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[bookmark: _heading=h.2jxsxqh]Executive Summary 
The problem or issue identified 
This consultancy report is mainly associated with the findings of issues faced by Emporium Hotel South Bank Brisbane, and for this purpose, an internal and external analysis has also been made using STEEPLE, SOAR and Tows analysis. It has been identified from the following discussion that The Emporium Hotel mainly faces the issue of poor staff behaviour towards its customers. From the analysis section, it has been identified that this hotel got 1-star ratings due to poor staff management, lack of cleanliness and timely customer service generation. From one of the reviews, it has been identified that even after paying almost 2 days of salary to hotel staff, that customer did not get a clean room during the check-in time and they had to wait for a long time. Reception Staff did not find booking and were less concerned about the service generation for its customers. Not only that but also the housekeepers are not at all responsive and welcoming for their guests. 
Analysis of these findings 
One of the major root causes behind this irresponsible staff behaviour is related to the lack of employee training and less focus generation towards employee development approach. From the employee review, it has also been understood that the low pay scale, lack of training and ineffective communication reduce employee motivation at Emporium Hotel South Bank Brisbane. From the external environmental analysis using STEEPLE analysis, it has been identified that political, economic and technological factors play a positive role in the successful functional generation of this hotel. However, social, legal and environmental factors create immense challenges towards the employee management of Emporium Hotel South Bank Brisbane. It has been identified that population growth in Australia is low as it is around 2.1%. Thus, the increment of the old workforce population lowers the chance of involving young and skilled staff and employees who can be able to manage faster technological change or make an adaptive business environment. Complex and automated business functioning lowers the motivation of older employees. Further, strict employee wages and environmental management regulations increase the overall costs of operations as a whole in this hotel.
Emporium Hotel depends on its established brand identity coupled with upscale amenities combined with an ideal location for its main competitive advantages. Staff performance deficits together with high employee turnover and weak human resource enforcement result in decreased customer satisfaction for the hotel. Transferring into a high-end market position creates external competitive threats for the hotel but the implementation of training initiatives along with artificial intelligence systems form key organisational opportunities. The TOWS matrix method helped form strategic plans which permitted the organisation to leverage its strengths along with exploiting opportunities and overcoming weaknesses and threats. The hotel needs to utilise its established brand identity to find skilled personnel who receive hospitality training at educational establishments. AI customer feedback technology allows organisations to decrease employee-related service problems thus creating more reliable service delivery. Better training connected to upgraded human resources systems along with strengthened performance reward structures will help the hotel decrease worker departure rates by addressing current weaknesses to improve overall service delivery. Through strategic approaches, the hotel will enhance its operational efficiency thus providing better guest experiences.
Recommendations to the client
In order to reduce the employee behavioural issue, some strategic recommendations have been also suggested to the Emporium Hotel. It has been identified that employees of this hotel have faced low pay grade issues. This is why it has been recommended to this organisation to make monetary benefits to its staff. Using the principle of Maslow’s Hierarchy of Needs Theory, it is highly important to make self-actualisation and esteem towards the employees. Thus, the leaders of this hotel can arrange reward generation programs for their employees for better satisfaction generation. Further, by involving the transformational leadership principle, leaders can make open and empathetic communication with employees for better motivation generation. Emporium Hotel Southbank Brisbane needs to improve its poor staff behaviour which decreased its reputation. An upset guest requires both empathetic understanding and validation from customer service representatives for successful calming. People staying at the establishment expect their concerns to get full attention and a complete understanding of their emotional state. Staff members should communicate their understanding of the inconvenience the guest faces regardless of whether the problem pertains to rooms, service interruptions or unmet guest expectations. The guest can feel assured that their complaint receives proper attention through this statement. The process of showing empathy guides toward tension relief which produces better outcomes in service interactions. Both Kotter's 8-step change management model and cognitive behaviour theory are used to improve the present condition of the hotel.
Conclusion 
[bookmark: _heading=h.1fob9te]The consulting report conducted an extensive evaluation of Emporium Hotel SouthBank Brisbane's difficulties while offering implementable solutions for enhancement. The conclusion demonstrates that Emporium Hotel South Bank Brisbane maintains excellent luxury positioning despite active threats from its staff-related service problems and cleanliness issues. Structured training for staff alongside clean procedures and improved complaint-handling systems will create seamless guest experiences at Emporium Hotel South Bank Brisbane. The SOAR and TOWS analytical frameworks have directed the creation of strategic solutions which both exploit the hotel's empowering strengths and advantageous circumstances and neutralise defensive weaknesses and dangerous threats. Emporium Hotel's commitment to professional staff training operational excellence and customer satisfaction performance will preserve its competitive position and ensure lasting business success.
[bookmark: _heading=h.3znysh7]

