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[bookmark: _Toc166936286]Executive Summary
A case study of The Ritz London, an award-winning luxury hotel in Piccadilly, has been undergoing difficult times alongside the hotel's success and image in this competitive hospitality business world. These challenges customer satisfaction, old technology, operating inefficiency, and not being sustained are among the most significant issues. As a product of the intensive study and data collection that was done, we discovered that negative reviews, low occupancy rates, and no repeat visitors were signs that guest satisfaction was slipping at The Ritz. But the old style of service and absence of modern amenities in the hotel will not satisfy extremely smart travellers of the advanced age. Facilities are thereby being impaired due to the absence of sustainability projects and operational inefficiencies, thereby leading to higher costs and decreased competitiveness. Therefore, in light of the subsequent discoveries, we voice the need for a strategic remedy to tackle the problems at hand and be the stepping stone towards a prosperous and sustainable future for The Ritz. 
The depth of the research and the ascertainment made on the based data have proven some of the pressing issues that The Ritz London, a prestigious hotel is confronting located in Piccadilly. Our conclusions revealed the troubling trend of donor satisfaction fall, documented by unfavourable online reviews, lower occupancy, and reduced repeat customers. This has been a highly demonstrative factor and as such, it comes out of the hotel management as a starting point to reinvent their approach to guests’ experience and service delivery. The core of the issue is that the hotel has been refusing to adapt to a new era when customers' demands are changing rapidly the modern travellers are already 100% hi-tech, so this doesn't make a choice. Of late, increasingly sophisticated technology for online booking and in-room electronic services confront customers with enhanced digital offerings. On the downside, Ritz's inability to innovatively leverage technology and amenities has generated a lag that is impossible to bridge due to customers being attentive to the shifts in preferences and requirements.
 Furthermore, in connection to this, the lack of a sustainability approach and uncoordinated operations have brought the situation to the worst point. The advent of environmental values has been characterized by adopting eco-friendly practices. As a result, not only does this equate to a higher operational cost, but it also negatively impacts the hotel's reputation as a socially responsible corporate citizen., the cost-effectiveness is due to the low competitiveness that comes along with operational inefficiency. This can be a critical threat to the hotel’s long-term sustainability. These issues being indispensable for The Ritz Hotel must be handled properly and to ensure the continuity of the success story, we encourage a holistic and strategic approach. The entire approach provides a combination of efforts which are for customer pleasure, paddling more revenue and providing more skills for operations. Probably the first measure that describes the matter is the installation of new technologies within the hotel to keep the infrastructure up to par and therefore to be in a position to improve customer experience. It comprises switching to high-speed Internet, installing smart room functions, and a simple mobile app to speed up the registration and the reporting of necessary service requests.
Notably, the service's revising protocols to match contemporary guest expectations must be a priority. Through addressing specifically the high-quality customer service and the quick establishment of a strong relationship with the customers, The Ritz can raise the level of guest satisfaction and stand out among the competitors. Besides, setting up feedback mechanisms to enable instant guest engagement and prompt responses can't be over-rated for this course of action because it allows real-time feedback which is necessary for addressing concerns promptly and accurately maintaining a positive online reputation. Apart from that, the hotel should develop its sustainability efforts and operational improvements, which are serious issues from an economic perspective. It should attract people who aim for more sustainable and eco-friendly travel. Also, this will help the hotel to preserve its reputation as a responsible manager of the environment. Boosting the hotel's digital marketing presence as well as posting value-added packages could also bring the required scenario and attract people from different parts of the world. The core of such programs is that they can be most effective when accompanied by solid change management techniques. Investing in education and communication, participation and attitudes as well as recognition are the pillars that are very crucial to avoid the hiccups during the transition and encourage the top-down commitment of the staff. Through making stakeholders key drivers of the change process and building a culture of continuous innovation and cooperation, The Ritz will therefore execute its strategic plan in the most efficient way possible and it will be in the best position to be still the mark leader of high-end hotels in more. This encompasses carrying out technology upgrades, refining service playbooks, strengthening customer feedback, increasing sustainability efforts, innovating in digital marketing, upgrading the value-added degree of service, and optimising operations. The proposed solutions are developed to boost guest happiness, grow revenue numbers, make the staff happy, and secure a position at The Ritz as a high-end luxury facility. By adopting the change management processes and the development of competencies including training, communication, empowerment, and recognition, the hotel then can guarantee that the transition will be done with a successful outcome and even the desired strategies will be more effective. 
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The Ritz London, positioned in the bustling area of Piccadilly, bears a timeless code of privilege and elegance to be respected among hotel properties with its iconic status. It had ornate decor, outstanding staff, and centuries of history starting when it was founded in 1906. Since then, most individuals would associate The Ritz with glamour and class. The hotel boasts a taste of spacious rooms that are luxuriously decorated and visible high detailing, this makes the hotel an oasis of comfort and luxury for global travellers of fine tastes(Lawrence, 2017). Our consultancy is fortunate to partner with indeed valued clients, which include The Ritz London, to solve the most daunting problems and become an engine room for the processes required. Our successful consulting history of providing customized services is proof that we have accrued rich expertise and experience, and thus encompass such collaboration to enable organizations to move towards the desired sustainable development (Esrick et al., 2023).
