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CONSULTANCY REPORT: SHANGRI LA PARIS

 

Executive Summary
This consultancy report provides details about the problems and the related issues which are faced by Shangri La Paris while operating in Paris. Shangri La Paris is one of the most luxurious hotels in Paris which provides high-class facilities, luxurious rooms and other related services to the guests (Buffetrille, 2020). Paris has various hotels which provide all the facilities to the guests. Among the multiple hotels, Shangri La Paris stands as one of the most valuable and highly recommended hotels in Paris. The hotel has it on its website which is very user-friendly and provides details to the guest. The rooms of this hotel provide a clear view of the Eiffel Tower which acts as a USP for the hotel. This hotel was established in the year 2010 and portrays itself as one of the leading hotels which helps in the growth of Paris tourism. It is located in a central location, the 16th arrondissement where the tourists visit regularly (Lintot and Siniguian, 2023). The Smith Travel Research consultancy firm conducted a detailed analysis regarding the issues faced by Shangri La Paris and provided recommendations on how these issues can be mitigated and how the hotel’s reputation can be maintained. This consulting firm collects the report and the data related to the performance occupancy rate and the revenue per room of the hotel. Collecting this data helps this consultancy firm in exploring the various issues and reducing the impact of such issues. 
Issues faced by the hotel and analysis of the issues
Firstly, the hotel lacks in providing proper information to the customers. The management authorities of the hotel, earlier mentioned on the website that all the rooms provide a complete view of the Eiffel Tower. However, the customers raised issues after booking the rooms as most rooms did not provide a proper view of the Eiffel Tower. They claimed their money back for misguiding them for booking the hotel. One of the customers in the review mentioned that the hotel authority ignored the complaint and did not provide the guest with any compensation. Secondly, the rooms of the hotel are very small and overpriced. They can get a large room in various other hotels with the same amount of money. Moreover, the spa facilities offered in the hotel are also not hygienic enough compared to the other hotels (Nam et al., 2021). Hence the hotel authorities need to reduce the prices of the rooms and shift to some cost-effective measures for dealing with such issues. Thirdly, the poor operations and the inconsistency of the management teams in handling the crowd at the restaurant and the lounge also affect the brand popularity and the reputation of the hotel. The management authorities need to take steps to train the employees and ensure that they are capable of handling the guests.
The report also provides details on how these issues are impacting the performance of Shangri La Paris and what are the main causes of the issues. PESTLE, SWOT and TWOS analysis also provide details on how the hotel is operating in the current environment and what steps can be beneficial for improving the growth and overall performance of the hotel. As per the PESTLE analysis, the changing government rules and regulations and the economic fluctuations are affecting the performance of the hotels within the Paris hotel industry. 
Recommendations for the issues
The hotel should take steps to reduce the price of the rooms and add new facilities to the rooms. At the same time providing advanced training to the workers can also improve their skills and capabilities, enhance their knowledge and ensure that they can properly handle the guests. On the other hand, adopting various cutting strategies can help the hotel in designing its infrastructure and attracting different segments of customers. Moreover, the incorporation of advanced technology such as the Internet of Things and AI-related technologies can also help the company in improving its existing operations and other related services. The employees should be provided with a platform where they can share their new ideas regarding the development of the hotel. Implementing new changes with the help of change management models is extremely beneficial for this particular hotel. 
There are various change management models such as Lewin’s change management model and AKDAR's change management model which can be beneficial for this hotel. The different stages of Lewin’s Change Management model include Unfreezing, Change and Refreezing. In the first stage, the hotel identifies the need for the changes, in the second stage the changes are incorporated and in the third stage, employees are made available for new changes. These various stages can help Shangri La Paris improve its services, reducing the prices of the rooms and providing high-class facilities to the customers. On the other hand, the adoption of the AKDAR model can create a sense of awareness among the management authorities and their desire to adapt to the new changes. At the same time, the employees also gain proper knowledge about the need for new changes, which can help them to work towards the new changes. The hotel should incorporate new employee training programs and other facilities to reduce the skill gap and ensure that all the employees are able to handle the customers with great efficiency. A clear breakdown of the action plan which highlights these problems, the solutions against the problems and the time scale for resolving these problems is also mentioned clearly in this report. 