[bookmark: _heading=h.z337ya]Introduction 
[bookmark: _heading=h.3j2qqm3]Background of the Report 
Hotel management activities include a diverse range of actions such as suitable work allocation, resource distribution, risk management, waste reduction, customer service and many others (Iranmanesh et al. 2022). Creation of balance between employee or staff management and impressive customer satisfaction generation is the most important motive of hotel businesses. Not only that but also in order to engage or make sudden changes to adhere to new regulatory compliances, digital transformation and other managers need to develop effective change management strategies as well. In simpler words, it can be stated that in order to manage diverse hotel business operation activities and workflow optimisation actions smoothly, project management knowledge and approaches are highly required (Moussa et al. 2024). However, change or modification in hotel management activities is majorly dependent on its internal or external environment, customer preferences and many others. Thus, in this report, mainly the management activities in a hotel business will be discussed that can integrate effective competitive advantage to the businesses in generating positive customer experience. Here in this report, in order to assess the hotel management approaches, Emporium Hotel South Bank Brisbane is chosen and its details will be discussed in the following section. 
[bookmark: _heading=h.1y810tw]Background of the Company
Emporium Hotel South Bank Brisbane was established in Queensland Australia in 2018 (CD, 2024). This is a newly formed hotel in the Australian territory that provides 143 luxury hotel suites, premium bars, restaurants, a rooftop terrace, an infinity pool and many other luxurious services. The main vision of this hotel is to make a masterclass staying experience for its customers by involving exceptional art forms and for this approach, this business invested almost 600 million USD in contemporary construction and design development (Emporiumhotels, 2024c). Thus, this hotel aims to create a five-star hotel service by creating a new standard of style, comfort and service and acquiring the “Australia’s Leading Boutique Hotel” tag. The revenue earnings of this company is also impressive because it offers positive customer service. This hotel got almost a 5-star rating from 1102 customers for room facility, customer attention, location and others (Tripadvisor, 2024). This positive and consistent service quality helps Emporium Hotel South Bank Brisbane to acquire 19.5 million euros in revenue even after the pandemic situation (Zoominfo, 2024). However, besides positive services, many customers also face cleanliness issues, terrible customer service due to poor staff behaviour and many others that hamper the brand reputation of this hotel company. These issues of Emporium Hotel South Bank Brisbane will be discussed in the analysis section with detailed analysis.
[bookmark: _heading=h.4i7ojhp]Content of this Report 
First of all, the main purpose of this report is to assess the management issues that have happened in Emporium Hotel South Bank Brisbane. It requires an effective understanding of internal and external capabilities or the environment of a company. Thus, in this following report, in the analysis section, a detailed discussion of the poor staff behavioural issue in the chosen hotel will be made involving both the external and internal environmental understanding. For the external analysis, the STEEPLE framework will be used which involves political, economic, social, technological, legal and environmental factors discussion that may influence the business activities as a whole. For internal business analysis, a SOAR analysis will be made that shows the internal strengths and future opportunities of Emporium Hotel South Bank Brisbane to assess its future opportunities. After this issue identification, some strategic recommendations will also be made using effective theoretical frameworks. Not only some theory-based recommendations but also a strategic action plan will be used in this report that helps to make a plan for mitigating the identified poor staff behavioural issues.
[bookmark: _heading=h.2xcytpi]Analysis 
[bookmark: _heading=h.1ci93xb]Issue identified by the hotel
In this section, the poor staff behaviour approach of Emporium Hotel South Bank Brisbane will be discussed by offering some evidence and management framework analysis to identify the root cause of these issues. 
[image: ]
Figure 1: Negative Review 1
(Source: Tripadvisor, 2024)
From the first customer review, it has been clearly seen that this customer faced a disaster experience as a whole from this hotel due to the cleanliness issue, less comfort, loud noise from rooftop, poor staff knowledge and many others. Even this customer stated that they pay two to three days of wages to the employees with extra tips and in turn do not receive expected service from them. 
[image: ]
Figure 2: Negative Review 2
(Source: Tripadvisor, 2024)
From this second review also the poor service offering issue by staff is clearly seen. From this review, it has been seen that customers get only three staff in the night check-in system and there are no safety measures maintained in this hotel. This client also stated about the poor staff behavioural issues as he witnessed disorganisation in staff management, lack of training and other issues. This lowers the timely response generation to customer queries, timely room service provision, cleanliness and others. 
Impact on Businesses
It has been identified from the customer review that reception staff do not find customer booking or details at check-in time and customers have to wait during the check-in time at night (Tripadvisor, 2024). Even after providing credit cards for payments, 2 hours earlier, the payment procedures were not completed by staff. This lowers the positive customer perception and indirectly reduces the amount of customer generation in this hotel.
[image: ]
Figure 3: Negative Review 3
(Source: Tripadvisor, 2024)
Cleanliness and hygiene issues are another major issue in this hotel which is seen from the review section. From the customer review, it has been seen that even after paying 500 AUD, the housekeeping activities have not been done. The housekeepers did not greet the customer during their stay. The hotel was too noisy which did not allow customers to have a sound sleep and peaceful stay. 
The root cause behind the issue 
In the following section, in order to assess the root cause of the poor staff behaviour, the main reason which is identified is related to the lack of employee development focus.
[image: ] 
Figure 4: Employee Review of Emporium Hotel South Bank Brisbane
(Source: Glassdoor, 2024)
It has been identified from the employee review that managers of Emporium Hotel South Bank Brisbane do not pay much attention towards the employee development program generation due to financial constraints and it got only 3.4 star rating from their employees [Refer to Figure 4]. Lack of employee motivation and technological experience also lowers the customer service efficacy as a whole (Marwaha, and Bhatia, 2024). 
[bookmark: _heading=h.3whwml4]STEEPLE Analysis
	Factors 
	Discussion 
	Impact 

