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[bookmark: _Toc151118549]Executive Summary 
Around 400 of Saudi Arabia's most powerful elites, including princes, tycoons, and ministers, were arrested and imprisoned in the Ritz-Carlton hotel owned by  Marriott during the biggest and most divisive purge in the country's modern history at the beginning of November 2017. The Saudi domestic spy organization Mabahith is progressively departing the Ritz-Carlton in Riyadh. During Crown Prince Mohammed bin Salman's anti-corruption purges in November 2017, the hotel was converted into an opulent prison for affluent individuals and business magnates. Throughout the monarchy's history, this was the most extensive and most acrimonious purge, making targets out of untouchable establishment leaders. The arrests completely rocked Saudi society by upending entire economic empires, robbing people of their reputations, and seizing assets. Prominent individuals engaged in the inquiries have disclosed specifics regarding the occurrences, encompassing instances of torture and coercion, as have advisors to the royal court striving to seize the resources that sustain the wealth of the most illustrious families globally. The Saudi targets of the Ritz-Carlton detentions received a phone call requesting face-to-face meetings with either Prince Mohammed or King Salman. In another instance, two prominent businessmen received instructions to set up a meeting place and bide their time until a royal court advisor showed up. Instead, they were met by senior advisors and security personnel at a five-star prison following their arrival by state security officials. It became clear after a few hours that the torturers were all Saudi nationals. The magnitude of his promised reforms, which sought to open up a closed Saudi society to the outside world, drew a large crowd to the site. It's a common misconception that Saudis possess infinite amounts of data and information, making it appear to know everything. However, had very little knowledge and were winging it. They were having trouble with their offshore issues, notwithstanding the excellent management of their Saudi holdings. Convicted individuals expressed fear that private information about them—including extramarital affairs and business ventures that the previous government would not have permitted—might be revealed. The political climate has an effect on the hospitality industry, which still provides Saudis with their primary form of entertainment. As per Saudi Arabian customs and religious obligations, hotels must divide their single men's section from the family section. Furthermore, Makah is significant to Muslims since it represents the pinnacle of the Muslim world. Due to the fact that some European countries primarily hold the Saudi kingdom responsible, this has caused worldwide outrage. The lack of theatres and nightclubs in Saudi Arabia increases the need for additional hotels. According to the World Bank, Saudi Arabia will have roughly 5.6 thousand hotels and related facilities in 2020, up from 7.6 thousand the previous year. The Ritz-Carlton is also confronting a challenge in the form of diminishing earnings, which calls for proactive management in order to resolve problems that could improve the company's financial performance. Furthermore, the hotel should concentrate on examining its pricing strategy in order to identify any unnecessary or supplemental costs. In addition, attention needs to be focused on looking over reviews and complaints made by visitors regarding the hotel.
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[bookmark: _Toc151118550]Introduction 
Marriott owns the iconic Ritz-Carlton hotel brand, founded in 1893 by Cesar Ritz. The hotel delivers excellent services and employs over 40,000 people (Ritz Carlton, 2023). It operates 130 hotels in over 30 countries (Lee and Kwag 2017). The Ritz-Carlton, Riyadh, is a magnificent hotel in Saudi Arabia surrounded by 600-year-old olive trees, palm trees, and exquisite gardens. The hotel offers luxurious wedding and event venues, an indoor pool, an excellent spa, spacious accommodations, and scrumptious dining options. The Diplomatic Quarter and the King Abdul Aziz International Convention Centre are nearby (Ritz Carlton, 2023). It is surrounded by 52 acres of finely managed grounds with water features. One of Saudi Arabia's most exquisite five-star hotels, The Ritz-Carlton, Riyadh, features 52 acres of breathtaking gardens, spacious bedrooms, fine-dining restaurants, and exceptional event space spanning 62,000 square feet (Ritz Carlton, 2023). The hotel provides an amazing weekend getaway with its grand palace and luxurious amenities, like large windows that provide a view of the city, roomy living and eating areas, and Asprey bath products that are only available in each bathroom.