We recognize synergy in our multidisciplinary approach, where both analytical precision and innovative breakthroughs are inbuilt to help our customers get practical techniques and innovative moves to the complex business world. In this document, we take an in-depth examination of The Ritz London's challenges and articulate a specific strategic plan to deal with them. The concerns we identify cover varied factors that either impede the hotel's performance or develop competitiveness in a fast-moving and dynamic hospitality industry. This contradiction will be analyzed using several types of theory, namely PESTEL, SWOT and TOWS analysis, for a more comprehensive scrutiny. The use of the PESTEL framework will give us an experience to test the external macro-environmental factors of the hotel that may have an impact on its operations, such as political, economic, social, technological, environmental and legal factors. It will tell us about the movements of the industry and the regulatory environment, which in the future could be the object of consideration by The Ritz in its strategic activities(Lee, and Kwag, 2017).
Moreover, the SWOT analysis will also help us in assessing the hotel's strengths internally and weaknesses, as well as the external environment's opportunities and threats. Understanding core competencies and areas for development allows us to come up with targeted plans to make use of the brand's strengths and to reduce risks imminent to the business. Also from the outcome of SOAR, we will come up with strategic recommendations which will be based on the findings from the PESTEL and the SWOT analysis. It is possible to create a complete picture of the organization by implementing a plan where strengths are capitalized internally, and at the same time, scoping for opportunities. Threats can be dealt with and kept to a minimum by tackling the weaknesses (Knowles, 2022).
The main value of this framework is that it can give us a clear and organized strategy to analyse the problems in The Ritz London, and in that strategy, we can use some hidden potentials for it to be successful and reach its aims. Using those applied STLH, we hope to give practical recommendations to the hotel manager using which he will be able to check the challenging spots and, thus, rise above the numerous competitors. While we are heading to fulfil a mission with examination and fashion plan, the most common approach is launching the described problems on board the training. Facing a crowd of competitors and guests who always expect more and more to be delivered, the mission to always be at the forefront and stay relevant belongs to the business dynamics experience in this industry for long-term success. We may count adapting on to our heritage, appreciating the importance of the broad spectrum of theories like PESTEL, SWOT, and TOWS to guide The Ritz through its future of increased sustainability and development (Hoang et al., 2021).
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[bookmark: _Toc166936289]Identifying the Issue
The Ritz London, managing the continuity of The Ritz's reputation for wealth and pomp is experiencing problems that consequently affect conduct. The key problem identified is the customers' dissatisfaction resulting predominantly from its issues with young more tech-savvy travellers, the market with the most money to spend on travelling. This decrease is not only manifesting itself as a factor of decreasing customer ratings in the travel review platforms but also of a reduction in the number of repeated bookings and the recovery in occupancy post-COVID-19 pandemic is not as expected (Jena, Chakraverty, and Malikan, 2021).
[bookmark: _Toc166936290]Impact on the Hotel
· Reputation: While it has gained the reputation of being synonymous with luxury and unrivalled service over the years, the Ritz London has continued to uphold its values. Despite this, maintaining its reputation is getting more and more difficult because of negative feedback and ratings on such platforms as TripAdvisor, Yelp, and Google Reviews. The hospitality industry runs on reputation, thus in such a situation; the feedback may be off-putting and may deter potential contributors and lower the competitiveness level of the hotel (Bylander, 2017).
· Income: Manifested by the falling likelihood for guests to recommend the hotel after their stay and a decline in the number of returning customers, this epic catastrophe is taking a toll on the hotel's earnings. With a regular number of guests staying at the hotel and low occupancy rates, revenue from accommodation rooms is falling. Next, another revenue aspect derived from the hotel's restaurants, bars and events is under attack as the guests tend to move and spend them somewhere else (Wang et al., 2022).
· Scope: It goes even beyond guest satisfaction to the hotel’s social responsibility, brand reputation, and long-term sustainability. Its impact on the operations of the hotel covering staff morale, service delivery, and the overall experience of the guest is spread across the board. In hotels, there are so many different departments that work together, which results in a ripple effect if one area of the hotel gets a decline in business (Bowie, 2018).
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· Outdated Technology: Among the main reasons behind the guests feeling not satisfied with the modern levels of amenities technology available is one of them (Xu, Ye, and Chan, 2018).
· Rephrase it: Today, people demand a real digital experience, from online reservations to technologies in rooms. The Ritz Hotel is indifferent with smart room addition, mobile check-ins, and high-speed internet while most of the competitive luxury hotels are now fully packed with modern technology (Czyzewska and Roper, 2017).
· Service Expectations: Whereas traditionally, the Ritz is associated with their high-quality service style, the expectations of current-day tourists are getting higher. Young customers usually, however, want personalized and quick service that can be quite different from the more polite and sophisticated classical standards of The Ritz which are ingrained in the way that it is run (Spaargaren, 2020).
· Feedback Mechanism: There might be insufficient in the current feedback mechanism of the hotel in which guests’ concerns are not captured properly or negative feedback is not replied to instantly. Faults in the feedback machinery may cause complications and heighten the impairment state; thus, increasing the level of guest discontentment (Calisto et al., 2021).
· Economic Factors: The broader economic environment constitutes an endogenous variable, which consists, among other factors, of inflation and a change in consumer spending habits post-pandemic. Nowhere is the competition as strong as among businesses that offer similar travel experiences. Travellers, therefore, are more informed and will never settle for less in any situation where there is a perceived lapse in service or amenities (Çakır and Akoğlan Kozak, 2017).
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A PESTEL analysis helps to understand the external factors influencing The Ritz London.
	Factor
	Impact on The Ritz London

