key to solving any challenges where employees can understand the proper feelings of guests and their demands. However, regular communication with customers can make them feel valuable to the hotel and it will allow them to think that the company is very excited for the consumers (Giousmpasoglou et al., 2021). This aspect is also very effective in providing a better service to them which may solve the guest retention-related issue properly. According to a survey, internal communication can improve the overall productivity of ventures by 25% which is a great aspect for this hotel. A survey also reflects that a total of 60% of staff feel that their opinion and voice have been ignored by the higher ranks which affects their behaviour towards consumers (Peters, 2023). Thus, by analysing these data, it is said that an effective communication system may provide a better facility in its accommodation and other services to customers. The workers of the hotel should avoid vague words such as “maybe” and “soon” to be clear and specific to the audience. 
Seeking feedback
Proper feedback has the power to enable companies to find their gaps in the market. Bulgari Hotel Downtown Milano can collect feedback from its customers to identify the expected gaps in its services. Thus, by utilising these aspects the hotel may improve the entire sectors which are related to guest satisfaction (Glaveli et al., 2023). This process may also be conducted in various ways such as complaint systems, e-mail forms and surveys where the consumer can share their opinion and views regarding the overall facility of the organisation. However, the organisation is suggested to use SmartSurvey, SurveyMonkey and Customer Thermometer which are very effective aspects to gather consumers’ opinions. According to the statistics, it is estimated that the consumer experience management sector will grow at the rate of 15.4% annual compound interest rate from 2023 to 2030 by collecting various feedback from audiences (Bishop, 2024). Marriott is a famous hotel in the UK that utilises various feedback strategies such as review platforms and referral programmes which help it to develop its guest service in the workplace (marriott, 2024). So, this hotel can also utilise this aspect to improve its service and increase market share in society. 
Usage of technology 
The current era is known as the age of technology and digitalisation where individuals are very passionate about machine usage. There are several aspects of the market which are related to this practice such as AI, data analytics and chatbots (Nikolaou, 2021). Bulgari Hotel Downtown Milano may also use various types of machinery to provide better customer expectations and effective room service to guests. This hotel must use technology to streamline check-in and check-out processes which have a significant role in reducing wait times and physical contact (Gössling, 2020). Some types of mobile key access may also be utilised by it to offer strong security to audiences in the workplace. Machine learning is a major recommendation for the venture which will analyse customer data to anticipate needs and tailor interactions according to their demand. 
Creating a proper crisis management plan
A crisis management plan (CMP) refers to a document which can outline how a business will respond to a crisis without moving from the business target and minimising the damage of the issue (Asana, 2024). Bulgari Hotel Downtown Milano must establish or develop a proper crisis management plan within its workplace to get several benefits from it during its problematic situations. This aspect is very useful for anticipating crises and assessing the potential risks (Kukanja et al., 2020). Thus, by predicting the challenges the hotel may conduct some effective communication with its stakeholders and teammates to adopt various strategies. This hotel must form a crisis team which should develop key messages and choose communication channels for the staff training and testing to face the problems. 
Proper hiring of candidates
Hiring is a very complex thing for every company, and it is a very vital aspect for them as the entire guest satisfaction and service closely depend on them. Bulgari Hotel Downtown Milano must hire its employees based on the organisation's goals and customer preferences. This hotel should prepare its hiring criteria where it will consider the guest's expectations (Betts, 2020). Therefore, it may analyse the qualifications, experience and capability of guest management of candidates to hire them for the specific posts (Nolan, 2020). The hotel should check the empathy of applicants which is an effective factor in serving audiences properly. 
[bookmark: _heading=h.3rdcrjn]Procedure for implementing the change management practices 
The process of navigating through changes and implementing them in the regular activities of the company is known as the change management procedure. Practising the change management procedure can provide a better environment and resolve the issues related to customer services at Bulgari Hotel Downtown Milano (BBC, 2024). The company has been suggested with different recommendations starting from training the staff, communication among the employees and taking feedback from the visitors. Changes for implementation as per the recommendations are the use of technology and creating a plan that can help during the crisis (Scott and Asavisanu, 2021). Therefore, the steps of utilising the change management procedure have been discussed below where Nudge Theory of change management can be used. 