Moreover, an illustration of the issue is provided in the report. In early November 2017, the largest and most contentious purge in Saudi Arabia's modern history resulted in the arrest and imprisonment of over 400 of the country's most influential elites, including princes, tycoons, and ministers, in the Ritz-Carlton hotel. Mabahith, the Saudi Arabian internal intelligence agency, is gradually leaving the Ritz-Carlton in Riyadh. In November 2017, amid the anti-corruption purges led by Crown Prince Mohammed bin Salman, the hotel was transformed into a luxurious prison for wealthy individuals and business magnates (BBC News,2017). On the other hand, a consulting firm, which hires consultants, provides skilled labour, intelligent advice, and professional services for a fee. Consulting firms might have one person or hundreds, and they can assist with various responsibilities, such as management and engineering (Vial et al., 2023). As an organisational consultant, planning and managing client meetings to develop long-term objectives and business plans were prioritised. 
The research will assess the issue that the Ritz-Carlton in Riyadh is experiencing and its consequences, causes, feedback, reputation, income, and scope. The analysis will be thorough, based on various sources, and supported by facts and data. A PESTEL research will be included if external variables contribute to the difficulties; these elements will directly link to hospitality. A SWOT analysis will provide a basic overview of the hotel's benefits and possible challenges. Following the SWOT analysis, TOWS research will be conducted to identify potential future training courses for the hotel. A table containing the TOWS analysis will also be given. This will provide a complete report and assist in identifying problem areas. In Addition, the report's goal is to comprehensively analyse all the challenges confronting the hotel, including their sources, scope, and consequences. It will make recommendations to the hotel, as well as thorough implementation guidance and change management methods. The hotel's management will also review the corporation's recommended changes in the report, including those related to staff work hours, dress, and tasks. The report will also evaluate the outcomes and efficacy of the proposed strategies. Furthermore, the report will include any potential costs and benefits associated with the recommendations, considering the hotel's size, income, and expenses. An action plan that defines the problem, the proposed course of action, the expected outcome, the period, and the related expenses will be included.
[bookmark: _Toc151118551]Analysis 
In November 2017, over 400 notable Saudi Arabians, including princes, tycoons, and politicians, were apprehended and imprisoned at the Ritz-Carlton hotel (The Guardian, 2020). This was the largest and most contentious purge in the monarchy's history, making targets of untouchable establishment officials. The arrests upended economic empires, robbed individuals of their reputations, and seized assets, fundamentally upending Saudi society (Baumann, 2019). Prominent persons involved in the investigations have revealed details about the incidents, including instances of torture and coercion, as have royal court advisors attempting to grasp the assets that underpin the wealth of the world's most prominent families (The Express, 2017). The results were made public on the third anniversary of the crackdown, on the day of the G20 conference in Riyadh, which had been rescheduled as a massive webinar due to the Covid-19 epidemic (The Guardian, 2020; The Express, 2017). Furthermore, the de facto ruler, Prince Mohammed, will have to face with a new US president in January, who is expected to take a more traditional posture on human rights concerns rather than the flexibility allowed by the Trump administration. Despite multiple petitions, supporters of Saudi Arabia's law allowing women to drive remain incarcerated in Riyadh (BBC News,2017).