	Political
	Brexit has created uncertainties in the hospitality sector, including staffing challenges due to changes in immigration laws and potential increases in operational costs (Deshmukh and Haleem, 2020).

	Economic
	The post-pandemic economic recovery is slow. Inflation is affecting consumer spending power, and there is increased competition from alternative accommodations like Airbnb (Venthur, and Zhou, 2018).

	Social
	Changing demographics and preferences among travellers, with a growing emphasis on experiential travel and personalized service, are impacting guest expectations and satisfaction (Shtal et al., 2018).

	Technological
	Rapid advancements in technology mean that hotels must continually update their offerings to meet guest expectations. The Ritz has lagged in integrating modern technologies (Alava et al., 2018).

	Environmental
	Increasing awareness of sustainability among travellers means hotels must adopt eco-friendly practices. The Ritz needs to enhance its sustainability efforts to meet guest expectations (Ortega et al., 2019).

	Legal
	Compliance with new health and safety regulations post-pandemic is critical. Failure to adhere to these regulations can result in legal issues and damage to the hotel's reputation (Pan, Chen, and Zhan, 2019).
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	Strengths
	Weaknesses

	An iconic brand with a long history of luxury service.
	Outdated technology and lack of modern amenities.

	Prime location in Piccadilly, attracting high-end travellers (Gurl, 2017)
	Traditional service models do not align with modern expectations (Puyt et al., 2020).

	Strong reputation for exceptional service and opulent decor.
	Ineffective feedback mechanism.

	Extensive amenities, including fine dining and event spaces (Benzaghta et al., 2021).
	High operational costs and reliance on the high-end market (David, Creek, and David,  2019).



	Opportunities
	Threats

	Upgrading technology to enhance guest experience.
	Intense competition from other luxury hotels and new entrants.