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[bookmark: _heading=h.2xcytpi]Introduction
This consultancy report provides details about the various issues faced by “Shangri La Paris”. The hotel faces multiple issues such as its inconsistency in providing proper information to the customers, the high prices of the rooms, the inconsistent management facilities and poor operations and management at the lounge (Official site Shangri-La hotels and Resorts, 2024). These issues impact the reputation and the image of Shangri La Paris and reduce its customer engagement rate. It can also affect the profit margins of the hotel in the long run. 
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Figure 1: Revenue of the hotels market worldwide from 2019 to 2028
(Source: Statista Research Department, 2024)
The revenue of the global hotel industry is estimated to rise upto 508.94 billion U.S. dollars by 2028 (Statista Research Department, 2024). Shangri-La Paris claims to offer luxurious as well as high-class facilities to the customers, due to which they increase the prices of their rooms (Shangri-La, 2024). However, they should conduct a thorough market analysis, check the prices of the other existing hotels in Paris and then set their prices based on the expectations of the customers. Different frameworks such as the PESTLE analysis are used for studying the issues in detail and identifying solutions to deal with these issues. At the same time, a SWOT analysis has been conducted to highlight the strengths, weaknesses, opportunities and threats that the hotel is currently facing. To explain it further and ensure that the hotel can use its strength efficiently a TOWS analysis has been conducted.  
Overview of the hotel 
Shangri La Paris is one of the most luxurious 5-star hotels in Paris. The hotel was established in 2010 and currently stands as one of the leading hotels in Paris (Sakovska et al., 2021). It is renowned for its luxurious accommodations, exquisite services and other high-class facilities that it provides to the guests. The hotel seamlessly blends European grandeur with traditional Asian hospitality. Shangri La Paris has more than 100 rooms and suites, 2 restaurants which include one Michelin-star restaurant and 1 bar (Shangri-La, 2024). The hotel is located in the 16th arrondissement which in turn offers a stunning view of the Eiffel Tower which helps to attract tourists from different parts of the world. Its brand reputation attracts customers to book their stay in the hotel whenever they visit Paris. 
Brief background of the consultancy firm
STR, Smith Travel Research consultancy firm is one the most reputed and popular travel consultancy companies in the UK. This consultancy firm explores the hotels operating in the global hospitality industry (Cocola-Gant et al., 2021). The issues faced by the various hotels are identified and proper recommendations are provided which can help these international hotels in overcoming the challenges. The company focuses on gathering and analysing data related to the performance of international hotels. The firm specialises in providing analytical data about the hospitality industry worldwide and ensures the growth of the hospitality industry. It was founded in 1985 and currently operates as the leading source of data analytics and insights about the global hotel industry. 
It collects data related to the performance, the occupancy rate of the hotel, the revenue per available room and the average daily rent of the hotel (The Global Hotel Industry Standard for Improving Performance and measuring success, 2024). The data provided by this consultancy firm is extremely beneficial for the hotel owners, the investors and the stakeholders as this changes their decisions and helps them to take better strategies for improving the hotel’s current condition. The various services of this particular consultancy firm include customising the data solutions, analysing the current trends, forecasting the changes in the global hotel industry, conducting thorough market research and developing benchmarking reports. In this case, the issues faced by Shangri La Paris are identified, the causes of the issues are evaluated and proper recommendations are provided for resolving these issues and identifying some relevant solutions. 