A phone call seeking in-person meetings with Prince Mohammed or King Salman was placed on the Saudi targets of the Ritz-Carlton detentions (Bsheer, 2018; Baumann, 2019). In another case, two well-known businesspeople were told to organise a meeting site and wait until a royal court advisor arrived. Instead, after being greeted by state security authorities, they were visited by senior advisors and security officers at a five-star prison (The Guardian, 2020; BBC News,2017). On the first night, everyone had their eyes closed, and practically everyone experienced what Egyptian intelligence refers to as the "night of the beating." Some were in unusual positions, their hands shackled to the walls, and many had been brutally beaten (BBC News,2017). After a few hours, it was revealed that the torturers were all Saudi citizens. Many people were drawn to the location by the scope of his promised changes, which aimed to open up a closed Saudi society to the outside world. They seem to know everything because of their vast amounts of data and knowledge, which is a prevalent misunderstanding. They were winging it and knew very little. They managed their Saudi assets well, but their offshore problems were causing them grief (Warf and Warf, 2019). People who had been convicted voiced concern that personal information about them, such as extramarital affairs and commercial enterprises that would not have been allowed by the previous administration, would be made public (The Express, 2017). While not much was made public, what was made available gave context for former students' calls to Ibrahim Warde, a visiting professor of international finance at Tufts University's Fletcher School in the United States, beginning in mid-2017 (BBC News,2017; The Express, 2017). These were calls about prominent Saudis whose biographies he had read in class. Many inmates told the aides that they were still unsure about the conditions of their sentences. Some have been important advisors to the Saudi royal family for many years, enjoying the advantages of their connections with kings and princes who were not beyond developing business executives through philanthropy and favouritism. Political patronage was crucial in the trade-off since industrialist families and the Saudi royal family have long-standing links (Bsheer, 2018; Warf and Warf, 2019). Three years later, Prince Mohammed is still certain that all those whose wealth was seized were corrupt. Up to $107 billion (£80 billion) was found and turned up to the Saudi government by 87 individuals, according to Saudi officials (The Guardian, 2020; Bsheer, 2018).
[bookmark: _Toc151118552]Pestle Analysis
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The PESTEL Analysis is an important approach for assisting firms in making educated strategic decisions (Çitilci and Akbalık, 2020). It considers the most important external elements impacting the organisation, such as legal, political, social, technical, economic, and environmental. The study will assist in identifying possible chances for growth by analysing market trends and habits. It will give the hospitality industry the required knowledge to capitalise on possible future growth (Capobianco et al., 2021).  
Political 
The hospitality business, which continues to be the primary source of amusement for Saudis, is impacted by the political environment. All hotels in Saudia are required to separate the single men's area from the family portion in accordance with traditions and religious duties (Eschenbrenne et al., 2023; Mason, 2023). In Addition, for Muslims, Makah holds great significance, as the kingdom symbolises the apex of the Muslim world. Global outcry has resulted from this, as the Saudi kingdom is mostly held accountable by various European nations. The Saudia demand for new hotel is exacerbated by the absence of theatres and nightclubs. (Šošková, 2016).  Saudi Arabia have about 5.6 thousand hotels and related facilities in 2020, up from 7.6 thousand the year before, according to the World Tourism Organisation as shown in graph below:
[image: ]
Figure 1: Hotels in Saudia Arabia (Source: Statista 2023b)

Economic
In spite of the Al Saud dynasty's opposition to globalisation, Saudi Arabia is dedicated to economic expansion and incorporation into the advanced international economy (Šošková, 2016; Bsheer, 2020). The government's financial expansion efforts attract highly skilled foreign workers because it is widely believed that Saudi Arabia is a third-world country dependent on imported goods and technology. These workers are then expected to assist the kingdom in achieving its ambitious development goals (El-Dief and El-Dief 2019). Saudi Arabia is home to the second-highest concentration of wealthy foreign nationals with professional skills in the globe, according to HSBC Lender. In terms of tourism, Saudi Arabia is placed 22nd out of all countries (Šošková, 2016). The worldwide hospitality business, which includes hotel and food and beverage services, is expected to reach $5.8 trillion by 2027 at a compound annual growth rate of 5.5%, as shown in the graph below:
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Figure 2: Market Size (Source: Statista, 2023)
Social
 Saudi Arabians are supposed to be outgoing and cordial by faith and culture, frequently inviting guests to feasts at their houses (Shabir and Sharma 2019). Gender segregation has provided opportunity for many Saudi women in a variety of fields (Eschenbrenne et al., 2023; Gause, 2018). In fact, working women have found it simpler to host friends and family at restaurants in recent years hotel employees now entertain at home. As the trend of dining out extends to all socioeconomic strata, the profitability of Saudi eateries are projected to suffer (Šošková, 2016; Gause, 2018).