	Expanding sustainability initiatives to attract eco-conscious travellers (Quezada et al., 2019).
	Economic uncertainties affecting consumer spending ( Thamrin and Pamungkas, 2017).

	Leveraging social media and digital marketing to reach younger audiences.
	Changing demographics and expectations of luxury travellers.

	Developing personalized service offerings and packages (Bratko et al., 2021).
	Potential legal issues related to health and safety regulations ( Palomares et al., 2021).
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	Strengths (S)
	Weaknesses (W)

	Opportunities (O)
	SO Strategies

	Upgrading technology to enhance guest experience.
	Leverage the strong brand and reputation to market new technological upgrades and personalized services.

	Expanding sustainability initiatives (Asadpourian, Rahimian, and Gholamrezai, 2020).
	Use the hotel's reputation for luxury to promote new sustainability initiatives, attracting eco-conscious guests (Dandage, Mantha, and Rane, 2019).

	Leveraging social media and digital marketing.
	Utilize social media to showcase the hotel’s unique history and luxury offerings, targeting younger demographics.

	Developing personalized service offerings (Kulshrestha and Puri, 2017).
	Create exclusive, personalized packages that emphasize the hotel’s commitment to luxury and exceptional service (Yamagishi et al., 2021).



	Threats (T)
	ST Strategies
	WT Strategies

	Intense competition.
	Capitalize on The Ritz’s unique heritage and prime location to differentiate it from competitors.
	Modernize facilities and services to stay competitive in the luxury hotel market.

	Economic uncertainties (Datta et al., 2020).
	Develop value-added packages that offer unique experiences, justifying the cost (Verma, Bhandari, and Singh, 2022).
	Streamline operations to reduce costs without compromising on service quality.

	Changing demographics and expectations (Pırnar, Kurtural, and Eriş, 2019).
	Innovate service delivery to appeal to modern travellers while maintaining traditional luxury standards.
	Regularly update guest feedback mechanisms to quickly address and adapt to changing needs.

	Potential legal issues related to health and safety regulations.
	Ensure strict compliance with all regulations, using it as a selling point to reassure guests of their safety (Kapoor and Kaur, 2017).
	Conduct regular training and audits to maintain high health and safety standards (Baudino et al., 2017).
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Despite the identified issues, The Ritz London continues to excel in several areas:
· Luxury and Service: The hotel has a reputation for offering first-class service and luxurious amenities, which are reflected in the decor, availability of services and overall guest satisfaction. The nostalgic tradition of afternoon tea still attracted both foreigners and locals as one of the attractions.
· Location: Call Gilbert in this particular location, and for many visitors who wish to see the highlights of London, it would be the right choice (Pfiffner, Ritz, and Brewer, 2021)
· Brand Reputation: Apart from the worldwide brand affluence that Ritz has, it is associated with lavishness and superbness. It still carries its strong brand identity due to which it maintains the interest of high-end travellers.
· Dining and Events: The hotel’s food markets and bars, notably The Russell Restaurant and The Rivoli Bar, are perceived as first-class venues. Besides that, its attractions are frequently chosen among a range of luxurious establishments for weddings, corporate events, and so on (Tsolakis et al., 2022).
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To address the decline in guest satisfaction and related impacts, a multi-faceted approach is necessary:
· Technology Upgrades: The latest technology must be purchased as this would help the company to successfully meet the supply and demand challenges. This is done through high-speed internet, device integration, and our mobile app intended for immediate booking and service orders. A good CRM system can be useful to make customers feel that they have gotten personal attention while in the restaurant.
· Service Evolution: Moving in unison with the original appearance, The Ritz will innovate the service model of their operation to live up to today’s service standards. Implementing this will usually involve staff members being trained in supplying the desired type of service, as buyers will likely feel the way they want them to.
· Enhanced Feedback Mechanism: To make a feedback system more effective, establishing such a system is of critical importance. This is in contrast with the traditional check-in and check-out process where consumers played no role in leaving feedback but now can communicate the problems they face in their stay immediately during their stay, enabling the hotel to address the issues promptly. The outcome of the post-stay surveys and continuous checking of the online reviews gather insight into such areas of improvement (Schott and Ritz, 2018).
· Sustainability Initiatives: Growing its sustainability initiatives could be a key factor that entices environmentally-minded visitors to stay at the hotel. This reading mainly flows the measures such as energy-efficient practices, waste reduction, and procurement of local and sustainable products.
· Digital Marketing: Digital marketing and social platforms are very important elements that can help the easy attraction of tech-savvy younger travellers by Ritz. The hotel’s special history, lavish services, and addition of modern technology to its setting can draw an increased number of patrons.
· Value-Added Packages: Creating value-added packages, which give children an extraordinary or exclusive experience related to the main subject of the class, helps the teacher charge high prices. Such programs could be tailored, e. g. to involve exclusive tours, wellness retreats or food and wine tasting.
· Operational Efficiency: The key element in the operation is to trim consumption without falling back on service. This can be through the use of data analytics in human resource management to make informed human resource management decisions, efficient supply chain management, and the adoption of the best practices of the industry (Yerramsetti, Anand, and Ritz, 2022).
The Ritz London is at a critical spot where dealing with the decline in guest satisfaction can directly impact its future success. The Ritz should continue to contemplate incorporating technology, innovating service delivery and endeavouring to improve sustainability efforts to bring its offerings into the modern era without losing its traditional luxury edge. By capitalizing on the positive aspects of operations, developing initiatives that tackle the weak spots, and implementing them, The Ritz can not just come back to life, but also outwit the market of competitive luxury hotels. The Ritz London will be ready to effectively respond to any market environment changes and to meet customer needs and demands, therefore, becoming a true leader in the hospitality industry (Rijal, 2022).