[bookmark: _heading=h.1ci93xb]Analysis
[bookmark: _heading=h.3whwml4]Issue identified by the hotel
Inconsistent knowledge sharing from the end of the hotel
Shangri La Paris highlighted the fact that their rooms provide a full view of the Eiffel Tower (Noor, 2023). However, when the customers book the Eiffel Tower facing rooms, they are allocated completely different rooms which have only half a view of the Eiffel Tower. The negative reviews regarding the hotel, act as a major issue for the hotel as they affect the reputation and image of the hotel. One of the customers raised the issue faced due to the inability to use the remaining balance on the visa card after checking out from the hotel (Excellent restaurant! - review of Shangri-La Paris Hotel, Paris, France - TripAdvisor, 2024). At the same time, he was not satisfied with the stay in the hotel, as he was paid extra money for a room with a complete view of the Eifel Tower. However, when he checked into the room, it did not have a complete view of the Eiffel Tower. Moreover, the room’s price was around 1,3000,00 Euros which was much more than the other rooms (Puder and Choden, 2021). After raising a complaint against these issues, the hotel authorities ignored the complaint and the guest was not provided with any compensation.
The rooms are extremely overpriced and the management facilities are inconsistent
Most of the rooms in Shangri La Paris are overpriced and super small. Since the hotel claims to provide world-class services and other facilities to the customers, thus they charge comparatively higher prices to attract new guests to book the rooms. One of the customers mentioned that the fire alert of the hotel went more than 5 times without any proper reason. At the same time, the therapists in the spa area were also not following the hygiene rules while providing the spa services. Moreover, loud music is played overnight during the parties which becomes problematic for the other guests (Shangri-La Paris Hotel - updated 2024 prices & reviews, 2024). The management team is not consistent as they keep a thorough check on the guests and follow the new guests to the room, making the guests feel very uncomfortable (Floričić, 2020). Hence the management team of Shangri La Paris needs to take steps to mitigate these issues.    
Poor operations and management at the lounge
Poor operations and the efficiency of the management to control the different functions of the hotel access are some of the issues which reduce its customer engagement rate (Hua and Nakatani, 2023). One of the customers mentioned that they visited the hotel on a Sunday and the staff made them for around 20 minutes in the lounge. The guests were waiting for the table, however, they had to wait for a long time. At the same time, another group of guests was provided with proper seats which shows the inconsistency of the management handling the guests (Shangri-La Paris Hotel - updated 2024 prices & reviews, 2024). At the same time, the staff handling the restaurant are very arrogant and are not skilful in their job. Hence it is the responsibility of the management team to hire skilful staff who can efficiently handle the guests and increase the customer engagement rate of the hotel. 
[bookmark: _heading=h.2bn6wsx]How the issue is impacting the hotel
Impact of inconsistent Information sharing from the end of the hotel
Inconsistent information sharing can impact the reputation of the hotel and can reduce its customer engagement rate. In this case, Shangri La Paris mentioned on their website that their rooms provide the best view of the Eiffel Tower. Due to this, the customers are willing to pay a higher amount for booking the rooms, however, the customers get disappointed as the hotel is efficient in feeling its commitment (Li et al., 2023). As a result, the customers are bound to give negative reviews which impact the hotel’s reputation. 
The overpricing of the rooms and the inconsistency of the management can decrease its custom engagement rate
Most of the rooms of Shangri La Paris are overpriced in comparison to the other hotels in Paris, due to the customer's search for other alternatives (Kulakhmetova et al., 2022). At the same time, the inconsistency in the spa facilities and the inability of the staff to provide a comfortable stay to the guests also reduces its customer engagement rate. Hence the management should keep a regular check on the prices of the rooms and ensure that they are providing all the high-class facilities to the guests.  
Poor management can also impact the reputation of the hotel
The existing employees of Shangri La Paris are not skilled enough to handle the guests and resolve the queries of the guests (Maltese, 2020). Therefore, the management should conduct different employee training programs so that the employees become skilful and handle the guests efficiently. 
[bookmark: _heading=h.qsh70q]Causes of the issue
Shangri La Paris has faced different issues as inconsistent knowledge shared by the hotel officials to the customers. The customer also expressed dissatisfaction as the hotel official committed to providing an Eiffel Tower-facing room and he was also changed to that. But from the room, he can only see the top half of it. The main reason behind the issue is the lack of communication between the booking officials and other workers of the hotel. The booking officials did not get the right number of Eiffel Tower-facing rooms and they allocated those to the different customers. Another purpose of spreading the wrong information is to achieve financial profit despite the negative impact on consumer decision-making (Nassar et al., 2023). 