	Social 
	The population growth of Australia was at 2.4% which is significantly low (ABS, 2024). 
[image: ]
Figure 5: Population Growth in Australia
(Source: ABS, 2024)
	Negative 

	Technological 
	The tech sector of Australia has increased by 80% in just the last five years and the total amount of the digital technology market in this country is 167 billion euros (International, 2024). 
	Positive 

	Economic 
	Even after the pandemic situation, the inflation rate of Australia lowered to 2.4% in 2023 which was the lowest value in this year (Marketpulse, 2024). This inflation rate rose up to 4.3% that hampers the customer purchasing power parity as a whole. 
	Moderate 

	Environmental 
	The “Environment Protection and Biodiversity Conservation Act 1999 (EPBC Act)” is significantly strong in Australia that imposed several legal regulations to maintain responsible behavior towards environment. 
	Negative 

	Political
	The Political stability index of Australia is 0.88 which is significantly positive as the value is ranged towards (+2.5) (Theglobaleconomy, 2023). 
	Positive 

	Legal 
	According to the “Fair Work Act 2009”, the national minimum wage of Australia was 24.10 USD per hour which is significantly high (Fair Work, 2022). 
	Negative 

	Ethical 
	According to the code of ethics, it is essential to behave honesty and with integrity, act with care and diligence and at the same time it is crucial to treat the people with respect and courtesy at hotels (NSW GOV, 2025). 
	Positive 


Table 1: STEEPLE Analysis of Emporium Hotel South Bank Brisbane
Opportunities: 
Political: From table 1, it has been identified that the political stability index of Australia is positive. As per Jiang and Martek (2021), positive political stability makes a sustainable business approach by involving better foreign direct investment as a whole. It has been seen that foreign direct investment has increased at 4659.5 billion euros from only 62.8 billion euros in the last ten years (ABS, 2022). Thus, Emporium Hotel South Bank Brisbane may acquire effective FDI that restores financial stability of this hotel to invest in employee development activities. 
Economic: Inflation rate of Australia is seen to be moderate even after the pandemic situation. It is one of the most important factors that can create financial opportunity for a business. According to Olusola et al. (2022), moderate inflation rate helps to manage efficient purchasing power of customers and maintains a feasible demand in the market. However, the positive revenue growth of Emporium Hotel South Bank Brisbane clearly shows the significant demand generation in this hotel and less economic challenge involvement.
Technological: Higher tech investment helps a business to make innovative and diverse solution generation. It has been seen that the adaptation of technology in the business sector, especially in the hotel business sector will increase at 137 billion Australian dollars which was only at 92 billion Australian dollars in 2020 [Refer to Figure 6]. 
[image: ]
Figure 6: Tech Investment in Australia
(Source: Hughes, 2023)
Thus, it has been seen that Emporium Hotel South Bank Brisbane can be able to involve artificial intelligence, augmented reality and many others that can make the operational activities such as customer checking, query solving and many others automated without involving human inclusion. It saves lots of customers' time and makes them satisfied. 
Threats: 
Social Factors: Low growth of population may increase the old, aged workforce participation who are not technologically skilled and experienced (Lee and Song, 2022). This reduces the service excellence in the hotel industry and this scenario is seen to be prominent for Emporium Hotel South Bank Brisbane. 
Legal and Environmental Factors: The high minimum wage rate increases the fixed operating costs of a company. On the other hand, strict environmental regulation includes some additional costs in the hotel industry. Thus, in order to involve recycling activities, ensuring equal work pay and others, Emporium Hotel South Bank Brisbane faces a huge cost burden as well. 
[bookmark: _heading=h.2bn6wsx]SOAR Analysis
	Strengths
	Opportunities 