[bookmark: _Toc166936297]Recommendations and Change Management
After an extensive review of the issues that affect The Ritz London and which lead to the decline in customer satisfaction as well as impacting it, recommendations have been identified to alleviate this condition. These suggestions have targeted upgrading the facilities, bouncing back guest satisfaction, and lifting operational effectiveness. Shifting the change management mechanism becomes the other step that the team should take to make a smooth transition while also overcoming resistance from the employees.
1. Technology Upgrades:
Recommendation: Make a significant investment in hotel technology infrastructure, including the most advanced internet service, one of the smart room features and.
Implementation:
· Pinpoint the latest technology infrastructure status and suggest areas for implementation.
· Link with reliable technology companies that will install and integrate new technology without causing disruption.
· Develop a facility-wide training program which will teach staff from various departments how to use the new technology most efficiently.
· Concatenate a specific support group in the first place to resolve any technical issues on time in the second case (Fan, Blalock and Lyu, 2022).
Change Management:
· Make the staff understand the benefits of technology upgrades and explain fast guest experiences and convenient operations.
· Add ongoing training and support as it guarantees that staff get the necessary skills to work with technology from a new generation. 
· Engage the staff at all stages of implementation and use their experience during the planning process to solve all the arising risks and issues (Phuong et al., 2020).
 

Measurement of Success:
· Track the feedback and ratings of the guests to get the effect made by technology enhancements on the contentment of visitors.
· Measure operation performance through flow metrics, including check-in times and service response rates, to monitor efficiency improvements (Newbery et al., 2018).
2. Service Evolution:
Recommendation: Adapt the service model to correspond with increased guest expectations in the modern era while keeping in mind the hotel's theme which relates to the past times.
Implementation:
· Developing the personnel training program targeted at providing people with personalized, good service alongside good speed.
· Develop a new operating standard requiring more work away from the desk roles and with bigger delegation to staff about guests' prompt solution-finding.
· Organize a mentor program in which old working personnel would guide and lead the younger employees in providing great services.
· Keep a constant tab on service quality norms by taking into account guest feedback and best industry practices (Chacón-Cuberos et al., 2020).
 Change Management:
· The underlying reasons for generating this service innovation should be crystal clear, and relate to both the implicit expectations of the guest as well as to the pursuit of the hotel's heritage.
· Promote transparency of the staff members as they provide input and comments about the service improvement.
· Specify and enhance the performance of employees who have demonstrated high levels of professionalism in customer service, by creating a work environment where excellence is valued (McDaid, Park and Wahlbeck, 2019).