Another problem the customers are facing is the exorbitant price of the rooms and poor management facilities. The main reason behind the mismanagement is that the workers are not well trained. In addition to that, the workers of the hotel did not even check the operations of different rooms of the hotel. Currently, smart hotels are using advanced technologies like artificial intelligence, machine learning and other automation technology to streamline their operation. Artificial intelligence and machine learning technologies are very beneficial in providing personalised guest experience and task automation (Technologies in hotels: Trends and benefits | NH hotel group, 2024). Shangri La Paris doesn't have these facilities and the officials of the hotel are not adapted to these cutting-edge technologies. It is massively acknowledged that hotels should adopt sustainable methods in the options of food and beverage (Butler, 2024). This has become the main reason behind management-related efficiency. The stakeholders of the 5-star hotel only target the premium customers and provide them with the best facilities. This is the reason the cost of the hotel rooms is high. In addition to that, the lower adoption of cost-effective strategies is the reason behind the higher price of hotel rooms. In the lounge area, the customers faced different problems related to poor operation and management. The main reason behind this is the lack of training for the staff. The hotel staff was not able to handle the customers. The skills and competencies are related to the educational background of the workers (Mavridopoulou and O'Mahoney, 2020). The lack of training for the workers and poor management team has been the problem for the hotel. In addition to that, the workers and the top leaders of the hotel were not properly aligned and they faced problems in communicating with each other. This is the main reason behind the management issues of the hotel.
[bookmark: _heading=h.3as4poj]PESTEL analysis
	Political
· The hotel industry of Shangri La Paris in France is thriving because of stable political conditions. 
·  The government of France has revealed that they are going to triple their tourist tax on hotel rooms in Paris (Augustin, 2024). 
· This is the reason that the overall cost of the hotels is enhancing and most importantly it has a detrimental impact
	Economic
· The inflation in France is rising a lot. 
· The inflation rate of France in March 2024 is 2.40% (France inflation rate, 2024). 
· The inflation has contributed to a significant rise in labour costs for Shangri La Paris and it has resulted in hiking of the overall cost of hotels. 
· The budding power of the citizens has been diminished at a faster rate which has created massive problems for the hotel. 
	Social
· Currently, customers are showing massive interest in synthetic and personalised travel experiences. 
· In addition to that, there is a rise in the enhancement of global health and wellness trends.
· Shangri La Paris also needed to take the initiative to meet the needs of the customers and their requirements which enhanced the overall cost of hotels.  

	Technological
· The smart hotels are using different advanced technology in their different operations. 
· Hotel technology has brought massive changes in the way that customers interact with hotel officials and get benefits (Transforming hospitality: How cutting-edge technology is reshaping the guest experience in hotels, 2024). 
· The lack of use of automated and advanced technology has brought different hazards for Shangri La Paris and the customers also faced different management-related issues. 
	Environmental
· In sustainable practices, there is a need to enhance the awareness to save the different energy sources and resources like energy and water. 
· The Shangri La Paris needs to implement different other strategies in maintaining sustainable practices which can enhance their recognition and branding.  
· Ultimately these aspects can enhance their profitability and attract customers. 
	Legal
· The employment relationship in France has been vastly regulated by different legislations like the labour code. 
· The labour code has set the derided wage for the labourers. 
·  Shangri La Paris needs to maintain the labour laws of France; otherwise, the company is going to face different legal issues which can have a detrimental impact on their recognition and profitability. 