	· Emporium Hotel South Bank has a luxury brand reputation with award-winning services, attracting high-end clientele and providing a unique guest experience (Emporiumhotels, 2024a).
· Prime location in South Bank, Brisbane, providing high foot traffic and a steady stream of guests from both local and global markets.
· High-quality services, including a rooftop bar, fine dining options and luxury suites, provide premium experiences to guests and increase their likelihood of returning (Emporiumhotels, 2024b).
· Existing client service training programs offer a foundation for further improvements, enabling structured behavioural training initiatives.
	· Implement organised customer service and behavioural training programs to enhance professionalism, improve communication skills and ensure consistent guest experiences (Tripadvisor, 2025).
· Introduce performance-based incentives and career progression opportunities to improve staff motivation and retention.
· Utilise AI-driven guest feedback and performance monitoring systems to track staff behaviour, identify areas for improvement, and ensure consistent service standards.
· Partner with hospitality schools and training institutions to recruit and develop skilled employees, ensuring better long-term staffing solutions and reducing turnover (Ghani et al. 2022).

	
	

	
	

	
	



	Aspirations
	Results

	· [bookmark: _heading=h.i3vm9ey3fp4x]According to Singh et al. (2023), improving staff service and engagement allow to achieve a high customer satisfaction rate.
· Develop a strong employee retention strategy by offering incentives and career growth opportunities.
· Integrate AI-driven technology for efficient guest service and streamlined operations.
· Establish a luxury hotel benchmark by maintaining high cleanliness and service standards.
	· Increase in positive guest reviews and higher TripAdvisor ratings for the hotel.
· Reduction in staff turnover and improved morale, leading to better service quality (Obeng et al. 2021).
· Faster check-in and check-out processes and enhanced guest experiences through automated services.
· Improved brand reputation and increased customer loyalty.


	
	

	
	

	
	


Table 2: SOAR analysis
The SOAR analysis identifies essential aspirations and expected outcomes for the management of Emporium Hotel South Bank, Brisbane. The combination of improved customer support with AI automation, employee wage premiums, and skill development aims to deliver better visitor satisfaction and lower staff departure rates (Narendratama and Wijoyo, 2025). Brand reputation becomes stronger through the maintenance of high cleanliness together with luxury standards, which creates sustained customer loyalty and market-leading performance. The Emporium Hotel South Bank Brisbane draws wealthy tourists because it showcases luxury branding while providing premium resort facilities. The Emporium Hotel South Bank Brisbane stands to improve guest experiences through technological advancement strategic alliances and green sustainability measures. The company faces potential risks from economic decline as well as increasing competitors and security threats that may reduce overall profitability. The hotel can improve its market position by training employees improving operations and implementing digital innovation to correct its weaknesses. 
[bookmark: _heading=h.qsh70q]TOWS Matrix 
	
	Strength
	Weakness

	Opportunity 
	Strength/opportunity
	Weakness/Opportunity

	
	· The hotel can capitalise on its strong brand identity and high-end facilities to attract affluent international tourists, leveraging growing tourism trends.
· According to Liu et al. (2024), utilising AI-based chatbots and automated concierge services to enhance personalised guest experiences.
· Collaborate with high-end restaurants, travel agencies, and event organisers to create customised luxury experiences for guests.
	· Alkadash et al. (2023), noted that addressing customer service issues by implementing comprehensive training programs focusing on emotional intelligence and service excellence.
· Upgrade cleaning protocols with smart sanitisation technology and real-time cleanliness monitoring apps.
· The Emporium hotels can introduce automated feedback tools to track guest satisfaction and improve service quality based on real-time data.

	Threat
	Strength/Threat
	Weakness/Threat

	
	· Utilising financial reserves and cost optimisation strategies maintains profitability during economic slowdowns (Tummalapudi et al. 2021).
· Introduce carbon-neutral lodging options and eco-tourism packages to attract environmentally conscious travellers.
· Tariq (2024), stated that leveraging advanced surveillance systems and cybersecurity measures that protect guest data and safety in response to rising security threats in the hospitality sector
	· Leverage advanced surveillance systems and cybersecurity measures to protect guest data and safety in response to rising security threats in the hospitality sector (Pipyros and Liasidou, 2025).
· Ramgade and Kumar, (2021), stated that offering seasonal discounts and loyalty programs that counter competition from budget-friendly luxury hotels.
· Reduce inefficiencies in check-in and check-out processes using self-service to enhance guest convenience.