Measurement of Success:
· Check the ratings and scores of customer satisfaction for the service quality during the monitoring.
· Regularly conduct staff surveys which will provide an overall picture of the employee experience including satisfaction and engagement levels (Scharlemann et al., 2020).
3. Enhanced Feedback Mechanism 
Recommendation: Introduce a more effective feedback tool that captures delays and issues in real time and avails immediate solutions.
Implementation:
· Set up digital feedback desks in the lobby to enable an immediate response to visitors’ feedback.
· The association needs to go with guest relationship management (GRM) software and have it track and respond to guest feedback efficiently.
· Educate employees on how to appropriately deal with guest complaints and allow them to take action as soon as they appear, whenever possible.
· Establish a special guest relations team that would be committed to following up with guests after their stay and director any issues left unattended (Linga, 2020).
Change Management:
· Give staff broad training which they will base on as they explore how the new feedback system works.
· Spotlight the significance of the guest reviews and encourage them to reflect on the process of creating a property with better customer experiences while driving continuous improvement.
· Cultivate an environment of responsibility, have your employees accountable for guest satisfaction, and act on their initiative to improve and find new approaches.
 Measurement of Success:
· Track guest satisfaction indices and observe changing trends in the average feedback volume and attitude.
· Ensure monitoring of guest complaint resolving time to guarantee the timing of it (Lee, Petrovsky, and Walker, 2020).
4. Sustainability Initiatives
Recommendation: Increase the sustainability efforts which coincide with the landscape of the hospitality sector by engaging the guests to become a part of the team for a greener future.
Implementation:
· Install energy-proficient processes, for example, LED lighting and smart HVAC systems, to decrease the number of used energy.
· Source from local providers as well as environmentally friendly products that are grown and manufactured around the community for the hotel's front desk, guest amenities, restaurants and bars.
· Promote rubbish reduction and recycling endeavours to minimize the Hotel's eco-footprint.
· Invite visitors while taking part in educational activities and actions regarding sustainability.
Change Management:
· Educate staff on the reasons behind past sustainability, how they work, and how their actions contribute to the hotel's overall environmental impact. 
· Staff volunteering in the sustainability function should be given the authority to lead all the sustainability initiatives and promote creative ideas to reduce waste and improve the conservation of resources.
· Encourage and appreciate the staff members who engage in green activities, and by displaying it, they will recognize the value of their work in the efforts towards environmental sustainability.
 Measurement of Success:
· Tracking sustainability statistics, including energy and water consumption, waste diversion rates and carbon emissions is recommended.
· Track guest feedback and guest's perception of the hotel's sustainability products, and services.