[bookmark: _heading=h.1pxezwc]SWOT analysis
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Figure 2: SWOT Analysis
(Source: Shaw, 2017) 
	Strength
	Weakness

	· The strong brand reputation of the hotel (Davronov, 2021)
· Its prime location is situated near the Eiffel Tower (Dreisinger, 2022)
· The luxurious amenities, spa facilities and fine dining spaces
· Well-trained employees
	· High prices of the rooms
· The hotel is highly dependent on tourists and thus the profit and revenue margins are dependent on seasonal fluctuations (Mehan, 2023)
· The operating costs of the hotel in comparatively higher than the other hotels in Paris

	Opportunities 
	Threats

	· The company can explore new markets and can launch their hotel chains in different counties (Shangri-La Paris Hotel et al., 2023)
· Differentiate its products and services from its existing competitors
· Collaborate with influencers and local celebrities to advertise their hotel and increase the reach of the hotel
· Forming local partnerships can also be extremely beneficial for increasing the reach and the brand popularity of the hotel
	· Economic downturns affect the spending patterns of the customers, which might affect the profit and revenue margin of the hotel
· At the same time, political instability and geopolitical tensions can also impact the customer engagement rate of the hotel
· Moreover, new luxurious hotels with lower booking rates are also entering the Paris market which are acting as threats against Shangri La Paris


[bookmark: _heading=h.49x2ik5]TWOS analysis
The brand recognition of Shangri La Paris has been massive which the business officials can use in magnifying their business. The hotel rooms are individually designed and decorated by using marquetry desks (Shangri-La Hotel, Paris, 2024). In addition to that the hotel has different problems like the cost of the rooms being very high which has created different problems for the customers and damaged the recognition of the company. In addition to that, the hotel workers are not skilled. At the same time, the hotel has the opportunity to explore new marketplaces and enhance its overall profitability. Here the role of the top leaders becomes very significant.
[bookmark: _heading=h.2p2csry]Recommendations and Change Management
[bookmark: _heading=h.147n2zr]Recommendations for the hotel
[bookmark: _heading=h.3o7alnk]Providing advanced training to the workers
The top leaders of Shangri-La Hotel need to provide the best training to workers. It is very important to train them by providing training and development knowledge about the different offerings, facilities and services of the hotel. This recommendation is going to be very helpful for the staff to communicate with the customers (Michalis, 2024). In addition to that, the top leaders need to use different tools and methods for delivering the best customer service. The podcast, webinar, videos, case studies and peer feedback need to be used in up scaling the skills and capabilities of the workers. Advanced technologies like virtual reality, augmented reality and other different advanced technologies need to be used in creating interactive and immersive learning experiences (What are some effective ways to train hospitality staff to meet changing customer expectations, 2024). This can solve the management-related issues of the hotel. 
[bookmark: _heading=h.23ckvvd]Using advanced technology
Shangri-La Hotel needs to use different cutting-edge technologies to enhance the overall experience of the customers (Ezzaouia and Bulchand-Gidumal, 2020). The artificial intelligence used in virtual assistants and Chabot’s by the hotel can help the customers during their stay period. Artificial intelligence can be applied in using important information like customer preferences (Lacalle, 2024). Most importantly the demand forecast and the adjustment of the price can be done with the help of artificial intelligence and this is going to be very helpful in providing the best customer experience. By using the Internet of Things, the hotel can apply a series of connected devices and smart controls which is going to help in room optimisation. The rooms can use advanced technology to improve the check-in experience of the customers and incorporate temperature adjustment which is going to boost the in-room experience. 
[bookmark: _heading=h.ihv636]Adopting cost-effective strategies 
In making the hotel rooms cost-effective Shangri-La Hotel can source different ingredients locally and seasonally while making good relationships with their local farmers, suppliers and market. The establishment of partnerships can provide a good opportunity for the hotel to purchase top-quality ingredients and mitigate transportation-related harmful carbon emissions (Butler, 2024). In this context, the hotel can achieve massive benefits from the massive cost savings, reduced transportation and lowering of storage expenses. Currently, the hotels are more concerned about the impact of the operation on the environment and cost structure (Meeroff et al., 2020). Most importantly in optimising the cost of the food and mitigating wastage, the hotel can design their menu by using local ingredients. This is not only going to mitigate the overall cost of food but also mitigate the wastage and promote sustainable practices. 