Technological 
Hotel are inventive and competitive because of the country's strong technical infrastructure and rapid rate of innovation (Bsheer, 2020). Likeiwse both local and foreign investments boost business and promote more innovation. This leads to overall industrial expansion and a competitive advantage worldwide (Eschenbrenne et al., 2023). Adjustments made by certain competitors also provide hospitilaty businesses with a significant competitive edge (Cheah, Ho and Li 2018). Saudi nationals benefit from both technological advancements in the hospitality industry and basic cooking equipment and utensils. However, cutting edge technology is used in the hospitality industry. Using state-of-the-art POS and credit card processing technologies, a number of hotels of Saudia are creating innovative menu items and dining experiences for their patrons (Bsheer, 2020). Therefore, the biggest winners from this breakthrough in communication will be hotel chains and franchisees.
Environmental 
Customer desire for more environmentally friendly products has heightened the need for environmental sustainability (Bsheer, 2020; Gause, 2018). The Hospitality industry is establishing recycling centres and introducing new goods. The hotel takes a methodical approach to garbage removal and follows rigorous waste management rules. The green lifestyle is becoming increasingly popular as customers choose more environmentally friendly products and services (Mason, 2023). The federal government of Saudi Arabia claims that the general public's awareness of environmental issues is notably lacking. Most hotels that use recycled paper or renewable energy are global chains that have company policies that they follow.
Legal 
 The two main changes the Saudia adopted were the application form for regular membership in the World Trade Organisation and the gradual legislative adjustments to fulfil its criteria. In spite of this, the government can continue to be seen with suspicion by the private hospitality fsector due to official processes and lax laws that seem harsh in a highly competitive market (Mason, 2023; Gause, 2018). While many industries are underregulated, hopitilaty industry is too regulated. According to Saudia Law, during the six-month creation procedure, a firm must show that it has a sizable quantity of capital to invest at least $10,000 (Bsheer, 2020). It is anticipated that travel and tourism will generate 9.5 trillion US dollars in 2023 and account for 23% of the world's GDP in 2022, as shown in the graph below:
[image: ]
Figure 3: GDP (Source, Statista, 2023a)
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As narrated by Kulshrestha and Puri (2017), TOWS analysis is built on a widely known SWOT model, but it allows one to plan strategies for the internal and external areas of the business. The TOWS analysis incorporates both internal and external factor that makes it significant in reducing upcoming threats, taking advantage of the opportunities a business possesses, exploiting strengths and reducing weaknesses. One of the potential benefits of TOWS analysis is that it helps in planning actions that can improve the current position of the Ritz Carlton Hotel
	













External factors
	Internal factors

	
	
	Strengths
Better service is the result of empowered employees (Goh and Lee 2018).
The parent business enhances the value of the brand; 
The logo, tagline, and communications to both current and future consumers have been well-received thus far (Sciglimpaglia, 2018); 
Employee and customer goodwill encourages repeat purchases; 
A global presence with more than 70 hotels and resorts globally (Hitman, 2022); 
Aspirational and strong brand loyalty (Lee and Kwag 2017).
	Weaknesses
The brand is known for being pricey; 
The state of the economy will undoubtedly reduce consumer purchasing power (Sciglimpaglia, 2018); 
The company's earnings are declining.

	
	Opportunities 
Reach a wider audience with unique packages and commercial partnerships; 
Develop the world's tourism industry (Hitman, 2022) ; 
Draw in tourists searching for new destinations.
	·  Ritz-Carlton Hotel has a robust workforce that has appropriate skills and competencies, which is highly productive and more consistent towards maintaining high standards for the hotel. An empowered workforce shows a higher level of performance that reduces employee turnover and burnout (Baum 2019).
· With a solid brand image and a positive reputation around the globe, Ritz-Carlton has managed to gain customers from all around the globe and increase loyalty and repeat sales.
· Ritz Carlton has managed to build a strong employee and customer relationship that spreads good word of mouth and reaches a broader audience, thereby increasing profitability (Wan, 2015). 