Potential Benefits
Implementing the recommended strategies can yield several benefits for The Ritz London:
· Enhanced Guest Satisfaction: The hotel can fix the issues that bring guests' dissatisfaction to life in this way and also make the overall satisfaction the guests are looking for they will be loyal and they will tell other people about the hotel.
· Competitive Advantage: Using technology upgrades, service evolution, and green policy implementations, The Ritz can make itself a unique brand and win the extra patrons approaching different directions, such as the high-tech “digital natives” and the ecologically-minded.
· Operational Efficiency: Streamlining operations and using technology enables it to do so quickly and owing to that matter in the long term can reduce costs. This is shown by effective hiring process, energy-saving regime and reducing production of waste.
· Brand Reputation: Through the illustration of the progressive philosophy, outstanding customer care, and green norms The Ritz can become the leading brand and the dominant brand in the luxury hotel sector.
Cost Considerations
Although the strategies implementation requires an immediate down payment the long-term profits are clearly in advance of the initial savings. An example of such a situation is the Ritz London with its reliable revenue stream enjoying the status of an exclusive luxury hotel; those funds can be pinpointed towards the causes involved. Cost considerations may include:
· Technology Upgrades: Development of new infrastructures, as well as licensing fees for software, and personnel training plans.
· Service Evolution: Staff-oriented costs, such as training, revisions of working procedures and performance-targeted remuneration.
· Feedback Mechanism: Instalment of guest satisfaction kiosks, instant check-in replicas using GRM system subs, and increasing the number of team members for guest relations.
· Sustainability Initiatives: The costs attributable to the replacement of energy-consuming systems with efficient equipment, purchasing sustainable products as well as implementing any waste reduction initiatives.
· Reasonable fees and of course relevant to the size and income of the hotel should be the goal, meaning a reasonable balance of financial sustainability (Smebye et al., 2017).
 Change Management
Adopting the change management procedures as the delivery tools will be of paramount importance in actualising the recommended strategies. Key principles include:
· Communication: The open and consistent communication of the reasons for change and expectations for the outcome with the employees at all levels to ensure that everyone understands how the change is done. Open and consistent communique is crucial to ensure that employees at all stages apprehend the motives for exchange and the predicted outcomes. By transparently communicating the want for change and how it'll be done, the resort can minimize resistance and foster a feeling of ownership amongst employees.
· Training and Development: A broad range of training to help employees understand new technology, gender magnitude, and environmental practices. Providing a vast variety of education possibilities is essential to help employees adapt to new technology, carrier requirements, and sustainability practices. Investing in complete schooling programs guarantees that personnel have the essential skills and information to embody change efficaciously (Hudson, 2017).
· Empowerment: Investing in the stakeholders to lead the change process and offering them a full place in bringing feedback and ideas towards further enhancement. Empowering stakeholders to lead the exchange system and contribute feedback and thoughts is prime to riding successful alternate projects. By concerning employees in selection-making approaches and giving them a voice in shaping the destiny of the lodge, The Ritz can harness the collective understanding and creativity of its body of workers (Morgeson III et al., 2020).
· Recognition and Reward: Acknowledging and remunerating those staff members immerse themselves in the undertakings and actively contribute to the success of the change initiatives, a culture of innovation and community cooperation will be forged. Acknowledging worthwhile personnel members who actively interact in trade projects and make contributions to their fulfilment is critical for building a tradition of innovation and collaboration. By spotting and remunerating employees who embrace change, the hotel can incentivize endured participation and foster an experience of network cooperation (Wood et al., 2020).
What the recommended strategies and change management methods play is crucial in the process of solving the issues The Ritz London faces and for planning the institution's further steps for long-term prosperity in the hospitality industry that is rather competitive nowadays. While there might be an expected beginning cost for all these disruptions, the benefits are much higher as compared to them. Firstly, the programs aimed at providing a great guest experience have helped us bring it to the next level. This can be achieved through constant development of technology, growth of service levels, and by adding personalized, efficient services that address changing guest expectations. Greater guest satisfaction rate corresponds with higher scores on TripAdvisor and similar travel rating websites, increases in the number of returning customers, and a positive competitive environment (Kroll and Ritz, 2023).
 Second, the hotel is making much more profits which is an oil can from the use of the strategies. Through destination marketing and offering portal indulgences apart from the accommodation, The Ritz can explore various other sources of revenue such as bookings of rooms. Moreover, travellers with an eco-sympathetic attitude may be attracted to the elevated sustainability projects, hence, this will expand the hotel’s clientele and revenue (Sułkowski et al., 2020).
Finally, change management should not be left out as it can play a key role in boosting the morale and productivity levels of staff. Encouraging team members in the change process by training and supporting them, and establishing an atmosphere of innovative thinking can help bring staff morale up and increase their sense of belonging to the organization. The staff will be more motivated to offer suggestions or to devise better ways of operations and with these improvements, the quality of the service offered will improve and ultimately will lead to satisfaction of the customers. Frequent tracking and measurement of the outcomes of the above strategies are considered to be of the essence for a hotel getting which desired performance it needs. Through this process, by mainly using guest satisfaction scores, repeat bookings, online engagement metrics, and operational costs as indicators to see how its initiatives were working (Ripoll and Ritz, 2021).
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	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	A decline in guest satisfaction and negative feedback online.
	Implement technology upgrades including high-speed internet, smart room features, and a mobile app for seamless booking and service requests.
	Improved guest satisfaction scores, increased repeat bookings, and positive online reviews.
	6 months
	18/11/2024
	£150,000

	Outdated service model not aligning with modern expectations.
	Revise service protocols to incorporate more personalized and efficient practices.
	Enhanced guest experience, higher staff morale, and improved service delivery.
	4 months
	30/09/2024
	£50,000

	Ineffective feedback mechanism.
	Implement real-time feedback options during the guest's stay and enhance post-stay surveys and online review monitoring (Grgic et al., 2020).
	Increased guest response rates to surveys, better responsiveness to feedback, and improved guest satisfaction.
	3 months
	31/08/2024
	£30,000