[bookmark: _heading=h.32hioqz]How the measures can be implemented
The training and development of the workers can have a positive impact on them. The training and development strategies have enhanced motivation, performance, confidence and well-being of them. The process of training can make them more involved and committed to the goals and objectives of the hotel (Torres, 2024). By using the training about advanced technology, the workers can use the knowledge and provide the best customer service. In addition to that it was identified that the customers are complaining that they have faced several hygiene issues with reading room service. The process of training and development can mitigate the problem. The top official of the hotel can implement the Internet of Things technology and make all the rooms of the hotel smart.
 With the help of the Internet of Things technology all the aspects of the hotel rooms like sir conditions, lightning and heating can be controlled from a single control point (Barten, 2024). Regarding the implementation of the advanced technology, Shangri-La Hotel can use the voice recognition process which can evolve the customer experience and make it flawless to perform certain functions of the hotel. If the customer faces any kind of problem, they can use the smart speakers and get automated answers. This can provide them with quick solutions regarding their issues. Driving sustainability is very important for the hotel. A global shift has been witnessed regarding net zero policies and a current trend have been going on towards environmentally sustainable products and services (Wadhwa, 2024). The hotel needs to use different green products and advertise sustainable practices in its marketing campaign. This strategy can be very helpful in achieving massive profitability and upgrading its brand recognition. Most importantly, by connecting with the local suppliers and the local providers the hotel can mitigate their overall cost and bring stability in the overall process of the company. 
[bookmark: _heading=h.1hmsyys]Change management practices and procedures
Lewin’s Change management model
Lewin’s Change management model is one of the most efficient models which can be used for resolving the issues faced by the Shangri La Paris hotel. This theory helps in understanding organisational change and how the change can be beneficial for a particular organisation (Harrison et al., 2021). It mainly consists of three stages: Unfreeze, Change and Refreeze.
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Figure 3: Lewin's Change Management Model
(Source: LEWIN’S MODEL OF CHANGE, 2023) 
Unfreeze
In the first stage of unfreezing, the organisation understands the need for the change and they identify the reasons why they should proceed with the particular change (Bekmukhambetova, 2021). Shangri La Paris is one of the most reputed hotels in Paris which provides high-class facilities to customers. However their prices are very high, and the staff did not have adequate knowledge and skill to handle the guest. Hence, the management team of the hotel should understand the need to train its employees so that they can handle the guests and create a positive impression regarding the hotel (Tang and Tang, 2019). They should also understand that the prices of the rooms are extremely high, thus reducing the prices can attract more customers. 
Change
In this face, the business organisation implements the changes and ensures that all the employees are aware of the new changes. In this case, Shangri La Paris should implement the new changes, reduce the price of the hotel rooms and ensure that the employees are trained properly to resolve any sort of issue faced by customers (Kee et al., 2020). The stage is extremely beneficial for improving the overall performance of this particular hotel in the Paris hospitality industry. 
Refreeze
In this particular stage, the new changes are implemented and the employees are working in a new way. In the case of Shangri La Paris, they should create a platform with the management team that will share the necessary information with the other employees and ensure that the employees are available to the new rules set up by the company (Hu, 2022). At the same time training the employees will improve their knowledge and ensure that they handle the customers in a better way. Moreover, reducing the prices of the rooms and adding necessary facilities will also increase the customer engagement rate for this particular hotel. 
ADKAR change management model
ADKAR's change management model consists of different strategies which are very crucial for making any change within the business organisation (Asikhia et al., 2021). In terms of awareness, Shangri La Paris needs to ensure that all the employees are well aware of the specific issues that the hotel is facing. These employees must have a desire to resolve the issues and support the new changes which are initiated by the management of the hotel. 
[image: ]
Figure 4: ADKAR change management model 
(Source: Malhotra, 2024) 
On the other hand, the management team of the hotel should also ensure that the new changes and other facilities are improving the satisfaction level of the customers. The hotel should also incorporate new programs, and conduct workshops and other related programs to uplift the skills and capabilities of the employees (Sulistiyani et al., 2020). The employees should have the ability to adapt to the new changes and overcome all the challenges. In the final stage of reinforcement, Shanghai La Paris should reinforce all the changes to improve the hotel’s culture and other related practices.