Table 3: TOWS analysis
A TOWS analysis recommends strategic moves which unite organisational competencies with outside market elements (Saleh and Zohry, 2022). A strategic business approach focused on luxury service expansion along with digital transformation and market-enhancing partnerships seeks to boost market presence. The strategic approaches combine the management of crises with pricing strategies together with operational method optimisation for maintaining market competitiveness. Through organised betterment efforts, the Emporium Hotel will strengthen its ability to overcome weaknesses while making the most of its advantages and managing upcoming obstacles to achieve both market sustainability and stellar customer satisfaction. The TOWS matrix enabled the organisation to create strategies which both exploited their advantages and chances while battling their limitations. Implementing guest feedback systems driven by artificial intelligence technology enables both staff efficiency improvement and service delivery consistency (Narayan et al. 2022). Service quality will improve with a combination of demanding staff training, updated human resource policies together with employee motivation programs that work towards reducing workforce departures. 
[bookmark: _heading=h.3as4poj]Recommendation and change management
Recommendation 1: Implementation of Transformational Leadership Approach to Create Motivated Employee Set for Getting Positive Productivity Generation 
According to Makhamreh et al. (2022), in order to create immense customer satisfaction in any business, satisfied and motivated employee inclusion is highly important. Leaders and managers should provide better focus in employee relationship development that emphasises employee motivation towards a positive level. Thus, in order to create motivation among employees, hotel organisations need reward and recognition programs since they function to drive worker motivation and create positive morale and better satisfaction at work. It has been identified that the Emporium hotel has only got a 3.4-star rating from its employees due to an ineffective employee management system (Glassdoor, 2024). Most of the employees stated that the payment system is too low in this organisation and managers are not properly communicating with them. However, from Maslow's Hierarchy of Needs Theory, it has been identified that employees get motivated only when their psychological, safety and security requirements are fulfilled along with getting self-esteem and self-actualisation (Nyarko et al. 2021). Thus, leaders and managers of The Emporium Hotel South Bank Brisbane should be more focused on reward and recognition generation towards the employees or staff to make them motivated with the working environment. Thus, it is suggested that the managers of this hotel design effective reward programs through transparent employee assessment to motivate them and boost their morale to get productive work from them. Monetary compensation helps employees to achieve higher levels of productivity in their work (Tumi et al. 2022). Offering bonuses together with profit-sharing and salary increases to employees represents three monetary benefits that recognise their work productivity. Supplementary benefits such as extended leave days or flexible working hours make all the employees more aligned with the organisational goals and value creation (Jibril and Yeşiltaş, 2022). Along with the reward and recognition generation, effective leadership development is another important approach. According to Alblooshi et al. (2021), the Transformational Leadership Theory creates open and transparent communication, better support to employees and encouragement that adds innovative employee activities and solutions for an organisational operational generation. Leadership functions followed by a transformation approach is a fundamental element for creating a skilled and knowledgeable employee set. Thus, leaders need to establish particular performance targets along with evaluation procedures that determine rewards and recognition benefits to the employees for positive motivation generation (Safitri et al. 2021). Leaders need to create reward systems for employees and ensure their better involvement through transparent communication. Leaders can celebrate personal achievements or special days such as the birthdays of employees with personalised awards and monetary compensation together to drive employee contentment toward working within the workforce. Not only that but also leaders should involve significant feedback generation to employees based on their performance to make transparent employee management as a whole. Considering a medium-sized business organisation the respective hotel can invest a budget of £2500 in accomplishing the overall recommendations. 
Recommendation 2: Improvement in staff training and development of Emporium Hotel Southbank Brisbane 
The Emporium Hotel Southbank Brisbane needs to enhance its employee training programs and development initiatives because this will lead to superior guest service delivery along with industry leadership in hospitality (Emporiumhotels, 2025). To deliver premium services with excellence the hotel should implement ongoing staff training that heightens the professional abilities of its employees. An effective workforce training curriculum requires disciplined employee orientation that teaches about hotel values combined with service protocols and organisational mission throughout all operational teams (Mathias et al. 2021). Basic staff training must focus on excellent service delivery and problem-solving abilities and teach staff how to approach diverse guests during all kinds of situations (Rane et al. 2023). The hotel needs staff members able to give tailored customer experiences so training must incorporate customer data analysis to predict needs and improve satisfaction levels.
Experienced hotel staff should have access to ongoing progression programs that provide updated courses about new industry technology along with market trends and customer service protocols. Here, cognitive learning theory is important for the improvement of the individual skills of employees (Kraiger and Ford, 2021). This theory focuses on the thoughts and feelings of individual employees. Soft skills education needs immediate attention in employee training to enable proper management of complicated guest situations with dignified professionalism (Della Lucia et al. 2021). As a result of cross-departmental training opportunities, staff members can acquire insight into multiple hotel management areas which helps build a collaborative team culture enabling employees to fill in for team members throughout the facility.
[image: ]
Figure 7: Factors of Cognitive Learning Theory
(Source: Kraiger and Ford, 2021)
The training programs of the Emporium Hotel Southbank Brisbane should integrate modern technology because the hospitality industry is becoming more digital in its operations. The hotel implements e-learning platforms and virtual training sessions to provide training services to employees who work different shifts and from various areas. Training modules combining interactive content about guest service ways and digital check-in procedures alongside online review management enable employees to deliver efficient service in today's hospitality market (Roy and Pagaldiviti, 2023). The implementation of role-playing scenarios along with simulations in training programs provides staff members with practical experience to handle real-world situations so they can become more confident and prepared (Ricci and Bravo, 2022).