· Ritz-Carlton Hotel can make use of unique packages and discounted offers for its customers to mitigate the challenges of declining earnings within a company.

	
· It can mitigate the pricing issues by targeting customers who are willing to pay more for exceptional quality services. It can plan on diversifying the target market by making use of commercial partnerships as well (Elshaer and Marzouk 2019). 
· It can develop a world tourism industry that offers a wide range of prices and offers so that a diverse market is targeted (Lee and Kwag 2017).

	
	Threats 
A decline in tourists brought on by terror attacks and other natural calamities (Hitman, 2022); 
Rising operational expenses, which indirectly affect hotel rates; 
Fierce competition from hotels in the country and abroad (Chen and Fiscus 2018).
	·  Due to its exceptional quality of services and empowered workforce, customers are willing to pay higher prices of hotel rates.
· It can manage rising operational expenses by making use of solid brand recognition and reputation (Wan, 2015).
· With the changing nature of the economy and its disrupting effects, the chances of people spending money on pricey hotels may remain the same (Ram 2018).
· As the earnings decline, it can cause the hotel to lose its customers, which leads to reduced profitability (Lee and Kwag 2017).
	· With the changing nature of the economy and its disrupting effects, the chances of people spending money on pricey hotels may remain the same.
· As the earnings decline, it can cause the hotel to lose its customers, which leads to reduced profitability (Lee and Kwag 2017).
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	Strengths
· Ritz Carlton is present at the best location all over the world 
· Strong and distinguished, The Ritz-Carlton is widely related with elegance.
· The hotel benefits from a widespread presence tapping into different markets (Bowie 2018). 
· The hotel may provide luxurious accommodations with exclusive services
· The one strategy that makes them apart from other is the trust in employee 
	Weakness
· High operating expenditures are required to maintain the premium standards of the brand, which may make it challenging for the company to compete on price in areas where consumers are more price conscious (Kim, Lee and Fairhurst 2017)..
· A downturn may have a big effect on the premium hotel sector because customers may reduce their optional spending, which would hurt earnings of the Ritz-Carlton.

	Opportunities
· The Ritz-Carlton may diversify its income streams and reach new consumer groups by expanding into emerging regions with burgeoning wealthy classes.
· A brand may reach a larger audience and enhance its reputation by working with expensive companies or hosting premium events (Dewi et al., 2022).
· Using technology to enhance operations, boost booking systems, and provide better guest services may boost productivity and enhance the entire visitor experience (Fernández-Paradas and Larrinaga 2021).
	Threats
· Competition for the same exclusive customer is strong in the luxury hotel sector, as both newcomers and long-standing rivals compete.
· Disputes related to nature, politics, or pandemics have the possibility to alter travel habits and have an effect on the hospitality sector.
· It could be required for The Ritz-Carlton to adapt its products in order to remain relevant due to altering consumer tastes, such as a move toward sustainable and immersive tourism.
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The hotel sector has a dynamic nature that requires adequate planning to adapt to the changing requirements in order to increase profitability and transform the organizational goals and processes (Bowen and Morosan 2018). Businesses must constantly evolve and adapt to meet the wide range of challenges that a business must face. However, the measure must be planned adequately to implement successful changes, adapt to changing economic trends and take valuable initiatives (Chalise, 2021). One of the challenges hotels face is being pricy, and it can be mitigated by researching and comparing the prices of the competitors using a wide range of platforms. In addition to this, the hotel can also focus on the deal that offers coupons and discounts that can be provided to attract customers (Ram-on 2020). Along with that, the hotel can provide offers during the off-season and low rates if guests stay for longer times. Furthermore, the hotel can also mitigate price-related challenges by offering a small percentage off in case of advance booking in the hotel, and it can also offer loyalty programs for frequent travellers. Moreover, the hotel must also offer deals and coupons for hotel booking and market offers on social media platforms to reach a wider audience (Szende et al., 2021). 