[bookmark: _heading=h.41mghml]How will the impacts/success rates be reviewed and measured
By providing the right information to the customers, the hotel officials can provide the best customer service. The implementation of the strategy can be measured by the enhancement of the profit margin of the restaurant. The aspect of profit margin has the huge power of describing that you are managing the business suitably and sustainably (Metuleva, 2024). The boosting of the profit margin is going to be the success rate of the hotel after the successful implementation of the strategies. In addition to that the customers are complaining about the management-related problems and different issues of hygiene from the housekeepers. By providing training and development to the workers, the customer service can be improved. It can help the stakeholders to maximise their sales and provide top-quality service to the customers (Nam et al., 2021). The success rate can be measured when the profitability of the hotel is going to be engaged in the upcoming business years. 
The massive cost of the hotel is an alarming problem. The officials of the hotel can collaborate with the local suppliers and service providers (Alrawadieh et al., 2021). This can provide a huge opportunity for the hotel to reduce the overall cost by using local resources. Here the success rate can be revived and measured when the cost of the hotel rooms is going to be received and affordable. Different cutting-edge technologies like artificial intelligence, machine learning and the Internet of Things have been used by the company to provide the best customer service. These advanced aspects of the hotel can be included in the marketing campaign of the hotel. As a result, the hotel can attract customers and gain massive profitability. The accomplishment of massive success can be considered as the measurement of the success rate of the hotel.  
[bookmark: _heading=h.2grqrue]Potential benefits to be experienced by the hotel, as a result of implementing the recommended strategies
The training and development of the workers play an integral part in the success of the hotel. The massive investment in training and development can equip the top leaders with the required skills and knowledge (Sahu, 2024). The top leaders can empower the workers with skills and knowledge and make them capable of performing their roles. The training and development can help to provide the best customer service. Ultimately this can help the hotel generate massive profitability and attract customers. By making strong connections to the local suppliers, the hotel can mitigate their overall cost. Though the customer base of the hotel is mainly high-income customers, the cost-effective service of the hotel can help to target medium-income level customers. Ultimately it helps the hotel to expand its customer base and gain more profitability. In addition to that the brand recognition of the hotel can be upgraded by the incorporation of advanced technology. Using cost-effective strategies can in turn attract more customers to book rooms in the hotel, which will enhance the profit margins of Shangri La Paris (Achmad and Yulianah, 2022). At the same time, conducting training and developmental programs will make the staff well-mannered and they will behave properly with the guests. 
[bookmark: _heading=h.vx1227]How will the impacts/success rates be reviewed and measured
There are different ways of measuring the success rate of the various recommendations. In case all the measures are adopted successfully, the hotel will share exact information with the guest which can decrease the trust issues between the guest and the management authority of the hotel (Nakai, 2021). On the other hand, the use of advanced technologies such as AI tools can also improve the stay experience of the guests (Kim et al., 2021). These tools can also be effective in forecasting the demand for the rooms and can ensure that the hotel can provide adequate facilities to all the guests. 
The incorporation of the Internet of Things, can in turn provide customers with various devices and smart controls through which the customers can easily change the temperature of their rooms, control the lighting and lock the doors automatically while leaving their rooms. Including such facilities will improve the stay experience of the guest, which will increase the rate of positive reviews for the hotel (Ezzaouia and Bulchand-Gidumal, 2020). When the employees are trained properly, they can easily solve all the issues faced by the guests, which will also increase the customer engagement rate of Shangri La Paris in the long run. 
Action Plan
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Inconsistent information sharing by the hotel
	They can use the new technologies to improve the information-sharing process of the hotel (Ghouri and Mani, 2019). Making the website user-friendly and providing them with exact details about the rooms and other services offered can also improve the information-sharing process of Shangri La Paris
	Providing correct and detailed information about the hotel will increase the trust of the customers for booking this particular hotel in Paris. The customers will provide positive feedback regarding the hotel which will create positive word of mouth and will in turn attract new customers.