The hotel needs to strengthen its leadership training initiatives as an essential improvement measure. The hotel can build a reliable succession of service-driven managers through leadership training that identifies would-be supervisors already on staff. The training curriculum for leadership development must dedicate time to notes about making choices while building team capabilities alongside augmenting future-thinking skills to train new leaders in the hospitality industry (Michael and Fotiadis, 2022). Staff development should include built-in feedback tools that enable managers to give specific feedback and reward top performers since this approach grows employee morale and boosts job satisfaction.
The hotel will achieve better guest satisfaction, higher employee dedication and business excellence through improved staff education and professional growth. A training strategy built on core education and continual learning as well as executive growth and technological know-how will keep employees capable of offering exceptional services that create unforgettable visitor experiences. The demonstration of cognitive learning theory is important for the improvement of the engagement and interaction of employees of this organisation. In this regard, the respective hotel can invest a budget of £2000 in accomplishing the overall recommendation of improving the staff training and development of Emporium Hotel Southbank Brisbane. 
Recommendation 3: 	Ensure cleanliness and maintenance of Emporium Hotel Southbank Brisbane
The hotel maintains its elevated status through exceptional housekeeping practices which deliver outstanding service quality to its visitors (Emporiumhotels, 2025). The hotel depends on perfect cleanliness with maintenance given that a spotless environment constitutes one of the most important factors for guests during their stay. It must conduct vigorous cleaning throughout its entire domain including private guest accommodations together with public zones dining areas and bathroom spaces. The hotel needs scheduled janitorial services to keep its luxury standing in addition to periodic changes of towels and supply of fresh linens among other toiletry products. Staff members within the hotel must focus on both light switches, door handles and remote controls in hotel rooms because these items serve as crucial transmission points for germs that need elimination to create a germ-free environment for guests. Staff members need to clean public spaces of the hotel with special emphasis on times when the hotel is busy to ensure an attractive, neat environment throughout each day.
The hotel requires regular maintenance inspections for its structural elements and system components to enhance their functional duration through routine cleaning procedures. Maintenance staff at hotels ensures prompt resolution of hotel system problems starting from plumbing up to electrical and HVAC systems and elevator equipment (Almobarek, 2024). The hotel needs scheduled preventive maintenance schedules for system failure prevention while maintenance operations should finish promptly to minimise guest disruption. Scheduled maintenance checks of heating systems combined with air conditioning units and property lighting fixtures should appear in maintenance plans to ensure comfort and safety for everyone (Stringam and Gerdes, 2021). Here, the application of a Kotter 8-step change management model is needed to improve the reputation of the organisation.
[image: ]
Figure 8: Kotter’s 8step change management model
(Source: Trawick and Carraher, 2023)
An in-depth approach to change management is needed to be applied here. A change management model based on Kotter's 8-Step Change Model represents an effective approach to enhance the cleanliness standards at Emporium Hotel Southbank Brisbane. The cleanliness improvement process requires establishing a pressing need for cleanliness because it influences both guest satisfaction and business reputation (Awan et al. 2021). A driving group consisting of senior managers along with housekeeping staff and maintenance teams needs to take charge of directing this change initiative (Sasaki et al. 2024). Every stakeholder requires open communication about cleanliness standards from management. Employee involvement at different operational levels requires regular training together with feedback sessions to create better commitment from the workforce. The removal of barriers including equipment inadequacy and confusing guidelines enables staff members to succeed in their roles. The organisation should mark down frequent minor accomplishments like upgraded guest feedback scores together with obvious environmental changes to protect the momentum trajectory (Trawick and Carraher, 2023). By integrating cleanliness concepts into job descriptions and performance reviews the cultural improvements will become sustainable. The integration of new cleanliness standards into the organisational value system will establish enduring practices across the organisation. A structured approach at Emporium Hotel SouthBank Brisbane will develop a culture of cleanliness which delivers improved guest satisfaction and strengthens the company brand reputation.
The Emporium Hotel Southbank tries to maintain its premier status through housekeeping practices as well as superior guest servicing. A pristine environment stands among the essential elements which guests appreciate during their stay so the hotel needs total cleanliness and maintenance (Cioccarelli, 2023). Suitable cleanliness procedures need to be applied to both guest accommodations and public spaces as well as dining zones and bathrooms at the hotel. In this regard, the respective hotel can invest a budget of £1500 in accomplishing the overall recommendation. 
Recommendation 4: Handling complaints professionally 
A hotel needs to handle all complaints with professional competence to maintain its position as a top hospitality provider because satisfied guests create an excellent reputation and business growth (Busulwa et al. 2022). Excellent professional complaint resolution produces increased guest satisfaction together with higher customer loyalty and favorable recommendations (Musa and Wijoyo, 2025). Effective complaint management training represents a fundamental requirement at Emporium Hotel SouthBank Brisbane because it helps preserve advanced service levels and staff reliability with customers. Professional complaint management demands staff members to provide empathy along with active hearing strength and candid communication while keeping a promise to solve matters without delay. To handle complaints properly employees must start with active listening (Arroyo Herrera, 2022). It is essential for both guests and staff for staff members to listen closely to complaints before defending their actions when a visitor brings up an issue to staff. Staff members need to devote complete attention to grasping exactly what concerns the guest has before creating a reply (Wang, 2024). A showing of respect for guest emotions at the same time allows staff to precisely detect the actual problem at hand. Staff members at the Emporium Hotel Southbank need to receive training for maintaining relaxed composure regardless of upset or emotional guest behaviour. The hotel must change its grievance policy and update a chatbot so that customers give feedback on the services of this hotel. In this regard, the respective hotel can invest a budget of £1500 in accomplishing the overall recommendation. 
[bookmark: _heading=h.1pxezwc]Action Plan 
	Number 
	Problem
	Solution
	Desired outcome
	Time
scale
	Completion
Date
	Planned
Budget