Management of operational expenses must also be focused upon by the hotel industry, which plays a significant role in profitability and sustainability. The operational expense can be managed by conducting financial analysis regularly, by which areas of increased cost can be identified and managed (Poldrugovac et al., 2016). The Ritz-Carlton must also conduct regular budgeting of resources and regularly view the changes occurring in various areas of the business environment (Mishra and Kukreti 2022). As the hotel sector is of a dynamic nature, the Ritz-Carlton hotel must prioritize expenses regularly and identify the influence it is creating on business performance and the satisfaction level of guests. Furthermore, the hotel must efficiently manage the inventory to prevent overstocking of hotel amenities, which can prevent higher levels of cost (Krismasari et al., 2020)
Another challenge the Ritz-Carlton is facing is the declining earnings that must be managed proactively to address issues that can enhance the financial performance positively. In addition to this, the hotel must also focus on reviewing the pricing strategy to look for any extra and irrelevant expenses (Mhlanga, 2020). Along with that, the focus must also be given to reviewing what guests are saying about the hotel and the complaints as well. In order to incorporate change within the hotel, the management must focus on improving operational efficiency by identifying areas lacking operational efficiency (Mishra and Kukreti 2022). The Ritz-Carlton hotel must ensure that staff is trained adequately so that a high level of service is provided to guests to prevent any complaints by which the hotel can reduce its potential customers (Huang 2021). The hotel can also take initiatives by which loyalty programs can be strengthened, which can lead to repeated sales and help in staying ahead of the competition. Furthermore, the hotel must also stay aware of the changing market trends and customers' changing behaviours and preferences (Hudson, 2017).
For The Ritz-Carlton in Riyadh, a thorough crisis communication plan is essential to manage unexpected occurrences and protect its reputation. This plan must include defined procedures, appointed spokespeople, and a method for quick and open communication. Moreover, rebuilding stakeholder confidence requires proactive public relations efforts (Clarke, Robinson and Mayo 2018). By emphasising its positive traits, such as its opulent facilities and unwavering dedication to guest satisfaction, The Ritz-Carlton can transform its public image (Christensen and Laegreid, 2020). Cooperation with knowledgeable communicators is crucial to handling delicate situations with grace and ensuring the hotel has an honest and open line of contact with the public. Thus, by using strategic communication tactics, the hotel may reduce harm, win back the confidence of the customers, and come out on top under trying circumstances. In addition, the Ritz-Carlton in Riyadh should execute sustainability activities to strengthen its environmental responsibilities in response to the rising demand for eco-friendly services. Reducing trash, using eco-friendly items, and increasing energy efficiency are just a few of the green strategies that may lessen the environmental impact of the hotel (Malheiro et al., 2020). Through efficient communication of these sustainability initiatives, the hotel may draw in eco-aware visitors who value making ethical and responsible decisions (Shin and Kang, 2020). Moreover, adopting these programs helps The Ritz-Carlton become known as a progressive and socially conscious company, which enhances its reputation and advances the larger effort to create a more sustainable hotel sector. It also fits in with current worldwide environmental trends. It is noted that Ritz Carlton has a weak security system; therefore, by reassessing and strengthening security procedures within the hotel grounds, Ritz-Carlton in Riyadh should put the safety and privacy of its guests first. The integration of cutting-edge security technology can improve the whole infrastructure for security by working with local authorities and security specialists (Agarwal et al. 2021). It is essential to communicate openly with guests about these enhanced security measures, informing them of the hotel's dedication to their safety and well-being. Hence, this proactive strategy highlights the hotel's commitment to maintaining a safe and reliable environment while also fostering a sense of security among guests.