	Lack of sustainability initiatives.
	Expand sustainability efforts, including energy-efficient practices, waste reduction measures, and eco-friendly amenities.
	Attract eco-conscious travellers, reduce environmental impact, and enhance brand reputation.
	8 months
	15/01/2025
	£100,000

	Insufficient digital marketing presence.
	Develop a robust digital marketing strategy targeting younger demographics and promoting the hotel’s unique offerings.
	Increased online engagement, higher website traffic, and growth in bookings attributed to digital marketing efforts.
	5 months
	30/10/2024
	£80,000

	Limited value-added packages.
	Create exclusive packages offering unique experiences such as culinary tours, wellness retreats, and cultural excursions.
	Diversified revenue streams, increased guest spending, and enhanced guest satisfaction.
	4 months
	15/09/2024
	£40,000

	Operational inefficiencies.
	Streamline operations to reduce costs without compromising service quality, including efficiency audits and process optimization.
	Cost savings, improved operational efficiency, and enhanced guest experience (Hersberger-Langloh, 2022).
	6 months
	30/11/2024
	£70,000



The action plan lends itself to a clear-cut description of problems, which have been identified, solutions that have been offered, outcomes that the initiator is looking for as well as the timeframe, completion date and budget that has been allocated for each problem. It follows this deliberately structured, Jacobus way that hands the client’s goals, gives them a sense of responsibility, and helps them obtain a successful outcome. The client can see all the different parts of the plan in clear outlines which therefore leads to having a complete picture of the various strategies for addressing the hotel problems and possible strategies for implementation (Miao et al., 2018).


[bookmark: _Toc166936299]Conclusion 
Full overview of our investigation: essential problems nowadays affecting the Ritz London’s performance and competitiveness in the hotel sector. Primarily, thorough study and analysis of data were employed to pinpoint the key areas of concern as the guest contentment was dropping, untimely service delivery, bits of technology, and sustainability initiatives were inadequate. Based on our results, we conclude that lower occupancy rates, negative and low online reviews, and decreased repeat bookings are essential meanings of poor guest satisfaction at The Ritz. This trend is purely due to the hotel functioning traditionally and having zero modern features. The past century's hotel serving model no longer meets the needs of tech-savvy wanderers of the present generation. Beyond that, the incongruence of sustainability programs as well as other ineffective business practices was equally important in the increased operating cost and the erosion of its market share. To address these issues, we propose that there be a strategic approach toward compensating via a series of initiatives intended to ensure guests’ satisfaction, maximize revenue, and improve operational efficiency. Installing high-speed internet along with other tech upgrades like smart room systems and a nicely-made app gives the hotel a modern infrastructure and a better experience for guests. The effective adjustment of the service regulations and the improvement of complaint resolution mechanisms would also play a vital role in protecting a good online rating and in handling complaints in time. Sufficient measures should be adopted to expand the sustainability scope of the business operations and environment-friendly practices could be integrated to achieve the desired goals of reduced allocated cost, attracting tourists with the same passion and keeping the brand's name as a responsible corporate entity. Consequently, enhancing the hotel's digital marketing presence, and forming value-adding offers will edge us forward and pull us to a broader customer base. By employing procedures from efficiency audits, staffing reorganization, and process optimization operations will be flawless, thus, reducing operational costs and improving service delivery. Critical to these interventions are making the current change management routine more effective. By devoting the resources of training, communication, empowerment, and recognition, The Ritz is in turn able to have a peaceful transition and also people from various levels of the organizational levels will be involved in the process. Staff and community feature participation in shaping strategy. Therefore, the brand management strategy is oriented to be the most luxurious place. Throughout this exercise, we are adopting some conceptual models to come up with various solutions that will tackle the causes of the problems. The carried out PESTEL analysis afforded us with external macro-environmental information that is highly perturbative to hotel managers including politico-economic, societal, technical-environmental, and law-related. A SWOT analysis identifying the internal as well as external strengths and weaknesses of The Ritz allowed us to conclude that the Ritz has a lot to offer and source its revenue from. Lastly, the TOWS matrix was instrumental in establishing suitable recommendations from the outcomes of PESTEL and SWOT analyses. 
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