	1.
	Implement staff training programs to improve customer service.
	Track improvements through customer satisfaction surveys and reviews.
	Conduct periodic workshops and online training to ensure feasibility. Mekoth et al (2023), stated that enhancing staff professionalism and customer experience aligns with hotel objectives.
	Initiate within 3 months, with continuous assessment every 6 months.
	01.05.2025
	£15,000 per year for training programs.

	2.
	Enhance cleanliness and maintenance standards through a structured housekeeping protocol.
	Monitor cleanliness ratings in guest feedback and internal audits.
	Allocate dedicated resources and conduct regular inspections. Addresses hygiene concerns, critical for maintaining a luxury brand image.
	Implement within 2 months with bi-weekly reviews.
	01.07.2025
	£10,000 annually for sanitation supplies and audits.

	3.
	Develop a structured complaint resolution system for guests.
	Track response time and resolution effectiveness.
	Implement a digital feedback system and train staff in conflict resolution.
Ensures prompt issue resolution and improves guest retention.
	Set up within 4 months with quarterly assessments.
	01.11.2025
	£8,000 for software and staff training.

	4.
	Implement AI-driven chatbots to improve guest communication.
	Measure response efficiency and customer engagement.
	Leverage existing technology with minimal operational disruption. Enhances guest service efficiency, reducing the workload on front desk staff
.
	Deploy within 6 months with continuous optimisation.
	01.05.2026
	£12,000 for initial setup and integration.

	5.
	Establish a performance-based incentive system for employees.
	Evaluate staff performance metrics such as service ratings and feedback.
	Structure incentive models based on predefined KPIs. Singh, (2023), noted that boosting and motivating employee morale leads to better service delivery.
	Launch within 5 months, reviewed annually.
	01.10.2026
	£20,000 per year for bonuses and incentives.