Regardless of the challenges that may arise, the Ritz-Carlton in Riyadh has the capacity to implement a wide variety of strategies and methods for managing change. First and foremost, it is of the utmost need to swiftly take action in order to make amends for the consequences that were caused by the event that took place in 2017. It is essential for the hotel to engage in a collaborative effort with public relations professionals in order to develop a comprehensive communication plan that effectively highlights the establishment's dedication to maintaining privacy and exclusivity. This is the only way that the hotel will be able to win the trust of its guests and the people who have a stake in its success. It is possible that the effectiveness of security measures might be improved by simultaneously dedicating cash towards modern security infrastructure and engaging in cooperation with local law enforcement organisations (Cró and Martins 2017). This would help to restore the trust of tourists and demonstrate a proactive approach towards securing their safety. Growing one's base of customers is of utmost significance during the course of a business's existence. It may be beneficial to deliberately seek out a diverse audience that is possibly spread all over the world in order to reduce dependency on consumers and events that are local. Through the smart formation of partnerships with online marketplaces and travel bureaus, the hotel has the capacity to communicate with customers located all over the globe. In addition to this, it is of the utmost importance to offer the staff of the organisation with crisis management training and to hold practise sessions. Workshops and other regular activities that focus on crisis communication and resolution are among the most important things that can be done to cultivate a culture that is resilient and adaptable. 
It is very necessary for the accomplishment of organisational success to put into action deliberate initiatives with the objective of promoting a cultural revolution. Trust has the capacity to thrive in an environment that places a high value on transparency and taking responsibility for one's actions. In order to ensure that the corporate culture fits with the planned values across all hierarchical levels, it is crucial to establish efficient channels of communication and to provide proactive help for feedback mechanisms (Tussyadiah and Park 2018). These are two of the most important steps. The establishment of training courses that place an emphasis on the cultivation of discretion and cultural awareness will result in a team dynamic that is more cohesive and compassionate towards one another.
It is essential for the Ritz-Carlton in Riyadh to make adjustments to the way it conducts its business. It should be considered of the utmost importance to work towards enhancing the experiences of tourists and other visitors. Modifications that are implemented on the basis of feedback gathered from frequent feedback sessions and surveys might potentially lead to improvements in the overall quality of the service that are provided (Alhisan et al., 2019). In addition, the degree of simplicity shown by the operating methods has a direct bearing on the amount of product that may be produced. The evaluation and improvement of processes, in conjunction with the use of technology to the automation of repetitive tasks, have the potential to significantly boost productivity, which, in turn, will lead to an improvement in the overall level of service that is offered to visitors. Within the framework of change management, it is prudent to keep up a steady and unyielding focus to involving the community in whatever endeavours you undertake. The possibility exists to deepen our contacts with the community via the cultivation of our working relationships with local businesses, cultural organisations, and diplomatic posts. A smart marketing option would be to use community engagement efforts as a strategy to strengthen the hotel's image.
After these suggestions have been put into action, it is essential that the hotel establish key performance indicators (also known as KPIs) in order to assess the outcomes. The effectiveness of the strategies may be determined via the methodical tracking and analysis of criteria like as financial performance, customer happiness, and reputation management. In addition, this all-encompassing strategy not only works towards the goal of resolving the problems that The Ritz-Carlton in Riyadh has been facing, but it also works towards the goal of establishing a flexible and resilient organisational culture that will effectively sustain the company's continuous achievements within the highly competitive hospitality industry.
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	Action required
	Action steps
	Timeline

	The hotel must alleviate the perception of high pricing 
	· To match prices with industry norms, do a thorough pricing research.
· Put in place reward schemes for early booking and loyalty.
· Offer discounts and promotional packages at off-peak times.
· Regulate the pricing strategies of other companies and make the necessary changes.
	Start pricing changes within the next quarter 

	To improve operational expenses management
	· To find regions that are expensive and daily perform financial studies.
· Train employees on operational strategies that save money
· Enhance inventory control to cut costs and avoid overstocking.
· Adopt strict guidelines for allocating resources and budgeting.
	Start executing cost management measures with ongoing assessment 

	To boost guest experience improvement 
	· Review complaints and comments from visitors on a frequent basis.
· Launch programs to meet and beyond expectations of visitors.
· To improve service quality, implement staff training programs.
· To encourage recurring business, make loyalty programs stronger.
	For the following two quarters, roll out initiatives associated to the guest experience and training programs.


	Trend monitoring and market adaptation. I will stay ahead of altering market trends and customer needs 
	· Keep an eye on industry developments and consumer response on social media sites.