	2 months
	29/6/2024
	£10,000 for improvising their website

	2
	The prices of the rooms and other services are too high
	Using cost-effective strategies for reducing the price of the rooms and providing the customers with world-class facilities at a minimum price. The management team of the hotel should adopt strategies for reducing the prices of the rooms and providing high-class facilities to the guests. At the same time, introducing new technology in the hotel such as AI and the Internet of Things can also attract new guests to visit the hotel.
	As per outcomes, reducing the passage of hotels will boost the customer engagement rate.  The customers who earlier opted for booking the other hotels at cheaper prices will now shift towards booking the rooms and the other services of Shangri La Paris.
	4 months
	28/8/2024
	£10,000 for introducing new strategies for decreasing the prices of the rooms

	3
	Poor operations and management at the lounge
	By using AI technologies, the existing operations of the hotel can be improved and the facilities provided in the lounge can be improvised.  Most of the employees working in the lounge are not skilled enough to handle the guests which result in it in the lounge’s poor management. Hence, conducting training programs to improve the skills and capabilities of the employees.  
	This will create a positive image of the hotel across the different customer segments and will attract more customers to use the restaurant services of the hotel. Therefore, implementing such advanced technology can be extremely beneficial for the hotel’s success.
	3 months
	29/7/2024
	£20,000 for improving the services and the other facilities of the lounge




[bookmark: _heading=h.3fwokq0]Conclusion
From the findings, it can be concluded that conducting this research helped Smith Travel Consultancy to gain knowledge and awareness about the different issues which can be faced by international hotels. In this case, all the issues faced by Shangri La Paris are described in detail and proper recommendations are provided for overcoming these issues and increasing the brand popularity of the hotel (Grare, 2020). This is one of the most popular and reputed hotels in Paris which provides the view of the Eiffel Tower. Every year guests from different parts of the world visit Paris and the rooms in this hotel due to the luxurious facilities and getting the proper view of the Eiffel Tower. However, the hotel faces various issues which impact its reputation and its customer engagement rate. 
As per the research, the hotel is efficient in providing current information to the guests. It is mentioned on their website that the rooms provide a proper view of the Eiffel Tower, due to which more customers opt for booking the rooms of Shangri La Paris (Roddewig et al., 2020). However, the guests raised various complaints regarding the inconsistent Information sharing. Some of the rooms of this hotel do not provide a clear view of the Eiffel Tower as mentioned on the website, which created negative word of mouth and reduced the custom engagement rate of the hotel. Since the hotel is located in the central location of Paris, they charge comparatively higher prices for their rooms and restaurant services. Some of the customers also raised complaints about the high prices of the rooms and the unhygienic spa services provided by the hotel. Therefore, this hotel needs to come up with effective services and ensure that the issues faced by the customers are being resolved (Alotaibi, 2020). At the same time, the existing staff who are involved in managing the services and controlling the different functions lack skills and efficiency. The customers also mention that the hotel management staff is capable of handling the crowd at the restaurant, which also impacts the image and the reputation of the hotel. These negative reviews hurt the hotel and encouraged the customers to shift to another alternative hotel.
The increasing inflation rate, the fluctuating political conditions and the changing demand of the customers are affecting the profit margins of the hotels operating in the hospital industry in Paris. Shangri La Paris is integrating new technology such as AI, the Internet of Things and automation Technology to improve their services and provide customers with high-class facilities. However, the strong brand reputation, the prime location of the hotel and the luxurious facilities are attracting new customers. The incorporation of the Lewis Change management model and ADKAR model can also help in incorporating new rules and facilities, training the employees and increasing the customer engagement rate of Shangri La Paris (Jaaron et al., 2022). The management authority of the hotel should identify the need for the changes, they should hire new employees and ensure that all the employees are aware of the different changes that are made with the hotel. 
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