Table 4: Action Plan
The plan offers a systematic method for handling operational difficulties which affect Emporium Hotel South Bank Brisbane operations. The action plan addresses service inefficiencies and guest satisfaction issues through initiatives dedicated to staff training and cleanliness standards as well as complaint resolution systems AI communication and performance-based rewards. The initiatives apply SMART principles to define Specific goals with Measurable aims and Achievable steps that are Relevant to time constraints for measurable outcomes. A hotel's competitive position within the luxury hospitality market gains strength through staff training and incentive programs with AI-driven communication (Almeida and Ivanov, 2024). It structured complaint management systems that enhance guest-to-staff interactions.
[bookmark: _heading=h.49x2ik5]Conclusion 
The present consultancy report investigates Emporium Hotel South Bank Brisbane management problems specifically through staff conduct studies and service delivery assessments. The hotel maintains a good reputation as a luxury hotel but several complaints from guests about unprofessional staff treatment combined with delivery issues and cleanliness problems have damaged its brand standing. The challenges must be resolved because they affect customer satisfaction and generate positive reviews needed for industry competitiveness. A review of customer feedback at the hotel exposed repeating problems with unprofessional staff conduct combined with poor service attentiveness and inadequate issue settlement. Staff members lack appropriate training methods because employee morale is low and HR policy implementation is weak. The STEEPLE and SOAR analyses supplied extensive information about external aspects as well as internal factors affecting these problems. Labor shortages and competitive pressures from luxury hotels in Australia’s hospitality sector threaten the hotel’s operations yet the hotel profits from the country’s economic stability and political stability. Workers who engage with cognitive learning training systems develop their problem-solving abilities for a better communication method. A combination of leadership development programs with continuous learning initiatives will let the hotel increase employee motivation. The hotel must promptly focus on enhancing standards related to cleanliness along with the maintenance protocols. Guest satisfaction stands as a primary factor negatively influenced by poor housekeeping performance that customers identify. Through the 8-Step Change Management Model the hotel can build structured methods for enhancing cleanliness standards. This will achieve advanced hygiene performance within all the departmental areas. Operational efficiency at the hotel will increase through scheduled maintenance checks together with staff training procedures. Adhering to a complaint management system effectively demands professional leadership which helps to maintain guest satisfaction. A well-designed grievance resolution system including customer feedback systems for active listening and conflict resolution. These strategic recommendations establish leadership in customer services at Emporium Hotel South Bank. A consultancy assessment reviewed Emporium Hotel South Bank's performance issues to develop usable improvement processes. The exceptional luxury positioning of Hotel Emporium creates a risk to its reputation because customers perceive problems in staff service delivery. Better complaint resolution strategies combined with cleaning training for employees will allow Hotel Emporium to keep its luxury hospitality market leadership position and improve guest retention rates. This analysis opportunity has been an honourable experience because it affirms the hotel's commitment to excellence. These strategies hold a positive promise that will enable the hotel to achieve enduring success. Emporium Hotel will benefit from these suggestions during any future business expansion strategy or when developing its future plans.
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Dirty, Untrustworthy, Hates their Customers

When you stay at a hotel paying $500AUD, you expect the
housekeeping to be immaculate. Not only did | have the opposite
experience, but also the manager (Rebecca Needs) | spoke to
showed little empathy for my poor experience.

On the second day of my stay, | walked in on the housekeeper
around 2:30 pm. She was clearly annoyed by my presence, not
even simply greeting me or my toddler and doing her work with a
scowl. Housekeeping is a tough job, so | decided tolet it go.

Unfortunately, that night, the hotel room alarm clock went off at
midnight. It woke both myself and my toddler up. This was the
night before my 14 hour flight, and | really needed a good night's
sleep —which | obviously didn't get since my toddler was very
upset at the rude awakening. In the morning, | finagled with the
alarm clock and found out that it takes multiple purposeful steps
to setthe alarm, so it was no mistake that it went off at midnight.
Further, in the morning, | found that my towels had noticeable
holes in them.
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Save your money

Seeing all the 5 star reviews | was so excited for this trip. However,
it turned out to be a disaster. | wanted to leave before the first
night and i've never felt that way before. We really shouldn't have
ignored the 12 star reviews online - don't be like us!

Immediate impression was that the place was just tacky and dirty.
Don't be simply wowed by all the red, chrome and screen in the
elevator. The finishing in the rooms are terrible (some things are
falling apart), the layout is strange and the room itself was not
clean. | didn't feel a sense of comfort at all at this hotel which is not
ideal after a long day of being out and about. Also, we both
thought that it looked like the sort of place to have hidden
cameras somewhere among all the reflective surfaces ... and lo
and behold, I find an unsettling review online about someone
finding a hidden camera in their bathroom....| had a look around
but who really knows.
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Fire alarm at 2.30am only 3 staff and no procedures in
place! If you value your life stay away from here!

We had a fire alarm at 2.30am and no procedures were in place at
all, obviously there had been no training for the 3 night staff that
were on duty as no safety measures were followed at allll We
couldn't actually believe what we were witnessing at the
disorganisation and lack of training, Management were not even
interested, do not stay here if you value your life!