Understanding the instances of changes in customer services 
People or the employees involved in the business operations of Bulgari Hotel Downtown Milano are required to understand the instances of changes which are about to get started. Employees are required to be trained on the way to improve their customer services and improve the brand image of Bulgari Hotel Downtown Milano (BBC, 2024). Communication among them is required to be made easier and accessible so that the employees feel comfortable (Noordzife, 2014). The management department of the hotel is also required to understand the importance of hiring better employees who can improve productivity. 
Enlightening about the changes to the people involved 
The employees or the different types of stakeholders are needed to be enlightened about the changes which will be brought in future. It is important for everyone to understand the benefits and difficulties which can come while accepting the changes mentioned in the project (Buttrick, 2009). Change management practices and their effectiveness in mitigating the issues have to be understood. Management of the crisis has to be sorted by hiring more employees for the improvement in the quality of services. Automation tasks, as per the recommendation lists, need to be explained to the workers and how to handle them. Room services can be developed with automation technology and the clients can become satisfied (Burnes, 2014). Therefore, the future changes in the list of practices are required to be understood and modified as per the issues faced by Bulgari Hotel Downtown Milano. For this segment, the Nudge Theory of change management can be implied in order to understand the thoughts of the employees involved in the procedure (Weiner, 2020). 
Planning for the implementation 
The management team of the Bulgari Hotel Downtown Milano will be introducing a plan for the introduction of changing rules and implementation methods. Following the plan, the employees can accept the changes and work according to the vision. Change management practices require a plan in order to complete the tasks in a sequence. The changes can be modified depending on the requirements and the visions (Forbes , 2024). Supporting staff are required to optimise the emerging new culture in Bulgari Hotel Downtown Milano and make the environment comfortable. Modifications in the services such as the automation of tasks, hiring candidates with experience and skills, usage of different technologies and training the staff have to be accepted in the list of changing practices. The Bulgari Hotel Downtown Milano will introduce change practices following the different rules in a chronological way to improve the business performance (Strengers et al., 2022). However, the planning by the management team is required to organise the changes depending on the priority.  
Measuring the effective results
Completing the change management procedure, Bulgari Hotel Downtown Milano is required to measure the effective results. Through the improved mode of communication and acceptance feedback, improvement in the customer services of Bulgari Hotel Downtown Milano has to be measured. However, the management team of the company can track the return on investment over the sales. Feedback from the clients can be analysed to understand the places where improvement is needed (Forbes , 2022). Reports related to service adherence will be helpful to understand the effectiveness of the change management procedure. 
[bookmark: _heading=h.26in1rg]Strategies to measure the success after implementing the recommendations 
The Bulgari Hotel Downtown Milano of Italy can use the methods or strategies to measure success in accepting change management practices. Some of the strategies start with monitoring the activities and reporting on the constant changes that are taking place (Hayes, 2022). Organisations can involve stakeholders to measure the changes according to the plan of the management process. Recommendations provided to Bulgari Hotel Downtown Milano are the sources of the planned changes that are required to make the services advanced. Therefore, the companies are required to follow the strategy of metrics which can be used to measure the return on investment. 
Monitoring the activities after implementation
The outcome of the activities after accepting the change management procedures has to be tracked. It can be done with the implementation of monitoring strategies where activities with new changes can be reported (Burke, 2023). Analysis of the development is required in a continuous manner in each department of the business operations. Bulgari Hotel Downtown Milano can also take the strategy of recording feedback from the visitors to understand the continuous growth. 
Using different metrics to measure the return on investment 
The strategy of adapting to different metrics can lead to the improvement of the business values by observing the results (Bukoye et al., 2022). This strategy can measure the amount which is gradually increasing with respect to the improvement of customer services and room services. Measurement of the ROI will help in understanding the result created through the adaptation of the change management practices (Forbes , 2024). Furthermore, the metrics will be successfully analysing the results and its impact by checking the statistics. 
[bookmark: _heading=h.lnxbz9]