· Organize a specialized group to do trend analysis and market study.
· Contribute in trade shows and work with forward-thinking companies.
· Use market information to inform regular updates to the services and solutions.
	Start analyzing the market right away and keep updating it often

	Risk management and crisis preparedness 
	· Create a team and procedures for crisis response.
· Make backup plans in case of unforeseen political, medical or economic emergencies.
· Plan for and evaluate crisis management on a regular basis.
· Work together with industry professionals to assess any risks.
	Develop the crisis response team by the end of the next month, and finish the backup plans by the end of the next quarter.

	Employee empowerment and training
	· Provide recurring training courses for every employee.
· Foster an environment that values innovation and ongoing development.
· Put the attention on enabling staff to deliver great customer service
	Start training programs with continuous reinforcement 
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The Ritz-Carlton in Riyadh finds itself at a critical juncture, faced with the challenge of effectively addressing immediate concerns while also strategizing for long-term objectives. The use of a diversified approach advocated in this context aims to enhance the hotel's resilience, facilitate recovery, and foster sustained success within the challenging hospitality sector. The proposed expedited procedures prioritise the process of healing. In order to enhance the hotel's reputation, it is essential to collaborate with public relations professionals to devise a strategy that effectively communicates the hotel's commitment to prioritising client privacy and providing a luxurious experience. There are many preventive measures that may be used to ensure the safety of individuals, including the acquisition of advanced security equipment and collaboration with local law enforcement agencies. The implementation of expeditious and resolute measures is intended to restore consumers' confidence in the product and facilitate its further expansion.
As we progress, it becomes evident that there is a need to expand our customer base. In order to reduce its dependence on local events and clients, the hotel must intensify its efforts to recruit a broader demographic, especially those from international backgrounds. Forming strategic partnerships with both online and offline travel providers may significantly enhance the hotel's guest base by expanding its reach across a diverse array of sources. The hotel's strategic vision aligns with its objective of fostering a hospitable and enjoyable experience for its guests. In order to enhance the resilience of businesses, it is advisable to provide additional financial resources towards the provision of crisis management training to individuals. The hotel ensures the preparedness and adaptability of its workers by conducting frequent training workshops and informative presentations, therefore fostering a state of readiness among its employees. This feature proves to be advantageous during emergency situations, while concurrently fostering a sense of reassurance among individuals and conveying a commitment to safety and operational effectiveness to both guests and staff members inside the hotel.
The evolution of an organization's culture throughout time significantly influences its overall performance. The foundation of an effective and beneficial work environment is established via an organisational culture that prioritises openness, accountability, and transparency. An optimal work environment may be fostered by implementing training courses that prioritise privacy and cultural sensitivity. It is important for employees of the organisation to enhance the internal culture of the organisation. Guests will also benefit from an enhanced overall experience. In the future, it will be necessary for the hotel to implement operational modifications that prioritise the comfort and efficiency of its customers. An effective strategy for ensuring visitor satisfaction involves implementing frequent mechanisms for soliciting input from guests and maintaining a streamlined operational process. The use of technology for the purpose of managing mundane tasks not only enhances operational efficiency, but also aligns with contemporary expectations of hospitality. This observation suggests that The Ritz-Carlton in Riyadh exhibits a proactive approach and prioritises client satisfaction.
 One of the principles of change management stipulates the need of making a long-term commitment to collaborating with the group. Collaborative efforts and engagement in philanthropic endeavours contribute to the enhancement of the hotel's reputation within the community and its own self-perception. Individuals who possess a preference for corporations that exhibit a robust commitment to social responsibility are inclined to make reservations at a hotel establishment if they possess knowledge about the hotel's engagement in socially responsible initiatives. The Ritz-Carlton in Riyadh has developed a comprehensive strategy to effectively address challenges and capitalise on opportunities for development, as informed by the meticulous recommendations and change management techniques included in this report. The hotel has the potential to overcome its previous challenges and emerge as a prominent exemplar within the dynamic hospitality sector, contingent upon its diligent efforts and adaptability.
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