Action Plan 
	Number
	Problem
	Solution 
	Desired Outcome
	Time Scale
	Completion Date
	Planned budget

	1 
	Delay in services
	Implementation of a Virtual Room Service ordering configuration can be done which can be processed by a client-friendly app or in-room tablet system for clients. This can be utilised by customers to order service requests (Botti, 2023). Again, the use of an actual time-tracking appliance can also be done to supervise service approaches. It also helps in employee efficiency to recognise bottlenecks and simplify operations. The establishment of different KPIs can also be implemented to assess interaction times daily. 
	This will significantly decrease the waiting times and help to receive a rapid response to accommodation services with different essentials. There can be improved client satisfaction due to enhanced review and increased ratings relating to service transmission from customers (Botti, 2023). Employees can increase their efficiency as they can handle requests more successfully which decreases waiting times. 
	8 months
	06/07/2025
	£17000

	2
	Poor Room services
	The creation of comprehensive training initiatives can also be applied which leads to different training programs, concentrating on service standards to details, and successful tourist connections (Jokinen, 2023). Building Standard operating procedures can also be done to set clarified guidelines for accommodation. This assures continuation in transmitting excellent service. Execution of daily service audits can also be done to review delivery by recognising regions for development. 
	Enhanced standard room services help in increasing customer satisfaction which is highly connected to accommodation experiences. Effective continuation in service transmission assists in adhering to Bulgari’s premium brand quality. This can cater for a positive traveller experience which causes a hike in redundant visits. 
	9 months
	8/08/2025
	£15000

	3
	Employee shortages
	Effective Addressing of worker requirements can assess high and low-time employee needs to build successful time frames (Jokinen, 2023). The hiring of extra employees from different recruitment agencies can assure sufficient coverage during high peak times. Initiation of staff bonuses and various retention programs such as remuneration for good service and career upgradation changes can also be done to increase employee morale. 
	Continuous increase of employees helps to address the capability to cater service requirements without any kinds of delays. Improved worker satisfaction can lead to a hike in morale and decreased turnover, which results in enhanced service standards. Experienced employees can lead to positive client connections that offer individualised services. 
	8 months
	15/07/2025
	£18000






[bookmark: _heading=h.35nkun2]Conclusion
The report has provided a detailed idea of Bulgari Hotel Downtown Milano which is a famous company in Italy, and it is popularly known for its services. This firm offers luxurious facilities to its audiences which allows it to generate a huge amount of revenue from the market. It has depicted various issues of the company which it has faced in the current time regarding late services and ineffective room facility. The above-mentioned report has described that for this situation the company has consulted with the consultancy company, Firm Solutions Pro to provide effective solutions. This report has described how the quality of this venture has been reduced in the market. The overall dissatisfaction of guests with the poor service and accommodation has been pointed out in it which can help individuals to learn the topic effectively. There were also some common complaints of customers with this venture which has reflected ineffective order delivery and poor staff behaviour of Bulgari Hotel Downtown Milano. Various impacts of these issues within the company have also been mentioned in the report which has a significant role in making learners knowledgeable about the topic. The above-mentioned task has depicted that the overall customer satisfaction of the firm has been reduced by it which negatively impacts the brand image of it. Thus, the overall trust of audiences has also decreased due to the poor services which has also reduced the overall fan base of the company. It has recognised all these problems of the business which is causing a major financial loss for it. Therefore, the report has also identified that there are only 150 workers in its workplace which has reflected the lack of employee availability of the business. Operational inefficiency was also a major problem which has been analysed in the report to make individuals aware of these issues. It has mentioned the centralised service management system as an issue which has reduced overall guest satisfaction in the market. A PESTLE analysis has also been performed in the task where the external factors of the market have been pointed out. The above-mentioned report has included a SWOT analysis which has a significant role in evaluating the internal factors of the company in society. A detailed TOWS model has also been completed in the report which can allow learners to gain required knowledge from it. Several recommendations such as staff training, technological application, creating a crisis management plan and clear communication have been explained in this report properly. 
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